e>'3b-epd-mmm

8961-687 (#15) : 1na1dodz9

00Z-587 (v15) : suoydsiz)

6AL XTH (23G9nD) [B3UON

ﬁ 15eN() SANSUUOSIEIN 3P pieas|nog .Omw

DUISITUDS.AO

24104 3P FI0Z 12 CI0T (TMVd) S2]]PUUODULIOfUL SPOUNOSSaL US D]]oNUUD UODUIUDLE04d DT
S10U4 X1S SA21U43p S3] 4n0d [ XNV 31]

12lo4d anbvyo anod (Ty ) oyl sadvffp,p uvid anb 1suip snpuajiv sao1faupq ‘uoyvindod v] v
SUOISSNO42d94 3] ANS dUIAIUL SIAD ‘ONDS1L 2] ANS dUL2JUl S1AD ‘J2l04d Y1 no a1 UL, P Y1
‘S22UUD §2421ULIP

¢ 527 4nod aauup 4vd [y Sop ANdjdas Y $31] SJUDIDAI-SNOS Apd S24NJOD) XNDI0] SIUDIUOU §3'[
‘sopuup

§2491U43p ¢ §3] 4nod aauup pd [y U2 SJUDIVAI-SNOS S3p vd S24M1oDf SNy P 24quiou ]
‘9QUUD 24I1ULIP D] SUDP JUISTUDSAO 24J04 ANOd JU]JIDADA]

inb $2]]oUUODULIOfUI S204N0SS24 XNY §21] SIUDJIDAI-SNOS ap DI uaammba ua aiquiou 27
fous1up8.a0 24104 avd

SHJOUOD SIDAJU0D XND S321] §21jpuUdd S3] JUDULIIUOD 10SP4] NP [13SUO)) 2] 40 SINS2.4 S24110241(]
SoUUD S2421UA3P XIp §2] Anod SIPAJU0D §20

224p 1410ddp. us saanbyddp sajpuad sap 19 JUDSIDS AUSTUDSE.L0 2404 A JIPOAd JUDUNIO(T
‘2USIUDS A0 24704 A SNIIUOD SIDLJUOD S3] ANS S24[[0, D

sjaddp sa) 224p 1toddp.a us sai1pusd SAp JUAMAIIDAY P 2NPII0Ad dUN, P JUDISI]ID JUIUNIO(T

e}

c

7

$2]]2UUOIDULIOfUT SIOINOSSIL JD 2OUDIIDAJ-SHOS

I SJUDAINS SIUAUNIOP Sap 21d0D A1Ud1q0 24152p dl ‘Sjou0s.4ad SJUIWIIUSIISUDA SIP
101123104d D] ANS 12 $21]qNA SIUSTUDSLO SIP SJUIUINIOP XNY SIOID, | ANS 10] D] 3P § 2[O114D, ] Ip NiLoa U

1 1INS SUIWOD 1IesI] 3s Inb uoreuLIoJul, | B S9998 P SPUBLIAP d1J0A

‘(« 2191008 BT » S91de-10) [BQIIUOJA P SHY SOp
20B[{ B[ 9P 919100S B[ OP SO[[SUUONBIUIOJUI SIOINOSSAI SI] 19 IIUBIIRI-SNOS B[ B SI[AI SJUSWNIOP
SOp © SQ00B P SPUBWIAP SIJOA JUBUIIOUOD GI(7 INOE £] NP USSNUS d10U B NS SUOSTR] SNON

LY69L-167C AN

ST0Z 131IM{ T P 21)39] 9.1)0A — UOPLWLIOFUL, | € $399¢,p dpuemwa( : 19{qQ

PPUDULIILOIDA 4D144N0D AV S

TALLNAJIANOD I'ld SNOS

G10T WO 61 9] [eNUON

E25 999N

S}y sap adejd



“(Z1# ® 6# : 91) 2190BW B[ UD 350dSIP 9)2100S B[ JUOP S[NIS $I[ 19 JusWRInonIed snid s1ana[[Iq
9P 90IAIdS 9] JUBUIAOUOD XNID JUOS IX3UUE U sjulol spuswmoop s3] ‘tonbinod 189, "suy $9p 398[d
B[ 9P SLIANI[Iq B] 9P 2I1AIAS 9 159 DSD ne snid 9] ayuatedde,s inb 9 ‘191 swWwod HSH un, p 1o DOHD
un p “DyD un, p sed asodsip au 9191009 e[ 2nb suosioaid ‘71 © ¢ swutod xne sinbar sjuswndop s3I INog

(DSD) 2121u311> 1] D 9914438 2p S243U20 (D)D) 2]AU1>
10100 2p S2.43U20 ‘(DY) 212313112 UOD]A4 P S24JU2D) S]addDp, p S243U2D $3] JUDUIIIUOD SIUIMNIOJ

‘(84 : 21 ) sayuasaad sop axauue us sjurof Juos suorsanb soo B SIIR[AI S3[qIUOCSIP STUSWNIOP SI]
‘g oydeidered ne sLIOPP SIUSWNOOP SI 3UIFOUOD IND 90 UL ‘sInd[[Ie Ied "sed JUaISIXa U 19-Xn3d dnbsind
L & 1 swiod Xne sjLo9p SjuUsWnNdop SIp SpUBIap A10A & 9)Ins Jouuop nad au 919100§ B Juenbasuod
1ed Ty sos mod Sjue)Ien-SNOoS op SdWwLy ap aydnequud, [ sed 11ambai ou 9191008 ] ‘onbrpur nb (o,
"SO[[SUUONBWLIOUI SIOINOSSAI AP IJEU UD dOUBIEI)-SNOS ©] B ILIPNDAI & 919100G ©[ 9p anbneid
e[ juowoedounid oSIA SPUBRWOP 9I)0A JUBINOOD /] MNP USTOIUS 3IOU dp SIO[ NOsIp anb [a]

$2]]2UUOYDULIOfUI SIDINO0SSI 12 DOUDDII-SHOS

*3Ins b 90 3p 9AI9$I SNOS SWISIUBSIO UN P SJUSWNIOP
XNe $9008 P 110Ip B OpUBWAP B[ 1g} ud Inb ouuosiod 91no} ‘(« s393e, ] Jns 107 ¥[ » side-19) (77
-y 0 Oy ‘Sjounosiad spuawauS1asuad sap uoirdjoid vy ins 12 so1qnd SousUDIA0 SAP STUIUNIOP
Xnp $2000,] NS 107 ] 3P 6 [OLHE,| 9p NLSA UF "dPUBIIP 21)0A 3p osK[eue | B 9pd0id SUOAR SNON

‘snou ap 189 soydeiSered sop uonelorwnu el ‘osuodar N0U 11{108] 9p UYY

SI0Z-#10 12 0102-6007 241ua 2puup anbvys ap
ol ua 12 sapui ua ‘axas 4vd 1o 10jduia, p 214032109 avd 10]dwid, p MIVIS DA DADYSIUIUPD
uoiSa4 ombvyo unod (uvayop s> 3] ‘Spuof Sop Supp JUDNIOUL) UISTUDSAO 4]0 P
Ji103ff.] suvp (DI sap svd uou) sauuosiad ap aiquiou 3] 4ayijuapl, p juvyauLdd STUIUNIOT "9

sfuoaffq

0§D 12 DDD "DYD s2] suvp

SOUIDWINY SIOUNOSSDL SIP UOLISIS P 2421IDUL UD SUOIDIUBLIO SIP JUDUAIOUOD JUIUINIOP JNOT "G
08D D00 "DYD 2] Suvp

JIDADA] NP UOHDSIUDSAO,] JUDUAIIUOD dULIIUL ] D SSIID4 140ddp4 NO 31f049Y224 ‘3pnj9 O ]
‘0SD 10 DDD

‘NI §2] SUDP JIDADA] NP UOYDSIUDSAO, | JUDUADIUOD (SUIYIDUILYIUDQG) 23DUUOIDID, P aPNIP dINO] €]

98D 10 DD DA S3] SUDP JouU0S.Lad P JUSUIAJNOA dP XND] 3] ANS SJUIUMNIOT T [
08D 12

20D DYD s2] suvp aj23ua1)o vy anod anbruoyda sy ajudiw, p sduia] $a] JUDULIIUOD SJUIUNIOT [ |
S0 1O DD DY §3] SUn( "aauinol v ap $a.4nay $2] No /12 2UUD, |

ap s4nof sa) uojas aqissod 1s ‘(sjaddp,p awnjoa) a3ppupiPYID,] JUDUALIIUOD SIUIUNIOT (]
‘SouUD Sa431u49p bu1d s3] smdap

SUOIDLIDA §3] J94D JWSIUDSAO 24004 SUbp DS Mo DD ‘DY) Sap aunovyd 4nod sfipodff] 6

(DSD) 2121u211> D] D 2214438 ap 24322 (DDD) 214U21]2
1PDIU0D 2P $243U20 (DY) 213110 UOND]24 2P S243U22) Sj]addp, p $2.43U20 $3] JUDUIIIUOD SJUIUINIO(T

E1E32 Do(an
- M._..v mwv adeld



[B2IIUOJA] 9P S SOp 20B[d B[ 9P 9I9100G °

saAne10d100 SAIIRIY SOp 99LI92II(]
‘Q1BIQULT 211BIRIAS

YD 2AIIAD SN
R

‘sapn3unsip suonen|es
sou op uoIssaIdxa,[ US “INJISUOJA 211010 ap SUOLid SNOA SnOU 32 QULIOJUOD N0} 3] suoIddsd snoN

-oyuasaid e[ op uonideogr e[ jueans simol ()¢) 21uar) s9] suep asuodar 9uasid ] op UOISIAI
[ Jopuewap dmod 107 B[ 9p A anideyds np ¢¢| 9[o1Me, [ op Jio[eaid snoA zaanod snoA ‘smaj[ie red

"SI OUS12SUIA 2P
uos10.0dw 0o 1w N2V 1 J421nba4 U UOYDITUNUIUIOD D] JUOP STUBUNIOP S3] ANS 2140d dU SPIID, P 1104
2] ‘107 B[ 9P G 9[OIME,[ 9P NMIA U ‘9NosIp anb [9] "SIUSWINOOP SOP JOUUONIYUOI 19 SJUIWSUSIISUI
op suosieredwod sap 10 S[NO[ED S B JILIPNDAI JBIAD 9)9100§ B| ‘Soguue sanne xne dipuodor
mod "110Z ® 600Z sduue s3] anod juswnoop op sed Juangp au 939100§ & (491 B ['9[# 1) uonsanb
31190 INS JUSNPP 9I9100S B[ anb SIUSWINOOP S[N3s $I[ ‘10T ® 10T Seuue s3] nod anbusuers e[ op
TMNSUL, | B SJII09JJS SS JUBUIAOUOD 9191008 €] Jed synpoid syuawnoop sa] anb 1sure ¢z 19[[Inf 12 $10T
s1ew ap apoLdd e[ JUBIANOD SJUSWNOOP SI] Julof suoAe snou ‘giutod ne sibal sjusundop xne juend)

sfuoaffg

“JUBQYIP SBD
9] 1WANAWISURL] SI[ SNOA “asA[eue sa1de 3o JUQISIXe SJUSWNIOP S[3} IS 10 ‘OpUBWAP 210A JasK[eue assind
9191005 B[ anb urye 09sia apouad e[ 39 s1021d jalns 9] juenbipur us Jo11NOS axne un Jed Spuewdp
an0A 19s1991d 110[n0A uaLq ap 213 suoLines snoa snou ‘puidoxdde za3n( 9] snoa 1§ “Zayo1aysa1 snoa anb
SJUAWN20P s3] 1a1jnuapl,p sed 1owrad snou au SpUBWSP dI0A 3P ([ 3] ‘PIINDIS B[ 19 JUSWAUUOE)S
3] ‘OLIdNA[[Iq B ‘SIeq 9P SIIIAIIS $I] ‘[19NO0E, P SIIAIS s3] adnoidax sury SOp d0e[J B 3p S[IUAI[D
[ B 901A19G 9] anb nusy a3dwo)) '$9YdIAYII SIpnI Xne juenb ouns 1ouuop moanod unod sstopid
juowwiesiyyns sed 3139, U SpUBWIOP 2JJOA Anb JUWIJUOD SUOAB SNOA SNOU ‘USNAIUI 130U 9p SI0T]

‘(snou ap Juos spud1nos
ST ) "SoYO4YI24 STUIULIUSIISUDA SI] AIUDIUOD 2P 2]q1IddISNS JUIUNIOP 3]
L1fiuapt anod 2oupisissp 42124d J10p 2]qpsuodsad 3] ‘14ainbaa 2] auuostad
aun, nbsio] no as10a4d uauwwsiffns sod isa,u spupwiap v] anbsioT

ABA010.0] 9] AP dAjiowl1ad nod a5109.4d TASWMDSTIJIS
2417 ‘2]QUA2224 2419 Anod JI0p JUBUINIOP UN 1 SIIID, P JPUDUAY D “Tf Il

2 1Ins awiwod 1| 9s b 107 ] 9p 7P
S[o1ME, [ 9p NMAA U2 9)ins Jauuop A nad ou 919100g ®] ‘6] & ¢[ syutod xne asinbar uoneuwojur | nod

E3E3 Do(9INn
- nm_;v nMoumumE



jo e

L1-80-S10¢C ON::L90€809S0LTET:LOE ¥9g=d(3/xode/ob 10s0m7328pNq mmmyy:sdny

SSXBULIOY SUBIQ 8P UOLEDO} }jpuuesiad np saula%e saulajul
[B10] S UDNEALNWISY $30(MI8S EECIINEL
JUBLLBIPBIUS,P SBYANDY 3
s | s1EjINsaJ xne Jueinby sasuadap sIp jRIOL
Z'ers ! 0088 | JUBWISSIIOWER D Sesusdag
300 ¥ne JuEnby [ US uSWassiuowy joszs | s8|qesye)Iden uall sesusdag

s12)nsas xne Jueinby sasuadeg

osir e | {g+ej Juawadueul NP 1201
|o'sze ] SBIAIOE SOp E S8dI| SeIuesi|e)ded Uou sesustag
o'o s19l01d sap B $231 $8/0RS|[ENARI UOU S$3SURGBQ
_—d

0528 | sa|qes||ejides uou sasuadaq - 210)-sN0S

s3|gesijeydeD uou sasusdep $3p JWBWBdURLIL (g

SBUANOE S8p B $391| So|gesielided sesuedsq

058

0o | {uononpap 12 uoisinoid) s18l01d sap & $29)) $3|qes)iENdRD Sasuadap salny
fpoost 1 _sieloid sp ajine;ai0d, np sieleld sap g 5391 sa)gesi[Bded sasuedaq

0'0s8 L | sa[qesiiendes sasuadaq - 12101-SN0S

oo | 22G2nD NP Jawausaanob a) anb Juswadueuly 9p $82.N0S S2JNY - |2401-SN0S
: ..||r | zesi081d
0'0 1 U FAANOD NP SHSIRVELNE108GEND NP fimnsuasnol o) 2nh iusiueLl) 6F S30uN0S seany
2999ND Np JuBWwaLISANob 3f 3nb JU2WadUBUY BP SBTINOS SANNY

oeset 23G9ND NP W3WAUIBANOD - |ej0} SNOS

1unGuIs p swbey
28gen) Np wawsuseanob np Lejsue. ]
SOWOUOINE SNURASY

2202N0 NP JUSWSLIAANOD)

gloe-vioe

so|qese)des sasuadap S9p WIWadueuld (e
jusuIaduBUIg

{s1e1j0p 8p steNIW u3) saneebpng suonewioful *g

SUORANPSP 16 SUOISIACID S8P UONEDIdX]

oewz | oo | 0z [ooss ] oe ] Ezv9 1 o | [s2s6 ] oo oo | nasud 1e10 puers
oost | loo o 0'00S o Eow | 00 Fzs | [0 0 | naaud sisloid
oS | o' ‘02 0'pse 0'0 o 0'0 05t 0'o ] aununuoy
002 oo | 0 00 0'e 0’002 00 0’0 D0 | naaid JuBUIZIPEOLT
s00  Snop s0op S1000 S0 013 Smen  dr | smen df SO
(W0l GoRINPaQ  UOISIAGL]  SEXAUDO2 SuSig mn.commoo, . _Mc:.ow_mq np S wmc_m§m|| - .mmr._uE:_I )
st 12 uosInboy UoBIRUNWSY S2IAIBG sP0IMag
L S3|laUUONRLIIOfUI SIDINOSSSIL S3P |BIO) PUBID D
[ 1 esoq [ ig@rsmenis auoyds|al
| e )
[ uonensuLpE, 3P o Seolreul sap naweid] uonouod | JUBPUOGS! NP WON
salaloueul) S30IN0SSAY - Juepuodsy
i ~ ] ewsog * £-SRE-# 15| auol|ds|aL
[ . jsuInag
[ 11 S0P 3iqesUsdsen) LU | ) UEPUOCS) NP WON
$3J3ULOIEWA0U| SIDINOSSAY - JUBPUOdDH
| | eis0g : | " iEgrGEz g suoydeial
{ B )
[ UORESUILIPE, 9P 1@ SEoUEL| S80 NeDBNd] LoNoU0S | uepliogas Np woN

uolBULIOUL] 3P [B140)08S Eablg

sjuepuodas Sap UOHEDRNUSP) ]

[ 1080 (Pr-w) se10uBLy 80RJ9X3,P INGRQ
[ 2impBpnG anb ANnE SWSLEBI0)| swsiuebio, ep adAL
T2550) [eauo 80 SHY Sap auu_mseuaﬁ.u.qmm swsiueblo,| 2D WoN

]

FE i)
: awsiuebio,| 3p UONEORUAP) Y

“«SONBUBILIOD~ Joifub, B WEDD 190 JanbidXe ZAINSA "400 XNE SSIUISUI [ US JUSLIasSILoWE,p SoSUSdaR SAP JUDIIR SHISIES LUBLISSSILIOWE,D SaSUSdEp S3) JUBLLBSSIIBAY
“wSBIBIUALILION » 13150, B L1823 183 1onbidxa Za(liNaA SO0 KT SAILISUI |H US SUOHISINEOE SOp JUBISHID 4 UB Sajaes|eldes sosuadop $3| :JUBLUBSSIHAAY

uonepliea ap sofiessaw sap a1s

jenudessy < iHVd < SPIIUS S3D F81T 1101 5312 SNOA

(2GS0 IE2UUOW P SHY SSP 29B[d B 8p 8181305 ! Jiignd me_t.mm._O asuuay a1sIeg
L/ELEQ 129 1ILUOW 3D SUY S8D B0BId BI 9D 181308 - 1d-AN] | 4818800 S102-b 10T 8192[100 (wenanpou:) | ¢5ssesL°

s swidrgosd un daeubig .

gJo 1 38ed TAvd Jnemmideosy



L1-80-610C

ON::£90£80950LTET:LOE ¥9¢=d;3/x2de/ob 105011 308pNng manm//:sdny

{sinas
000y ¢ cogy:  UC 0'0s aogy 0008 g0 . sspor  u3)wloid np
uonesieay
060t 0’00t 00 on g'Lr gee [1] veneugdus
T 1 [E53 mmE.Exm .
S TONEINoay goferannmag E3ora s
% e T =
suondy _ M0 [ 1
s)aloud sap alsit |
|
L 10S salguswwon)
0801 8P 1SE
(apg d janep) naged sob 11 Jueae,)|
3P Juca spnb suadpiue snou “J00 sou wcnn_ .ﬂu@::uﬂ 20UD SEd 1U0S SU SUGIESUOINE 537
‘IdYd 3 SUEP Lofdeoucy ua sialosd Sa3p US| SUGRE SNOL ‘sinajie Jed “Uesap Jione A sed yRIED.
3u |l ey B13S 39 m_nua._.u._ ‘400 sou So_ Sl 800U8 SBC SUOATU SN0U 'DDW NP SpUBIBP B (_ saIBUBLILICT)
saliejuduwiod ‘'H
1S8ANE, BULID(OD B SLBp
S19SU) 919 WWQ SJUBIUOW S8p
sjanbxne $8WSIUI S9IIAIBS 3P
_— = SINSSSILLNG) S3 JSNUSP ZBYINGA
'O | mﬁ _ nAsi4
sinog [Slle} sinen SINeD
x:m_o.r salny nusasy - 4slo 0dsS9
Sawsju| .
S301n18G
SINasSIUINO} S3p saidne sasuadag ‘o
p— .- el — SalBluawwoe)
[o'szz poe ! fose | oo lo'o 1 oo | sy | o oo S1NUIUOD 2P SUAIOR S3P |EICL
o'sez | [ooe___| _ fo'o 1 o ] _o sov | [oo L_ [o | aimanyseyy) [BJ0}-SN0S
fes 1 oo ] ‘oo ! o ] [oo ] oo m Po oo nasld
N aluoydae) 1@ UaNBIWUNWWOaZIaL
oo i oo 0’0 ] jo'o | [oo ] po_ 1 oo ] oo | oo | nsud
B1noag
0501 fo'o ] 005z | [o'0 ] oo o0 ] Psst | o ] oo | nasid
anbiBojouya) aIntonAseul
fo'o ] oo ] o | [o'o ] [po ] Do | foo oo | [oa nASIg
533ULIOP 8P S3SBU $OP LIONSSE)
pore ] [ooe io'oot o] oo oo ] [o'osL - X | [0 | nnaud
anbineaing anonisedu
- AINJanJaiseyu
S110D so) Bllslee] 013 SNoY it $IN0o hy $1109
®10] $aXaUUCO  SuaIq ap Uoeso| [Buuosiat np EElVEpe] sausaiul
siE14 18 UoIsINboy uopeIdUNWRY 3901A198 S22IAIBS
[oro oo | o' i [o'o ] oo ] [oo ] foo ] oo ] oo | neoyddy je101-5M0g
0'0 | o 1 0'a ] fo'o 1 [oo | oo | oo 1 oo | o | nasid
Jusuadde|aAsp Ne uodang
o0 | oo | 00 i [0 | Joo ] [o© oo | po 00 | nasid
uolBIOlBY
[o'o | o] oo oo ] oo ] fo | foo | [oo ] [po | nazd
- — — — S UOIELNO|OX2 |& uBNaug
jneaddy
Rlvel Blse} 2lisie} 313 Rule} di? SI000 dif SNed
12118 SBXaUUCD  Sua1Q 8p uoiedo| |Jpuuosiad np 33LIBXS salwau
siel i@ voyisinbay LCUEIRUNWSY $a0IMBS 580128
Fe_J Fo_] @] ET_J fT] G ] B B F ] uonsop eror-snos
[o'o ] joo ! 00 ! [0 1 oo ] _o_o ] [oo ; l I nAgud
B abejoly
loo . foo i i [oo I oo [T | Joo | |00 | [oo | nasig
8IN1I2SHYALY
- - PR — — — ———— uonsen
e SNed Bl 013 sinoo ait 000 dr Rk}
|B10] S8XaULI0 SUa1g ap uoieao) Juuosiad np SOUIBIXS EEE] -
SETS] 1@ ualsinbay uonelsunway EEBIINELS ERIYEI
2UNUIIUOT 3P STUANDY "
(
— _ e . . R | S3JRILBWIIOD
[oooe__| [0 | ] 0002 .00 | po I oo ] @0 maid
51000 1009 013 0o Jir s000 a7 s1000 wswalpeal3

¢ JO 7 93eg

[dvd juermidesgsy



L1-80-S10¢ ON::L90£80950L7ET:L0OE #9e=d(J/xade/ob 10s01108pNnq mmm//:sduy

| LOZ “99G3ND NP 1USWSLISANOD) @

(<] UUQWJNU

raca
-t
2005 o'oes ¢'0 0°00¢ S'ipy 5258 o't

€ Jo ¢ 98eq ¥V d juemidessy



Vi )

+

B2 E3
CeagEx

Québe

Place des Arts

9 € L 9 12 ayoneqw
L 9 1% € 1 suedag
|[odde,p aJjuad
= £ 0¢ & o 3| suep juaj|ieAesy Inb sauuosiad ap JqWON
ST0Z-¥T0Z YTOZ-€T0C €T10¢-CTOC ¢CTOC-IT0C  T10¢-010Z

S1Y Sap 22e|d - @nbiluoyda|l 9||es senbnisnels




% dlappels répondus | %d'appels abandonnés || Delal d'attente moyen | ‘ﬂﬂ’l"ﬁ!ﬁé‘léﬁﬁ?ﬁ'ﬂﬁhﬁﬁlﬁ;l!Jf_c_ :
90% 10% 00:01:05 00:02:36 86%
82% 18% 00:02:13 00:02:43 73%
74% 25% 00:03:37 00:03:06 61%
70% 30% 00:03:56 00:02:59 58%
89% 10% 00:01:12 00:02:43 85%
76% 24% 00:03:08 00:02:48 69%
87% 13% 00:01:32 00:02:46 83%
86% 14% 00:01:27 00:02:35 83%
92% 8% 00:00:44 00;02:35 ] 91%
93% 7% 00:00:49 00:02:28 90%
94% 6% 00:00:34 00:02:25 94%
77% 22% 00:03:06 00:02:57 69%
81% 18% 00:02:21 00:02:51 72%
78% 22% 00:01:56 00:02:53 75%
75% 25% 00:03:10 00:03:03 63%
66% 31% 00:04:28 00:03:03 56%
93% 7% 00:00:52 00:02:45 89%
80% 20% 00:02:25 00:02:46 73%
91% 9% 00:01:00 00:02:50 87%
87% 12% 00:01:20 00:02:44 84%
89% 10% 00:01:21 00:02:44 84%
89% 9% 00:01:12 00:02:37 85%
89% 8% 00:00:47 00:02:17 90%
67% 12% 00:01:34 00:02:57 80%
65% 14% 00:02:02 00:03:00 73%
70% 10% 00:01:19 00:02:54 82%
62% 21% 00:03:17 00:03:12 63%
54% 25% 00:04:27 00:03:25 55%
72% 8% 00:01:05 00:02:47 86%
64% 13% 00:01:15 00:02:43 85%




56% 26% 00:02:33 00:03:11 71%
65% 16% 00:01:48 00:02:54 80%
70% 9% 00:00:58 00:02:41 89%
66% 11% 00:01:10 00:02:30 86%
#DIV/0! HDIV/OI 00:00:00 00:00:00 0%




Jull-14
ao(t-14
sept-14

oct-14
nov-14
déc-14
janv-15
févr-15
mars-15

avr-15
mal-1%
juin-15

Jull-15
aolt-15
sept-16
oct-15
nov-15

déc-15

Appels regus

5232
8584
11278
9216
12580
14964
6764
8384
11245
9398
6468
6332
5369

Appels répondus

4654
6727
8519
7560
9812
11933

5912

6571
8856
7819
5718
5798

5014

Appels abandonnes

594
1879
2778
1672
2789
3055
862
1828
2410
1598
757
541

368

% d'appels abandonnés

11,4%
29,7%
24,6%
18,1%
22,2%
20,4%
12,7%
21,8%
21,4%
17,0%
11,7%
8,5%
6,9%
#DIV/0i
HOWV/ol
#DIV/0!
HOIV/0l

Tps moyen d'attente

00:01:17
00:03:12
00:03:37
00:02:06
00:03:01
00:02:43
00:01:43
00:02:55
00:03:11
00:02:29
00:01:26
00:01:12

00:01:03

Tps moyen avant abandon

00:03:43
00:03:30
00:03:59
00:03:28
00:03:59
00:04:02
00:02:37
00:02:52
00:05:10
00:02:46
00:03:32
00:02:21

00:03:17

Tps moyen des appels

00:03:21
00:03:34
00:03:37
00:03:47
00:03:35
00:02:58
00:03:13
00:02:46
00:04:48
00:04:16
00:03;50
00:03:05

00:03:18

% de service

(moyenne
pondérée)

75,37%
53,43%
47,64%
58,64%
47,68%
54,10%
67,28%
78,41%
78,81%
83,20%
88,44%
76,39%

93,34%
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Appels

Ar';:::s r;‘:;i::s aband.onnés courts ::'::’:;z:'::o:s ':; ::;::Z::'; Tps moyen d'attente Tps :‘:a y::oi:‘vam Tps moyen des appels % de service
{moins de 6sec)
Achat FR juil-14 5164 4592 16 572 11,39% 00:01:33 00:04:14 00:02:39 75,4%
Abo. FR juil-14 35 32 0 3 8,57% 00:01:39 00:05:37 00:04:28 62,9%
Achat Gr. FR juil-14 33 30 0 3 9,09% 00:00:38 00:01:17 00:02:56 84,8%
Achat FR ao(t-14 8428 6622 21 1806 21,68% 00:03:07 00:04:32 00:03:19 53,5%
Abo. FR aolt-14 70 44 0 26 37,14% 00:03:47 00:02:17 00:03:59 44,3%
Achat Gr. FR aout-14 86 61 1 25 30,23% 00:02:43 00:03:40 00:03:25 52,3%
Achat FR sept-14 11039 8342 16 2697 24,58% 00:03:59 00:05:02 00:03:29 47,5%
Abo. FR sept-14 98 69 1 29 30,61% 00:03:51 00:03:03 00:03:51 55,1%
Achat Gr. FR sept-14 141 108 2 33 24,82% 00:03:01 00:03:53 00:03:30 53,9%
Achat FR oct-14 9044 7427 15 1617 18,05% 00:02:39 00:04:27 00:03:22 58,5%
Abo. FR oct-14 71 56 0 15 21,13% 00:01:43 00:03:21 00:04:53 70,4%
Achat Gr. FR oct-14 101 77 1 24 24,75% 00:01:57 00:02:37 i 0n:03:07 63,4%
Achat FR nov-14 12371 9685 21 2686 21,88% 00:03:54 00:04:52 00:03:38 47,5%
Abo. FR nov-14 83 50 0 33 39,76% 00:02:12 00:02:24 00:03:34 66,3%
Achat Gr. FR nov-14 126 77 4] 49 38,89% 00:02:56 00:04:42 00:03:33 58,7%
Achat FR déc-14 14717 11759 24 2958 20,26% 00:03:16 00:05:41 00:03:25 54,0%
Abo. FR déc-14 115 77 0 38 33,04% 00:02:54 00:02:20 00:02:22 56,5%
Achat Gr. FR déc-14 132 97 0 EL) 26,52% 00:01:59 00:04:06 00:03:07 64,4%
Achat FR janv-15 6655 5824 10 831 12,64% 00:01:58 00:04:19 00:03:17 67,2%
Abo. FR janv-15 36 29 0 7 19,44% 00:01:43 00:01:08 00:03:05 66,7%
Achat Gr. FR Jjanv-15 73 59 0 14 19,18% 00:01:28 00:02:25 00:03:17 75,3%
Achat FR févr-15 8269 6489 15 1780 21,71% 00:03:32 00:05:06 00:03:08 78,5%
Abo. FR févr-15 38 28 0 10 26,32% 00:02:30 00:01:04 00:02:20 73,7%
Achat Gr. FR févr-15 77 54 0 23 29,87% 00:02:42 00:02:26 00:02:50 70,1%
Achat FR mars-15 10687 8408 20 2279 21,51% 00:03:13 00:06:06 00:03:14 78,7%
Abo. FR mars-15 485 402 1 a3 17,32% 00:04:03 00:05:56 00:07:56 82,9%
Achat Gr. FR mars-15 73 46 0 27 36,99% 00:02:18 00:03:27 00:03:13 63,0%
Achat FR avr-15 9126 7604 19 1522 16,89% 00:02:45 00:04:29 00:03:11 83,3%
Abo, FR avr-15 189 159 0 30 15,87% 00:02:13 00:02:09 00:05:51 84,1%
Achat Gr. FR avr-15 83 56 0 27 32,53% 00:02:29 00:01:40 00:03:45 67,5%
Achat FR mai-15 6309 5581 7 728 11,65% 00:01:47 00:04:25 00:03:32 88,5%
Abo. FR mai-15 104 91 0 13 12,50% 00:01:38 00:04:10 00:05:17 87,5%
Achat Gr. FR mai-15 55 46 0 9 16,36% 00:00:53 00:02:02 00:02:42 83,6%
Achat FR juin-15 6223 5701 7 522 8,50% 00:01:22 00:03:13 00:03:14 76,3%



Abo. FR
Achat Gr. FR
Achat FR
Abo. FR
Achat Gr. FR

juin-15
juin-15
juil-15
juil-15
juil-15
aolit-15

sept-15
oct-15
nov-15
déc-15

64
45
5278
42
49

56
41
4927
41
46

12,50%

,8,89%

6,86%

2,38%

10,20%
#DIV/0!

#DIV/0!
#DIV/0I
HDIV/0!
#DIV/0I

00:01:11
00:01:03
00:01:05
00:00:55
00:01:09

00:01:37
00:02:14
00:03:54
00:04:29
00:01:28

00:03:18
00:02:43
00:03:03
00:03:41
00:03:09

81,3%
82,2%
93,3%
97,6%
93,9%



Performance d'aplication Statistiques CDN Perflormance
d agent
' ppel Pl g skills
Ans Dela! | | Appel aus |

s | | nn min pal ns | Ik tim
Septembre 2011 00:01:05 86,06% 10820 9700 1111 10,27% 00:02:36
Octobre 2011 00:02:13 72,76% 14511 11839 2635 18,16% 00:02:43
Novembre 2011 00:03:37 61,14% 18932 14052 4819 25,45% 00:03:06
Décembre 2011 00:03:56 58,10% 21081 14661 6329 30,02% 00:02:59
Janvier 2012 00:01:12 84,89% 11032 9841 1151 10,43% 00:02:43
Février 2012 00:03:08 69,09% 16463 12506 3921 23,82% 00:02:48
Mars 2012 00:01:32 82,85% 14958 13075 1878 12,56% 00:02:46
Avril 2012 00:01:27 82,75% 12873 11010 1854 14,40% 00:02:35
Mai 2012 00:00:44 90,74% 9098 8379 706 7,76% 00:02:35
Juin2012 00:00:49 89,96% 8072 7473 583 16 7,22% 00:02:28
Juilllet 2012 00:00:34 93,52% 8933 8371 512 50 5,73% 00:02:25
Aout 2012 00:03:06 68,82% 13463 10425 2911 127 21,62% 00:02:57
Septembre2012 00:02:21 71,76% 12276 9997 2252 27 18,34% 00:02:51
Octobre 2012 00:01:56 75,14% 14693 11407 3215 71 21,88% 00:02:53
Novembre 2012 00:03:10 63,37% 18017 13470 4505 42 25,00% 00:03:03
Décembre 2012 00:04:28 55,72% 22241 14639 6942 660 31,21% 00:03:03
Janvier 2013 00:00:52 88,94% 9353 8667 668 18 7,14% 00:02:45
Février 2013 00:02:25 72,57% 13310 10610 2669 31 20,05% 00:02:46
Mars 2013 00:01:00 87,36% 9479 8622 838 19 8,84% 00:02:50
Avril 2013 00:01:20 84,05% 10072 8763 1233 76 12,24% 00:02:44
Mai 2013 00:01:21 84,00% 9839 8767 1024 48 10,41% 00:02:44
Juin 2013 00:01:12 84,71% 7505 6645 701 159 9,34% 00:02:37
Juillet 2013 00:00:47 89,98% 7640 6795 599 246 7,84% 00:02:17
Aout 2013 00:01:34 80,23% 6660 4446 768 1446 11,53% 00:02:57
Septembre 2013 00:02:02 73,23% 9633 6270 1317 2046 13,67% 00:03:00
Octobre 2013 00:01:19 82,18% 11683 8152 1207 2324 10,33% 00:02:54
Novembre 2013 00:03:17 62,97% 20305 12625 4247 3433 20,92% 00:03:12
Décembre 2013 00:04:27 55,44% 23360 12639 5810 4911 24,87% 00:03:25
Janvier 2014 00:01:05 86,19% 11143 8047 890 2206 7,99% 00:02:47
Février 2014 00:01:15 84,52% 12732 8210 1676 2846 13,16% 00:02:43
Mars 2014 00:02:33 71,19% 22296 12459 5850 3987 26,24% 00:03:11
Avril 2014 00:01:48 79,83% 16466 10714 2669 3083 16,21% 00:02:54
Mai 2014 00:00:58 88,85% 12058 8385 1058 2615 8,77% 00:02:41
Juin 2014 00:01:10 85,76% 11210 7366 1228 2616 10,95% 00:02:30

Juillet 2014

Moyenne d'appel 2012 13510 Total d'appels 2012 162119
Moyenne d'appel 2013 11570 Total d'appel 2013 138839
Moyenne d'appel 2014 12313 Total d'appel 2014 147759

#11.
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Société de la Place des Arts Catégorle ’::::3 t?'::\?alllées Heures supplémentaires  Total d'heures rémunérées Nombre d'employés
Personnel d'encadrement 1391 1391 9
Personnel professionnel 2115 2115 14
Personnel infirmier 0
Personnel enseignant 0
Personnel du bureau technicien et assimilé 15763 264 16 027 233
Agents de la paix 2928 98 3026 24
Ouvriers, personnel d'entretien et de service 0
Etudiants et stagiaires 0

Total 22198 361 22 559 280



(G.2

Société de la Place des Arts Catégorie | J::ﬂ;tnzlzzflllées Heures supplémentaires  Total d'heures rémunérées Nombre d'employés
Personnel d'encadrement 1134 1134 8
Personnel professionnel 1269 1269 10
Personnel Infirmler 0
Personnel enseignant 0
Personnel du bureau technicien et assimilé 25001 528 25528 260
Agents de la paix 2 266 223 2488 18
Ouvriers, personne| d’entretien et de service 0
Etudiants et stagiaires 0

Total 29 669 750 30 419 296
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