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The impact of leadership on the application of TQM

From the point of view of some professors of the Faculty of Economic and Commercial Sciences
and Management Sciences University of Batna 1

S Alig @by algdl. o
By Aaaly <3 J 0]y g3 Al 1430 daaly (Al
boukthirsouhila@gmail.com y.ilhem@yahoo.fr
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Abstract : This study aimed to identify the impact of leadership on the application of TQM with

the requirements of (Senior Management Commitment, Strategic Planning, Continuous

Improvement, Customer Satisfaction) at the Faculty of Economic, Commercial Sciences and

Management Sciences at Batnal University. With a target size of 50 professors, and distributed
questionnaires were retrieved 46 questionnaires valid for statistical analysis by 92%.

After conducting the statistical analysis and testing the hypotheses, the study found that there is a

statistically significant effect at the level of leadership on TQM in Faculty, estimated at 66.4%.
Keywords: Leadership, the requirements of Total Quality Management, Batnal University.
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Abstract:

Using the tram of Algiers (Algeria), as a case study, this research paper aimed to analyse the ticket
fare evasion phenomenon in order to maintain this public facility and promote the public interest.
Along with the available official data and statistics, this research paper employed the survey
methodology with the aim of measuring the frequency of passengers' ticket fare evasion, and the
identification of causes and motives for this behaviour, in order to come out finally with a set of
solutions, recommendations and corrective actions that would put an end to these phenomenon and
improve the public service of urban transport.

Keywords: Public facility, the tram, ticket fare evasion, city of Algiers.
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Abstract :

This study aimed to review Algeria's strategies in the field of renewable energies and the
extent of its contribution to achieving sustainable development, and the researchers have
found through this study that Algeria is showing an increasing interest in the field of
renewable energy in order to achieve a set of goals the most important of which is to expand
the role of renewable energy sources in diversifying the local economy Removing isolation
from remote areas, where the national energy policy framework at the present time is mainly
to meet energy demand in places isolated and far from the electricity and natural gas
networks, and several programs have been adopted in this framework, both at the sector level
Energy or in other sectors of the national economy. In order to increase expansion in this
field, Algeria must undertake pioneering projects somewhat large and at a level that benefits
the country in diversifying energy sources in order to achieve its desired goal of achieving its
energy security.

Key words: renewable energies, sustainable development, rural areas development in Algeria.
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2010-2019 2020-20208 2030-2038 2040-2049
Total des colits annuels d’adapiation (en milliards $E.-1.)

Asle de I'zs81 &t Paciique 227 267 23,3 273
Europe & Asle centrale &5 7.2 108 127
Amerique ladne & Caraibes 18,9 22 20,7 23.7
Moyern-Crient et Afrique odu Nond 1.8 2 3 5
Asle du Sud 10,1 127 13,5 14,3
Afrique subsahariznne 128 17.2 19,2 232
Total 729 391 201 106,2
Total des colts d adsptation en tant quea part du PIE

Asle de I'zs1 &t Paciique 0,9 0,15 2,09 0,08
Europe &7 Asie centrale 0,71 0,11 2,12 0,11
Amerique latine & Caraibes 0,30 0,27 2,19 0,16
Moyen-Crient et Afrique ou Nond 0,08 0,08 2,07 0,08
Asle du Sud 0,20 0,16 212 0,02
Afrique subsahariznne 0,70 0,68 J,. 595 0,49
Total 0,22 0,14 2,14 012

Sourvce - Banqua monaiale, 20005,
Neote : Elahli a’aprés e National Centre for Abmosphecic Research (NCAR, soénario humids).

Source : (NCAR, 2006)
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Abstract :

This research paper aims to focus on the process of developing international financial
reporting standards, and to point the most important aspects of the process, which is the
formation of the body that undertakes the task of building and issuing standards, the method
of work or stages that each standard goes through before its issuance or even after its issuance
and the followed method to build it also different ways for developing and modifying the
standards and the dimensions of this process.

Through the study, we reached to the conclusion that the adoption of the IFRS standards
and their amendments play a role in developing international standardization tools, as the
process of developing IAS/IFRS standards relates to the issues addressed in this process that
arise as a result of the requirements of the accounting environment, and focus on areas of
conflict in the application of standards, The main target of the process is to improve the
quality of standards, whether by amending existing standards or issuing new standards while
ensuring uniform accounting work.

Key words: IAS/IFRS, IASB, accounting work, standardization, development dynamics.

67



TAS/IFRS glsall dlall Gl ulea okt dgSaalisa

- -

X1 PY

@ Sl e o e pill anld e lee iint oalaall Jlaad) @S bl Adee
leinss Jal e sl el Clgaly 2 paal) Vs 8 i) paiil) AS)sal Gl QIS olp ciidage sf A3e il
Uil i JE uleeS Glsall LW plEl julee @y a8l sl Cigylally Gl G el el
Ll gt s e ety JUall alle 3 ctially claaiosall (Slgyy sy oy e alin jy5kids ol
ZladY Ay Jee clilly o) gy daladly d8las < AW il o6 Jlee¥) iy 40 Gl o (e
o) 1388 4 gall Clanisall 40505 Joaill 128

S cagnd) Al Cagylall A8l sledye il v Cang a3ls ¢ Leall GBudaill ol aal el oda 5S) Tk
Al 13 sty 3 Loy aall Guladll adll Aadle 0585 o Ll any Laily Lt Bt el 0085 o 5
Oe Al Caglall el ks asf @y ) Cacal gl dnelan) o Al colS dplai) dala clic) o
AT Lpesee o LA dbe Apulad) uleddl 0S5 Y G sl e aild QA G ey AY i
Dl 35ay s il Jalgall Jila ade Cane alaaiu¥) s350n0 Lol LS (oalaadl (e Bl i iad yuledlls
Yl on e i of Jibpaine Bl it ulaall ol ddee o a5 Al e Gy ulaal) G Akl
Agbaalls Lo L) alaill 48 8 Gadail) dillae 450 julae ) deasil) (Ko

Adgall ddlal) B julea skl ApSaaling Adlad gaa La ol Lad Canal) AJIKE) 2aa Gaw Lo e Tl

S milaall Jandl diagi A Adgall Lualaall julee udaa J (e Sadinal) TAS/IFRS

cllal) Gl 3aatl Aatiall Cojlaall alslin yie alal) Candl) 5on Jondily LeanSis ghiant clgmpns i ¢lgimant Loy
IS 38y liles Aegana o aay ki Ll (gl (e 3n de CBGE Y A0 03] Letmada nalaall Abpeald
Jsbin ) cluhally Elay) sk 8 dealuall AlglaeS dfinll 48)500 030 dpaal b Cun Adaiil e sana L
commlad) Jeall an g 8 layens Aloall Ll )&l e
o) meid) aadiul & cgie Blagia)l Gl ) Jseaslly dfiadl 3850 o3 gaase S Jal e
Byb siall A I Cilasleall jaliany dpalall by sally calplilly Silasleal) adly ) 2l @lldy ¢ Ll
to Banlad slae ol (3 A5l 030 el 28 g gua sall Al Al L
sl il 2 A salely sl 1Y) paall
AS/IFRS 25l Adlall Syl ulaa slaa) clehaly J<3 1 S padll
AS/IFRS adsall bl el jbes sl tCllill sall

Aol ALl el el el Goaeil) ol bl el

68



2019/05 2= —Jlee ¥ 8la)s Lalaid¥) o lell Alsa

Algal) aasil) A Alua Balely z3al 1 dgY) ) gaal
o3¢l Jsadll (Biaty spball juledll Jo (Jso Sl B3 Cua (0 IASC dial cygals Al leall a2
Giiaty ulaall delin s o Tam Bla) caesd Ll (e ofiald) o W) (Lald LD pe a2y ¢l
Dalaal 12 A0l dusladd) yulee consaly clnlae Hlae 41 laa) Lalll il Lgaspuli diad ¢ allall L)
Loy ) daplally Aoall ubeddl g ol culS Al Zalll i s gy callall Jgo aliee b Laulad)
J8 Ge Adsal) Dasladl jubee Jaly ey ¥ sl LSD 5 Conim 35ay e S uled) @l e dislad)
Lo Wily salee ge opnad Ly (300 Aol Gauladl) ulee diall dgapall CEY) oS5 Al by S
G gy ) Gl Yl bl sgie o Aol Luulad) ulee lgy Culas ) Jedl) day) Coaaay

(41 a8 2012 ¢ ALl 5 aldl]) uleall sla 550 (i
aulaall b)) uled) e Aesene qung e Laga IASC Lalll &3S, @Sl JN1 i)
dsag Aas ae AL A3 pall Gl Cielag ALy 3ae Gilallaay Ghle o (ggiaty iy Bale juleall oda cuilS
58 Shla ey el ST LeasS) el s3] 8,88 clalim) caga Daly callal) Jsm Ailite Lpnlae lsjles
L) il 8 el Al Gl Adlia il ) ga
ciall) A sale )y Jaall Lnilin auian sl Lside de gane ialll Gulae JS8 3a0al) cilastll dgalse dal 0y
Sy Aaalll A el ilagiie led oo (Jiid] IASC JS) (i (3lE 45 de senall 238 Coyral S
Gladall 2012-2010 «gsal 5 3ling) 2000 ale Al saley sl gl e Lialll (ulas (38
¢ (Brun, 2005, pp. 30-31) L Las = adll Zuul) Ll aaf Jiatis «(119-118
(IASC  adsall dpuladdl uladll aal diise sa9 waa ) & cdlfie 4g0 24 IASC moat -
¢(IFRS Foundation) 4 0¥ e sale) & Alls (Foundation)
gl gall dusalad) uledd) Hdss alac) (e Agsual) L) IASB (udae -
SV e ad Laily TAS adal) dudadl ulee Land Slies bjlanal s (1 el Jaa3 ¥ -
¢IFRS 4l 4l
(AS Lgisantty juaill puads ol 3 A& 4dsal) sl jplas Laiind -
Al dplaall Jylas dind o e spaliall Juladly IAS (udae adings S -
lgaal Cilaal sac Z3LaYls sl 13gd (IS Al
Sa) e dald bl JS e dulad) Subadl delin dlee bl clldy diel) ADEL) Gdas -
¢allal) Cladaidl) (mnyy Cplaall gl
tosadll Chlall Galide jpaany dlo ghaa JS G -
Gl lolus) dlglaey duby clalles 28 (g Yo ddpl) Lol uleal skl sl dujles -

sl

69



TAS/IFRS glsall dlall Gl ulea okt dgSaalisa

Tsse Lpantt Cand ol gl nlu) aUaally 45l dplaall ulee Dl A sale) & o8 Lo o el
Jsb s e ia¥ls Aol Apaladl ulee Guladd 2V Al 25l 4y IASCF 4l dauladll jules dial
Gal gl Al chdilly suledl S TASB 405 dpulad) jplee (adas adic) 2001 ale 3 4l g Laal
asle e 3y« (Mirsa & Holt, 2011, p. 23) SIC uleall auss dialy IASC aulsall desladl julaa
IFRS adsall ddlall el ulaa Jaolsi 5 o) e Jypmaal) graaly ¢ gulaall iy aohais lehae 2l ypusa
.(Ankarath & al, 2010, p. 04)

Ll ] il ALald ulaal) Aacaly Rell Aoyt alady Apgpeal) Cliall 5 IS8 2aall JSel) pena )
gl Al i dgasall lalamd laig 2008 ale dpallall Ll AasY) ey Cum (oD Ll cyuall U
2010 ale S & okl sale) e Jeall 40500 Lplaall ulee Tind duasse caal o Joall alad) a5l
Lol (o5 Aadiial) Jsall il gral Llaialls (JlaeVly Jla) alle by 3) clyshaill cilillaie pe il Loy
Alas )85 ol o Gl i s AL Lgdlpud likiia g gl mllas Fasdd T 85091 sl LY
5 Ll (e el e Adaall ALl julee ol dlee o) - Lgieal Bl A Sl Gleadll (g
Oalll e 3o dgen ALt PIA e o @l G Y] JASB sl Ruuladl) ulae Gadae DA e il IS8
2010 ole i caaely clae Al ool Wjie (lelds Al ans 1S MalSia Sae gy 3 Cullaalls
"Monitory Board 4d)ll sulas’ elis) & i 4nl) danda @l 3aaa Sliwgey Glia L) ) 48l
IFRS Advisory 4dsall ddlall el g L) puladl dplinal olad ol b calia Ayl dagls iy

L0l Al ) e dwse slasl Gulad) dysme wuagis $WY) g0 et ) 48LsYL (Council

s2a ("[FRS Interpretations Committee ddsall ddlddl ol jules  jwdés d3als [FRS Foundation
(Chaudhry & al, 2015, p. 06) adsall ddlall ,,lEl Huleas 3ydle Al Ll ciling)

Aol uleall skl ysal) dusylany in) Cum ¢ Jiisa S5 Ba0n Aduliy 4JaLi5 43585 ey Byl (alaall Ty
Sle Cipi ) dulaall Aol gl maal Gum sl bl Lls) Alglasy dhy Clalles 6 e Yy
BLS sl ol chppulaall pleall delivay sk Aglee @l 2ny Mgl Aol Lplad) ules iy d2la
celle Jads 0 4l W

Lk Loy TAS/IFRS laaY dualall 4l JSas Jl lallly Gallaall adatill JSpell I JS2 e sy

1Ay oda alen (.\AB Al (e

70



2019/05 22 —Jley) 8y Lalai®Y) o shell Ane

dae e (o Leda o Lo g Aallall o )l dlae Y Al gall yleall A 5o g caalatil) JSag) 101 a8 JSAI)

Ad)yal) (ulaa

s Ul oy A58 gal)

TFRS Aglall Adlal) o El ules dsaipe

et Jgaa daling gkt ¢« gae 16 DU e Gl b caadtl) ariiad gce 14
—» Glaguay pmlaal) o 438 gal) ‘g.m\ 11 wai ddil et Jlaalg W ghatg Aulgall Aulall
ity agad)

Y ) el g LAY Gulaal

ASAF duulaal) yulea Joa g Lddu) s siiall

A
|
|
!
!
|
I L ol dnalll claglaally 480 milall jdss |
|
|
!
!
|
|
|
|

IFRS 434

il ) gy lpae 50 g
Lagh Adoal) dpualaal) Lulaa Culanal 3 geial)
adee cilislgly aldl) cilal Jgans (sl

Adga) duulaal) yulea

dalidall 55a50

Jard) (338 O
Q)‘Jméﬁ ‘llll
sl aldally aign 5 sdal) adiyg ol - - -

Bylly dlea) Zyal) 3aks) Apisal

S gl Aol paslaa’ A gal) Adlal) S yulaa (2015) Loals dea ddaan e Slaie WU A3l slac) (e 1 jdaall
S53 = Q)J\)‘}]\ 1k ‘@j}ﬂ\j il elaa Hla
- Deloitte. (2016). IFRS in your pocket 2016. US, P 06.

L ) e Adpal) el Aape i Jus e g kB Ja’ 01 &, (K masy
iyl Adlyally Caliy) o (MB,lFRSAC) Cpaga Cmdaay Algall Al )l Hules dwwie L))
S Al el ealdlatia L ulaa Ctuj ayad ‘(|ASB) Aleall dlaall jules Gulaay akali)) ) 48l

71



TAS/IFRS glsall dlall Gl ulea okt dgSaalisa

Chands Al iyl (o lgisann iy lgagd asad aey uleall oda (385 olac) iy AN AWl Qi) eddiiuse
cilatll iy aiss oAl Jee Gy olaly abliy) ge Slams 1 ((IFRSIC) Ldsal) Ll el ules
Ngalen paly GlBe e Gadlaally lalll s34 Jasys Lo JS JSAI) gy G (580 alitally g5 iyl
IAS/IFRS Aol Allall o i) yulaa o) clplialy (84 1 G ) gaal
ot Al dgally clplaall plaall laal dil 8 Gl Gl Llaall 45 Jelgal) CDERY s
Aslad) aydat Alee s laglaall o bl 85 e Ll oyl 465k aaiad 1gls clajlaaly
IAS/IFRS 4dgall ddlall 5 i yulea o) Jadaa .1
:(29-28 claiall 2008 ¢ ikal) 45V Jalaalls Lplaall juled) g L) oy ) cilead) as (Kay
Sl 3 i gy dpulad) juled) ) 8 el e Jaad) s adie sl bl Jaad) >
P e Jaaall 13 iy AU Syl da )5
Slysla Ty Gyaton sl s of LS 8paiall lalaadl Aot i v/
calipal) S el e Guly Slagead) o gl 36 WS clabndl gl ity v/
(ol gl Gauladll Gph e ubed) o) gy daadl e spalal) el Jiad) B
dopully Lsall oo dlle Zapa puledl Slaal Jasdl 13 adh Cum ASaY) sasidl LY 8 g
i) Cilalgay) AS1sd Jaamil) b dsnlial)
o Aslad) g laals asty @3 of aas Jaadl 13g) s salally alall g Uail) py Laliaall Jasdl >
el e lgie Haay Lo ey AV Leae s dasSall a5 cAale dabaieS Joad (aldl) ¢ Uadl) (e dalaia
salal) g Usilly alad) g Uil (o bls Lualsall Suleall laaly asty Jaad) 13 g shaliad) Jasd) >
Lulaal (Hliin) Galae JS0 Aafall asfi Cua (UL (4 e paill 1y clayes dasSa Ao sene il
cooslal Cplaally daSalls de lually claalal) e sliaed e osSh JleeY)
IAS/IFRS d8gal) Adlall i ppleal Guasd) JS&ly ciligSal) .2
el B e (o0 b Ranlae JSLia llad lajlie b Aol Gasladl Lulee of ) LY (Sa pgeal) Lo
:(171 dsia 2009 gslil) a5 Lpuslad
¢lgiallae 2yl UGN Jinie Cling -
(IS Jad Apulad Al o) saxae Gyl o) ilaie IS8 Gugpae B -
De s e da i) @yl S Akl S 1l ae oSG -
g aily anges Aadee VI 35 o b il Cun e Allad ely Aagian uled) S Jing
S o Al el Sall G ey JelSIL Tana SUE IASB ddaulss 3y0ball IFRS sapall dsuladl duxayall

: (Obert, Pratique des Normes IFRS et US GAAP, 2013, p. 18) .25

72



2019/05 2= —Jlee ¥ 8la)s Lalaid¥) o lell Alsa

Gl Al el clalady) Gosadl) el cclalliadly ol (Gukill Jlae ccalal) e
fl) ALYl clabyall (olyyull

FRS (e eia I Y sy ccalabina) ] @

AFRS (1o ea JS Y cdanlly dlaie Glgags o

eed opbadl 3L W AL DIl pase IAST sl dpladd) jlees AW Al mes dlaey anlidl
iye 0585 Ay Al I Lyl ulee Clisine Calindd age md b Ledy SA AGL cDaY) (ggia
:(17-16 claaall 2016 « jbai o) Y1 Caus

brall ggmse e dadia plhae) DA (e o s tdanie v

Neiiind ) bl sy A Ayl Calaal) aaat 2 DA Gy 2 el Cilaal v

G Lt Y ) Glepasally Hlaall (alaidl (e o ) Glesagal e (ggingg 1 jlaall Glai v/
A Sl 8 slake L35S Sled) aliaial

Dbl e e lsinS aah) sl Tase leaSay uleall ey @llia 1 leall 3 ulal) o) v/

slhaey Sleall 8 05 Al 3wl clalhiad) Cigpe & daa  beall 8525l Cilallaadlly Caylall v/
bl 8 Al Cilalladl e Aady s dauals 588 Akl

Adplay GilieY) ol led ey Cun bl all) gginall JS3 Sl i)l Sl Sl v/
el 4y 3 2l Aalledd Lee L) canlsl Apmaladll Aadleall 5l . el aglaty 3 g pumgall of il uldl)

Ailsall Zayd)l claloadyl 4 5 L) @) 8 e ~Lad)) Cagly Lo gai Al iz lad)) clillig v/
bl agdaiy (53 g gasall ol 2l daladly Al

Dnlae Gulae elimef el A8lpe 320 2ay JLaall Jlaca) i Cus s AEY) 5l Slaal) Glpm Epls vV
el SN gl Sy elacy SIS 06 BaY by 4lnkly eadl Fpli aaad Ky cadde Al duladl)
Bl ansiy el cagy L 1Y) il o Gl O gl Dlmall SSaall Gaalaill o S8 ppali ge (I Dyl
AR 5yl ddpdaiy 2l Gl Bl iy Jleall Jlaa) 2l (o Alaldl)

4 yay Gesalaall Bapmsl) Lpans )l Ail) ga5 " pea¥) QUSIN b A5 Adas Sypa b wbeall i Ly g

WY Jie Lgd 4885l cilatiall ) ALYl ubeddl QeI el e ggingg JAddsall dulad) julee (ulas
Galeall s gy ¢ pemal) QS Lad alliag ddalladl o315 colabimnay) Gelals ¢ Gukail) Jalas cioaa il
sl ALl Sl les Rae i LS cidnad) clinlall gsn ulaall e (gging g3 "G@)3Y) QLI
libadles suledll ) Jsasll S WS L adoall juleally Sl Lo S ) Jsasll =i Alls Lo i) deas
¢ ying) @isall 3 Qe vie IFRSF julae Gususal 35581 adsall o lilae "Laliadll 350501 50 4l
(40 128 2016

73



TAS/IFRS glsall dlall Gl ulea okt dgSaalisa

O L3t (e 4l allal) gsiss e IAS/IFRS slie) o waiill 3 IFRSF diwge can Gaail,
e S IS8 ae by o (Sa A A ) Al Lulaall Raasi o adlslly cddlise il ) ulad) el Zan s
O L cansill cilubi sae Adsall Zlal) L)l e Zusge g2 2agiy (Aalll el ALWN Joll U8 G L
O Amlaall 8 el Aeasill Alee 8 Dli Oy Al ulaall e Lehae deajie Ll sasly das (5SS
Do da5ia ¢S5 a8 Adsal) Alall Ll ulas 8 30)lsl D G a0 A Gas o4l pagial) Al Axly opilalil
Dbl )l £saball ) chiand) Tadl) cld bl el Cus dpaal) agy il Legls sale bad o e
by onlaall AleSa e o ALl 000 8 L Al pe laldy) e Adsal) AWyl ules Jeiin WS cdgdsal)
A culS 1)) Lee cbaliyy) el 8)LaY) g ¢ leadl o el eia e Lld ALeSa cilaliyy) el 58 Alla
(41 daia 2016 < ig) ¥ ol Jlal
fok Lo Aaedd) gl saial) juleall madle sl jeas Say Baw Lo e T2l
e zsamsall Al cilalladl) (o HESH () -
Al Huleall Gilallaey Glbllaiag Cldyad o alandy) -
Obrall (8 daadinal Glallaad) o gind Lo ey Gl iS5 julaall (s A8l 33l 525 -
s g Alials ¢ lanall g i
IAS/IFRS 4sall 4lal) i) julaa jlaa) el .3
onbeall axs Al o Al Jalsalls el ol Ragal ilally Gulal) acadll i dgsalaall Akl o
Loeladll GleY W olaly ol dalall alliaeYly, iglll daode jubadl Jaas ddesdl dagall
sy bt lee Lasigis AhaY) saladd) s oalad) (e gl Al maaly il el Lpulad) Sl
1(73 daia 2011 (old) & sl 2D Huledl Dlaals
Oplaall laaly ol daga (i 3 Sleall JiSi >
tolaal U Dlae JS L e () daball 5l Jaall il >
bl el 8 sl meiall >
slaie) Gl Duleall by b aiiall atall Wl ¢ ulaall laaly ol dege IS Sleall JiSi ) HLEY) Gan
D) Aebia Jy alaall Gl i p€a o Bl Als e Sl Zdsal) Zplaall ulaall auay b galal) grgial
e Dol Lol uledd) Jod e a5 Taallal) i) pen 233 )l alle ulae
Dok iy Al QoY) s S olaal B Jbee IS e e 3 dabally deadl Gl ety Lad Ll
Due Process auly dd aa 431418 a\;\ﬁl} gy ol ddee PR e Wlgall Al Lyl julea Joaaty
oo Cnaigall lalaially AV e gslatiy ddsal) ALl 5l jules dupe olial ae "Rl ol 5y a0l dgleall
Olaal Cags il Jalie 6 (8 Wl Jlna (f doans S aoa Slme gl Jlaca) 1 Slag) oS callad) slasl aean

:(Chaudhry & al, 2015) a5 allall (ssisall o Aibide Ll & JEaY) Zasd 25as

74



2019/05 2= —Jlee ¥ 8la)s Lalaid¥) o lell Alsa

((32aY) gy )W) Jsan puzas v/

¢ g il Jagads v/

ALl 48y g delua v/

fpapall Bagua iy skl V/

(IFRS s delua v/

Dbl laa) e e clelya) Vv

fk ek eaite U3 o3 Jlne o ) as lme Gils) Clshads Jabe Calide peniasi (S psanll e

LAY (ulaall aa gLl amy Aagyladll dpsladdl Lladll oaaags IASB Guladll slise Gupn -
tdandl galing A galslsl aans il A sal) ALl )l yuleal

AL ) sajke o ptiall 2l 18 IASB Cudaall 333 Jaal) galiy anin Aagsaal) Lladl) diLs) 2ay -
tallall Js0 (amy (8 uleal) (o2izaly as

(oalll) 4iuyg g pall LBl Jae degana Cuanis Oadaal s Lgeal Aaas Ll dade yaas 2y -
(4645 laiall 2012 ¢ Al

lle seanl) g3LY govasall Sate lajd led (s Lualill e Aiilic 43)5 IASB (ulad) i -
¢ledsn calasdlal) sl

Lauladll ulee (adae sliaeY Aiajled) hY) @lld 8 Ley 4Dl <y ol el culidas 28] 2y -
G elme¥l e 60% oo ST U8 (e lgale dlsall casi Ay (Lpall Bagia) Dlimall Bagae i iy el
sl P s cllaadlall elals lele Hsgandl gAY Al davlaall julee Gulae (& Cysaill agd Bay
(Obert, Pratique des Normes IFRS- Référentiel et Guide d"application, 2017, sasuall 8 3225.)
p. 23)

Comall Basma b Al LA bl i -

Claguas i @6y Jea laadldl ¢y dlge PIA gl 5 Al cllaadla) d8lS jlaeYl 1Y) -
¢ Uyl

=61 claiall 2015 Aras) sasmall oo i) ehaly dale L38le Ay dal Aalal lieYL 33Y) -
¢(62

Adsal) dauladl) ulae galae sliacl o gume 16 Jial (0 sliacl 10 dailen jladl) o 4l -
14 Jual (0 IASB slact (0 I8N e sliacl 9 Zablsey of (11 daiia 2016 ¢ jlai o) opdiiy salaicl
oy Dbmall Jon Ala) Gilagles Gale Galaall aay Hlmall yi 22y o(Dick & Piera, 2006, p. 315) gac
. (Barneto, 2006, p. 28)4iuki 4,45

s (b Aniial) sl e baY) (e )aSs Al Al el ams o ) BLEY) oSar o W Al

el o Jmanll Jab e el jseandl m5iall Jlaall Glage gasde 5Y) Cadae & cilane o Baos ulea

75



ij\ sdw

TAS/IFRS glsall dlall Gl ulea okt dgSaalisa

S Jeasll B mydy Al Gyl uleay apbiial "Glabimu) il L dng Al GLLY) ases
D Ol e 3laY) Gulaa sbimel ga ST 51 giae G Y Latie G ] Slaslaa elacly ailabisiul
Ol el J8 L IS oSl aplaad) bty 5piall o Jpeanlly Gled) ae ddlad) Y1 Gudadll
(Mirsa & Holt, dajia) ulaall o Zlue chlial ehals dale ¢ land ciluda die L) joas WS Sl 2yl
2011, p. 26)

B Al JSLEally auaildng a0lube A8 pnay 4dndal dolee Absall duladll julae Galae ol < laadl Hlaal 3jaas
Al e by 4l cagie Sl o Al dudadl e oidae BaaY 13y Sl abissiy dieabad legals
Aagaall Lalail) iy = liay aad lmall G Conliall pusiil) slae s Adsal) AW )& ylea s

slasl Calise 3 Gulal) gladll _a (IFRS) Lol juledll lgle o Al dauldl) o S5 g Al dga (e
Jsn CWWW.ifrs.0rg i) ASud e 4y @hliy of L JSB 130 Laljials ¢ ulaadl o3¢d Aallall i 5alls allal)
Slals jpan Jing AN e Bsdaal AT el o g Y 1Sy N Jae g ol 5l garie
dagite allelaal <0y jelll 8 saaly 3ye uladdl ading Leodale Cua (47 daia 2010 (o) Gudaall
.(Ankarath & al, 2010, p. 05) cuiy) e o dald dale

fellsall JSEN Pa e Jabyal) el Calide muia i (S

050l AL ol ulee ysliis dlae) Jalye 102 Ay JSAY

Gl galiy Jlaal) zaliy

o, s IFRS IFRIC Tnabal
5-3 ot o 2 pa s

... e AZRL L o T il
el &) il e > .

(astanl)) plall il §5dia *

Source: Obert, Robert. (2017). Pratique des Normes IFRS - Référentiel et Guide
D’application-. Dunod, 6° édition, Paris, P 24.

daleiall apalaal) aal # 58 S "Adgal) Adlall Ll yulaa saghiiy das) Jalu’ 02 &8, JSall e alael
Ohg) b b Pla e deadill (e sl Dbmall Hlaa) e g ¢ yall Bagune A8l A8)5 (e lmall dlac b
:(39-38 claiwall 2016
Ersadly Jaghaailly JeeY1 Jsan puns »
Slastaa (o Bl a1 ariine Slalia) o 5l el Jsta ) i Al olis DA Ha3l & Lo
3ol Load 3355 LS cclala DU jilg a8 1Y) Les el saly) dwlSe) Jie Jlisay ¢Opeivea) Lasly

76

Aaalpally S0 galiy

a2 La

L



2019/05 2= —Jlee ¥ 8la)s Lalaid¥) o lell Alsa

Oy B0kt Bygeay slanal) auay g plias oLl Alia & cul) Tasladill ey clavall (G lsal) e Ty jial)
dae) Alla (& dpygpuall SlaL Ll Jee G JSE (Sa WS (opal Lalaae aaly ae @RaVL ) Gudadl
Byl Huleall Gile g pdia
Discussion Paper DP ilall 43,5 >
Sl le g plall Wjlaa) o Lesale (S5 (3 80 Adenll) a3le ye oia DP GG 48)5 jlaa) dulec yiad
e s gopdadl e 5Sdl dadll 353y e Jpasll IASB 450l dulad)l juladl Gl Jilag (e 4 S
Lyl bghdll muagi g gsasall o dale 3ylai DP (alail) 485 Ganais Lo saley cdginall CalylaY) 4l
520 ) dlaYl JASB 4ol dpulaall julaall (ulae jlai Cilgag Gl 3 Loy Lealadind oSay S Jalaall
Caladaall g lagy
Exposure Draft ED (a2l 335ua >
a alae slee 0S8 32l s i) daulaad) Al Juaiily Coai (380 duleall) dualjl) sshad 2y
Lol Loy degiia jaliae (pe 3)lsl) culidanll e 2Ly laolae) iy o(Joilly asmse ulase Sl Juaes ) 5k
Ofialll dls e lealises claysaa vie Amlial &), 8 sagasell el ol sed (e ade Jpanll &
calzalially bl )l slacy Algall julaall (L] Galaalls JASB 4l duladd) jules (alaay (palalall
£1ay 5523 Load EDmpal) 53500 (paati DP sl 43)5 o Jlall 58 LS cdalall ilelaia¥) 3 cm Al
L laalanl)
IFRS AWl ol slacy duleall juladl) »
dASB 45l dpuslaal) julead) (s J8 (e lpands Gluall A ED (mpall sagme o cilaall 22 3
ol ulae (adae g Ll Synars )3T 8pe Culaall o ED (el 3aga (g sale) oy 4ilé aY) a3l 135
ligailly JladY) 250y e ol @lldy calie JS5 gidBlie 5 8 ds il Lpulaall dalleall oG IASB 4,al)
sae llia 6 8 (Glpal) Ay bl 13gd Al deluall S5 ED (mjal) sasme 8 53l colaadlally
ey bale) b IASB Lol duwlaall julee (adae iy 13) Alsyall o38 J Jseadll Jd clidall o s
&5 IFRS ALl 5)lall 4dsal) julaall anf laca) dilee o5 o dmy - Grapall s o Al 3y50m & )
i) @AY) GhLY) duhgll uleall adaly e ClelW apiilly Zaaball ddee Jaliy (Gukill aay Adealy
Glllidl Guls e dggie B o dlee G T agdl IASB Aol duiladll julae (alas Cargy Cua
cpaall Hleall dnlad)
LW plal) daey Al juledl s o el deiall Agglall Clehal) e dggal BV G,
dFRS adsll juleall ) Joaill dilead Jagladilly (ypasty (e clld b Loy ALl 3168l axadd iy 4 3 IFRS
Lid G agh dlin 05 o Ol Laal) (e 43l 131 cpulaall ae gl 8 Aldad) chrdl) o lae¥) § aaall

77



TAS/IFRS glsall dlall Gl ulea okt dgSaalisa

& lly Alad) AL gl DA Goat 8 ) @bl Lead oK1y AW IFRS 4l juled) el
ED (asall 335uay DP ilail) 43)5 4 Lgl) 5)L5Y)

a5 G IASB isl) dulad) yules (udas IFRS Foundation digll s zie JhaY) culall e W
Due duglall cehay) 4l aal oy IFRS duge olial (alyd) cant Leiasling du@l) leadly ol
dslaall ulea (udae 4l Gihidy) e Uy DPOC 4y 3aialll Process Oversight Committee
(Alibhai & al, lele Jaspaidl julaall cay Clelay allials Al LS sall ClelaY aaliill 55 450l
Dla el s Ul dulad) ulee o @lilee e 3ycinadl 4630 DPOC i WS 2018, p. 07)
(el 35 ) 3 aay ety Jlaet) Jpan gy @l 8 Lay copad ol Slall puslii Jabe paen

) AN foaliall BiaS anay Lay ulaall pizay Sleba) JsS5ig s s Adsal) Luslaall jnlee (ulas o8
yrall ol Gleay gaaly Calite G Jolally Jal€D) oLl Tane Adladll fand’ Agdl s lgde (s
dagie 08 Al Ao Auladl ulee gudae Gleldal die DA e a5 280A (Al sl Tasey allal
OsSs ay ABlally oY) Jal e seeall ol ) Galaill Jilys Glaall Clagaay Sl chladly ¢ seanll
Sluday gl o di€e lided GulalY 488 yslia eha) o b cdiell 35 5N adsall e 3)5dia
AT il Gbol) il Jadll 250; by ladle auls g pie (Bl chalaad) Sl dalall g L)
Calisd AIS) ) il lasie (e 241 520 J IFRS disge adise o atleliial Jpan 0 &y cdime clla
(154 4580 2015 635lee) g mnill Lyinall CalylaY)

IAS/IFRS 4lsall ddlal) y lEil) julae 4Spalipn Gl ) gaal)

wash Aplady) Grgplall b el L)) ol eedlly Joedl) 400, A3l i IAS/IFRS s )
Gl (Slgis Adsal) i) 3 Jleed) dale b claieall Cusind e dilee e Hle Lty uled)
ols Ay 8 1als dsanll e Bams 0 (b cleia Data ¥ eia Bauladll Jliel Aol dalud) e cyglally
LAY Al o lal) aalse

ol o Lpladd) lulaally @lehal) (any duaeiy A Glaal Cilldas jskaiy 223 celld ) Caul
LI Sl b L) (gsiar o8] Al JI5 haals ALl ) dlaey Adeall juledll e LS Jyaed
Adoal) LW Sl pulea sekits i) el aal e ALl Cilaglaall 8 285 48 65 sall 3055

sadlly 4 haiay) .1

e Aphein) e (pieie Cfinals aalg e Aulaall a0l igall slailly cue 3l ciludll S
Dpe e Coiady Ll i ) Galally SE) pualic e IS dllia ad U Aphainl) el Cus il
Guiilly S (8 Ssen G lgale i 8 L Dl ellyy ol lue o Budu il gl Bpalal) o2 cdl)
lgale 2 culS ) Aalaiad) <)y puad) iy 38 o sl Lgale Colaiall Aysalaall aelsills (oalaall (e HSE ¢l

78



2019/05 2= —Jlee ¥ 8la)s Lalaid¥) o lell Alsa

Gias ¢ Jullyy . AY iy e dreniall cilhdll e Blaall i dphein) dpald of aad g8l 4al e adl V)
csbenl Gkl 55 il e s n Lagy coslandl any 33l Applaall Cijladl) g 3yl sa
Jalsall (& ainaall skl AShsa o 8yl dnnlaall LSalipal) aplall dnt od Jaidll s e Ul
Go il 2 V) 08 Y Aalaall (sl o) Ol chanbe o) Reldia) ) culS Lalad) dasdl) 2
<45 -(Mirsa & Holt, 2011, pp. 12-13) jusall & G )l 3yaad Lolaiad Gl ily adald (S0 435 pum5 ols2a
Ol & adle Gl Gaglad) e Jlad ol 2l JSE aagyd aaes el skl eday Ul iy L 1aa
niniay e a2 s ) Lall Vina gV Ly s o) Gulailly Sal 3 skl 5yl of i3 el
e by ol i Y Adlall ol JS ae) Aualad) of W judy Looclld 8 Jaly ccdgll i b
Gty Ble @iy I il A8y aoam Al )l 21 o s Cua e @lly gAY Clashed] jalias
el Cadlss
O gl gl palal) gl & el @il of V) ealad) B laall okl cilew o o3 S
s Al eV cdaulaall 48 Jaxd 2 e laia¥ls galia®¥) & lall & 4y sl e 28 cCagllall Janal)
Lpalad) Ly HISEY) e I aa ey caleSly a8Vl gall Cigal) ayli sale) Bys e (pSiall e
Aad) i) DA Al gl e asl LS ¢l 8 ) adiad) s Ry e (S5 ] sl cgll b A gl
—12 cladall (1990 gihadll) V) ade s lee CAY) (e 5pS dapy o ouladdl z3sall) ) Cogu
(13
IAS/IFRS 4sull Adlal) )&l julaa Jiad A adinal) Gpead) JIS&T .2
Aln) e gl o Lehiaiey ) sad) sa agall O V) eSS Y gd ulaall oda dlae) lshaa Y kil
s laall slae) lghring ) sl PIA e ouilalil) opile 530 gy o OSe G el i) El
Oy Dalaall JlaaY saase Gyl aagt M cofly sl 13 aasg el Aaipall sl S uladl) s3] dalal
ulaall oda (e ST aals s S el L)) dalad) o3 cam of Say WS cialally 5ygpall Caa S Y]
b b adies cullul EOB @l o daadle (S ald ol a3 IASB Al S kil DA (e
s alaall sdg Galafinall aladl Glaaal e laydl il o ubead) o3¢ JSI el e Ly gt
:(11-08 clasal)l 2011 ¢opyal 5 ub)
Op QS Gulil)l o ddadlaall dyyg e iiad Cua sulbadl e juS daey e ALl il 3>
G e gallal) ALY langdy ) sl g oslhall alawa) ) 3 1y bl Yy uled)
Ol G AW el s o bt sl B Caliaty Al cilagleall dualiially sanioall cilalial)
Heanl Gl 520 ) g V3 cibanssall g
SV 1y (Joall dplaal) aass o o pialls dpigall clalaiall (py dilly Aaglasill <yl s v/

tleeal laad Bac

79



TAS/IFRS glsall dlall Gl ulea okt dgSaalisa

s el Gapadl e (A 230 el Ciplias dasdl Jysail) 868 paill dabial clulsay) -
¢igdaal) JleeY) Aall Gy, zalic

leadll 339a Cun e ade Aalll U, a1 Gl dauladl e o cpiydall Glagind a0 -
cAgllal 5 lE 33 5a g dvigall

il J< Ll juled) e bl Jaa) Sl slac) cileha) adat o Agen 52 -

~laatall o3a (adai A cpdpdiall Sl WY B g2 -

Lol ol cliliall Allid sl claliaVly 3K Gl adlyy Calal o i) v
cJsall Adaall ilalaidY (sgie o dlalall cfyehailly ddlal) cila sladl)

lenapn () Agsiad) i) apylinal g 13as 13 any Julee Gud thiiee ey dadiyal) Clieal) >
bl Lyl qulall 8 sl ) puladl)

Ll agds olae) A Jal dam Al Gaal e Al Glinadl) ay i35l Gl >
Caags Jil Al daulad) of L) 3 13y JID 13wl of pagiial e g S dpaladll uledly
Dladil 3ia IASB 4 ol Lo s bl e JSEI 138 e Jlie aal dals clgmpmaail 3130 s 200 il yladll
V) dale g pm AUl liwatll jfiady casalin clgdd 4 laisale) (e 2008 adian & @)liall al dsl
H(12 Andia 2011 ¢sual 5 b)) b Lad s sl (mn Lie i Ll ) caglally Wil of

Alaae b e IS5 Glpeatl) ey ) cal ) Slaal) S 2 8 ALl dauladll ules algdl -
Ll yylall b A& ol ks 4] i) g A3 uladl

cidlad b A&l el asladll Slaall daal ol bl Lyl e el QL Jh b -
Ayl sl Jh b aielad sae Loy o) doadl sa Lo sl kg 40l

(olall gl A3yl Lo legs Jasha <yl 8 disma iljlan o) ol Hlme 3 bl sale) 500 o -
¢idaiil) puil 5 5all AglSa) ULy Cilipentl) B e gy 38 Las 2l o3g] (i (o (53

ol Adliae b old Gl 3 Lee AL D e cDlawil) odgd Al BV Bdxiy daalye Claad -
Ll glall

IAS/IFRS 4sall Adlall i) julaa Jpaady skl calluady (50 .3

el Adsy dpalae julee 5 050 Apaal)l Asall Cldlially clypdailly Clyadll AShoe danlaall (S Y

Dol dulaall Julae (B civall gkl 138 32y cclilliially il 03 ASlge b5t macad aage )
claiall 2017 cchlanll) ((27-24 claiall 2016 als) V) 3 Leall (Sarsane YIKET 40500 4L
:(57-54

80



2019/05 2= —Jlee ¥ 8la)s Lalaid¥) o lell Alsa

e iy gl Qo] s cma Dl (b il alana ) Gl Jpaeil) o Cus t el Joaas >
3als @y any (AT L el WS 2005 (e Dliie) A gall dpslaall julaall aliee Jaand &3 35 ¢ Jlaall (e
tleie ddline JIKET Juastll

Dalaes Laulad) L ang ) CERYT e Lpuladd) Qi) 20a ey sdpladd) Qi) Gamy ol v/
S ) plaall Igmaaly ansy 13g]s dpslaall ity a8 & CDER) ) lld (505 Gua (Al Ll )l
Oo sl 13 Ay (gl 1al e dpmaladl clogleall 3 A8 50l al e dalleall 5yl 2agil Jilad) oa
lgia 5,58 CDasl)

€035 s bl e Yl olall Tt )l bl lally 5 3aally Blaidl IAS2 Slnddl Joaes -

Aladl Giph cbll Jhed) zlal cilidly IFRS3 Lol allagn) Jé IAS22 jlad) Jiaai -
e z Ll e dpuladl) 3yk (e A8

oard gy 33 Gl WY Gl rcliypll Jaady Glallaad) (s magly 3o Glewa 2331 v
G Ge Y Bl g Gacaall i) e Yo Sl i) e Yo S S 20l Jie cilallal
ASpaY) plaal) go ol egum b a1 18 (s Jalall Jaall AalE dlae )y Jaldll J2al psedar 2331 ALY
Aslall el Cappt Jad lld 4Bl (g5 plaad) agle L35 L aal (e dpulad) Suledd) 8 clippeil) oa Laafy
cmlaa Jbae e ST o)als a8 o

lee il conlgll lladl) e ll) e JAS36 laddl Jiaad b s LS tiglaall cliplad) (any ol v/
el ad (8 (Rla) waat B JiY el e pands oY Jind e pand s)aY

Laladll Lules Gadaad 4al) SIC 4050 Luslad) iyt Lind Gaidd ¢ plaall & Gyl ey v/
Gas Lol ahpatill (3 Gykill 2y 8y cAulal) dplaall jpleall Gk L8 e il Gl jpadi a4 50l
relld Al andil) e g8l Slmall (S Slaal) (B Lena

AST Hlmall 8 asad 23 A SICT8 sl -

(AS2 jladl) b 4ned 5 G SICT il -

JAST6 Jlaall b lgaes & il SIC14, SIC23 (SICH cypuill -

Al ALl ulae (B leaad o3 (A1 bt lia o ) 5LEY) sy

relld e Al Lty 4S50k alse 35asl 1l lman laall (ans gen v/

JAS28 Jlaall 3 IAS3] jladl) zad -

JAST a8 IASS jlad) o -

JAS38 jlaall 3 IASO jlwall ey -

2005/1/1 & 4 &5 @A) Sl crs 1 (uan ) e glaally Gleiall IAS 15

81



TAS/IFRS glsall dlall Gl ulea okt dgSaalisa

ledlasinds Aulaall juled) am e dpasn cliead JB) ol Y b uled) o (i) V0
leaals Blaliall Al ulaall elilly Basa Julasy

oY) iy IAS22 ) e da i (JlaeY) zlaaily Glaiall IFRS3 jlnall -

IFRS8 Ll jll Joall laally allasid a5 e ladll il olginy IAST4 Jsall slsall Sl -
bl SHa) Lasladll jlee e 850 Al cle Uil ol ging

Clegpiall & A8 aas olsinr IAS3T JJoll wlsdll Slaall e Zaddy cliest Ji) & -
gl diph cll) 5 Cua ASHE)N L Glgiey IFRSTT aladl Lol allagly ailall 4 4855
AL (gis Ayl i o SYT5 daal) ledl) 8 oanslil

el 55 (IAS39,IAS11,I1AS18,IAS17,IFRS4) Lulad) e Liaf dauly cilieas Jlaa) L -
2019/2018 e Vsl ,e JpY Sl (IFRSY,IFRS1S,IFRS16,IFRS17) saaa e Lellaginds

sl oSS e ) Ashaally saiaall ulaall (mas 83583 g 1 olae e ST ) bl Juai v/
:‘;th]\

S At S deeadly Akl Ll A Gl O @A sl IAS27 Jeall ladll ledl -
AFRS10 daeaal) 4Ll 23056 ¢1AS27 Asiaal) 4Ll 23158 tlea ()lns

SV At o ladyls Gmpell AW Gl Glgiey G @A) aaill IAS32 Jsall alad) jled) -
AFRS7 #lady) 4Ll oY) AS32 (impall Llall clsa) tlat (yline

2Ly Gapalls Gl Callid paad ) Caags s Applas e laa) ol ans ules o) >
AFRS(12,13,14) Leadl o5 baniuse Ll zllads suladl)

Lot ALl oY) ) dila) cpala@y) bl e 5 5al cldy cals o glas 4l adiny Lee 7 Lad)) ¢

Laadaly gallally JAnall Csinad) o Leaal sbap¥ ellds cilsall bl 5yl sulee (& usl) e sl G
Bouladl 8 Cplaiall (e LIS layiing Gl Slegbeally JSY1 sad) Glaty s Aplai®) ALY G haS 1o)s

sl Ay W3S AalSaly Lpaaliels bysaa

Aallaall Aaliddl Jladl sae el Jsa jeaal Aals 2l e jiul 8 jpledll A€l o Jsll (e
Al Lyladd) Aallaally Aliatall Lylaall dalladl) s Jadé by 1) uled) Gl b Lggle (m gaaiall dpsladl
t Ml oanagll JSAN DA Ga plaall Jaety pghat JISET Caline maagi (Says - Led zsannal)

82



2019/05 2= —Jlee ¥ 8la)s Lalaid¥) o lell Alsa

Al sall L D) yulea ek ST 103 aB) SN

A 5ol dpaulaal) pplaa (ulana
IASB

BYR ki RYE DTN VI L@S
IFRSIC 45 4

SRR alasy A gall usleal)
IFRS 4w

TAS/TFRS 43! sl Aallall y 53 pailaa duSialiy
I

TAS/IFRS Uslaal) Jyaal IFRS 333 julaa jlaal

Al abdaxdd) e aldie YU Zall) slac) (e 1 juaal)
AL ) ulae sty skt AiSoalion "Aglgall Adlall o ) lea ekt JET 03 &) JS8 mas
lbann sulee o) o WY o el Byl e L) ddbisa s saneie caullud ASaaliall 28 38k Cua (A al)

83



TAS/IFRS glsall dlall Gl ulea okt dgSaalisa

Al A dosall ol olaill 48050 Al Dlallas puasl HUalS Eyasilly polaill (& haiul) 138 feys
ChLE ladl 8 ALl )il cexdiie bl Gadaily Lol o da)s 3L Lkl dagads () oaghs cAlaslaally
Apbai®Y) 3)lsall a5

IAS/IFRS digal) 4lall i) yylaal jaiesal) Jpanil) alagh :ashl) ) saal)

e s dlaall O LS ¢ lnall Jaand gl Al e i Liay coland Adsall Zalal) Ll ples 2Salisal
cnaliall 038 aaY Biage Bysa L Lady ¢ puleall 038 eddinse

IAS/IFRS 4dgal) A lal) 5 i) julaa Jsad qulsad .1

dai Ally 3aaall IFRS laa) ey (10 Gilaal sae Gsas ) IASC Jae s A IASB Lulaa carg
IAS/IFRS e cdlsas Jas) wlind aal ld i ccall ) IASC Ui e jlas) w3 ) IAS Jae Ly,
:(24 4s0a 2016 alea) 2300 CalaaY) Jaiis SIC/IFRIC (gl

ALl W) eadisdd Aa ) laliad) a5 ALl 231l (mje S ulidl) o Calie V) pady Lod

o Jlse¥) (3335 Aa Uaeaty St Apsailae A3l allad) Cunay Jin AK5a¥) danlaall Sulae pe ol -
¢allall

Cmmladl d8 (e lglaiuly Leagd aall (e IS Jlly Aghaally 338aall juladll (e 23385 Japudd -

- Oigalls
gl bl dam Lan s ddeed) s Lol 3) Gleailly sl IAS/IFRS I dajiall el ()
s delpall muag allan S Al Gl plEl ulee 8 cpleaill cVle e S5l cplal
JAS/IFRS e el (o degane ao 36l Jaleill dlanse Lglee 1ASB (ulaal dysiad) gl g5 50
o Az lually el sl LGN ulad) Jiaad PR e ¢ laall Lo s Gpant 58 Aleall (g oiyl) Canl
sl Dl P& o Daetl eha) iy ¢ send) o lelilly cbus Tapal) 35aiall e Cilgall mumal

Apgpa sl dlale e CObaed kil die 4yl

IAS/IFRS 4sall ddlall il julaa Jpaad of A8l Lije .2

ol et clala e Bl @lldy alee gmalin ) daine 2y d3lz) Uie IASB aaa U2y 14 &

G813 Lo aaat vy ALl yll 8 lesbeall slae) CallSs Lead Hlae ) g 3891 g oy IS5 A
LIl e Faense) AU pa¥) (b Gulaal) Ciny el Glala b JleeY) Jsas o # e
1(2766 dsia 2015 ¢ A5l

ol 8 i) o cOlleall e Baaae gl oo EOLY) Aiph 8 e el s (S 1) L -
sallall

Ll )l ) sadivn (Al (alaBU Al £ unsall A gigas Aparl -

84



2019/05 2= —Jlee ¥ 8la)s Lalaid¥) o lell Alsa

Uany b i Gpme gaase OIS 1Y Lo el Ly cclagite sh il of daiaall (e il clgadl s -
e e ST clalaidy)
tlnsall Zotly Loy o Ll o5& of Al Ll e (8 Cpame poasal (Say oS -
Lhsall ol salyy -
SHEeY) ey 1381 (Bhlidl Calite e peatid) ilalial g pid) Jslin Led duhyy Gl aghy Cua
:(2068-2067 culaiall 2012 A sall AL ylEl jules dnse) 260 Jalsal
Celas Jsall amaall e dlia cld Lozl il 1Y) cAglanll 45l LI ) slae) & sl -
(Al Blhalid) e duadanl) culdliially AWl dlae) Ay & el dags
me e g ogmatiuall Ll Aigges dadle lgaii Ky ) dyimall Cloglaall il 1) ¢ Ly -
pe (e Jaad cdalag 3) Sie COISGL Gigan (B dalial) AWl GlaldyY) iy ¢shalialy Gluwsall e juS
flels axe Jla 3 paiad Coylil saly) 491<)
ol sl o 85 s 2 Al gina ) yaa olae) pn el Cilisgll (e alllae Dl &3 13 dalaly) -
Sl N 4l S Al
e e I Gsenstioall 335 o (535 8 LD Sl daey s lee il OIS il -
SIS 4 (0585 Yo sl Joliiaes IS 13 L SLEY1 Gpmy Gelanal) 28 i Bpiad Lpaa] s 3nss
:(2068 dsia 2012 il sl AW p)lEl e dassse) SLEeY! G A0 alsl) 32k, A4S e dala)
¢Dlald)) dgag ae -
il ) slae) & 4l A6 (el ) gas @A) e gl juledll b gstasmy -
1Y AW IAS/IFRS Gkt ameall (o 4l ol dusjladl) b g55 agns -
fEari e IS Sl Baaa sl Aaaly ye
¢ Cpadiivaall pilia (3560 gy oY) A2lSH v/
Gl (S8 (1S3 Laalg ) laglaall a0 aly Aagl Chmual 2L ) sl dall uledd) o v/
ALty sl gkl
Basall Adle Yla raatl Alsally L gl Lpslanall el (o o)l i Adgpana uladll Bile o ads
O e Lo ol 285 OIS 1Y) Lad (ulaall Gy A dpal o A LGV dxalie pe Lelasaily @l
abeall Lo gl sl Ll Gl Gy 3hliall Cilide 8 Gasaladd) el o Gplid) st A<
L Syl s Faswse) eV Geey 4G Jalsall 32T Ay Leaay i) Ll la) slaey Al

(2068 daica 2012 cdulsal

85



TAS/IFRS glsall dlall Gl ulea okt dgSaalisa

paibadll Gulaiy Gabaall Jiailly dpa) greadl by Jsla dlia Gl ) ggasall ) Gkl 513 L -
o Jsanll maall ey Dbl )l agd ZalSaly cadigis Giadll e gy d5)6a) Zalaly ) el
tlgielua 5 ) AL el dlacy Adsall uledll Jle ailsey S Lloal) Luuladd) jubes adas ac
e al) CallSS Ll ALl )l eniiiosal Gl ial) adlial) (555 of Jaimal) (ga S 1Y) Lad -
JleSial U (550 Gl (e Al gina 358 Pla 4l Lalill e ailis o iy ganall G S 1Y) Lad -
AY) il
Dlie ) cpn A Jalgal) 38l cainial Gada (e s pde 2l AIS 3lse g i€ 1Y) Laid Gadadll oy
12069 dnia 2012 cialsall bl )l ulea dsuse)
gl sall dsslaall jplee udae zyla 5yl Jig -
A Clea of o il oda Jolal Leabigy o Sy el gl o dalbie spa dla calS 1Y -
il Jol Jal e Bgay conl ol g piall 350 (anadty liws Culi juladl sy
gapiall ey Jal e palad JSil g pumsall Jon S Cany llin IS 13 Gusllaall AlaY) Gl ke -
capall ) dals b o6& a8 4l e a2l e
cillalzs ehals gopball JLSind Jal o 4silases oadaall LS Gl Hlse lllia CalS 13 lsall 385 -
A Jandl sl
o Jliel Jla (b el (e pgde Adsall Bplaall ulae adae Cinm o a4l ) La 5LEY) sy
G GUail Bagaae o Ayl cDlanll dpillyy RIS (§o85 g Agllall Y M) o il adlia
el e el 8 o3 Gpenll slinll ddee ai o i W i) liseal) Ay (8 Lay ¢ laall o o
L) alad) £30) Camy (Sl cledde Baliad) o ulaall Gadit e leja et Ol oda (Y @lldy el
el iy o alaill sagane 5 Aysl cdlaes sl da e cliba) Sl
IAS/IFRS 4yisall ddlal) )il juleal saiecal) Jpaadl) poe .3
Ll 5 Lnlaall uledll sasa o Adailad] Allad Al € clipanilly calinil) 038 5y5 pual Gl Uydl LSy
sam Gy e ASGe (3135 8 Lledl o3 o V) el dagleall eddiaal dyialls sl claliaY)
Al JSLaall aand iy cpslaall pleall Jilg SUaiy) ) ASE) oda uaitall aag G o uledl
1(208 daia 2009 ¢(g5lil) mlaall cal Sl
¢ bl Lgallas 3 Jaaliil) (e Jilgl) 1)
Agsmall 4al Alie Guladl) JaY e ulae D) ddee JaaliBadae Julae Sl
¢l Cpslad) Greadiualls cpaeall Cilalal Ga 358 slacl alall Gapall @3 uleall Jia
Bsall Sl (sgine o Tla A o3n jeliiy LaglS f i) (ullly Jualill (po Jajin o Licd

caaal) ias gialls

vV V V V

86



2019/05 2= —Jlee ¥ 8la)s Lalaid¥) o lell Alsa

Ly sae s ol 13 e Al Jeally dallad) ilussgal) ST 4galss 3 5l gasall o Uil (Say L
V) Lasl g Oalatipal) slbanll Gilanal cpe A gy AlSaY) Calias 8 i ¢ il 3¢ Alaiul) e
Gladall 2011 oAl 5 ) b L daadle (Sa dun Al plEl sasa Gauad sa i) Cagl) ¢
:(19-18
@3 Llaal) dalledl Jola slae) 4 ) il e jubedd) Bilas &1 dyys 0 clwadll o) -
ApalaBY ] bl 8 saldy e leie ety Los Adlall el 855 Iy adlgl) e 8yeally ddlaad)
e BaLELY) (e Adlide Clayd aBll (8 (i clgy Adadyall Gleadlly Aol uleal) dxds o) -
ol Led skt A Jpall 6 Aaal () 38 e Al clindally dadipell cilallaall udt 28 Al cilipenills
AN Jsall Sy sl
tia e hlaall gaabal (saad (15 EDA ISl Gl Lle o) -
¢aie Al Aaalyal) HUadl L) 3N e o)lls il daplal 4agd v/
& Aald (blual) aalie alge g Gamay 8 Lee (Olipatll Gl dealid ol S jlee jig e V0
€3320 Clipeaill 028 (5685 Al AN
& Sl Bl e Ands sas Gl o3 dpadlyin] waad (8 ASHLA) (8 Jsall G padll S e ) -
RPEPR-R\Ev
Hlese S35 dalse Baal Clismanl) s2gy Joall il cabiny -
¢l A g yhaall Jilad) Aaane ) aaly 30y LasSs Al e ST Sl uled) a3 Joall V0
Cle ) bl LSy alailly Cappaill Zgaill Al cdigall 558 Cam (e Jsll (g sl (D) ) V0
tdlenll 038 3 anla 50 L cchlipuanl) ells 2aw
AgalaidY) clall Sl layens Al IS Ald) il shead) cilelia dyaal v/
Comnd Gl anys ljasa (8 daubi Blee € o ) it el adanill Adee of (5 G b Lad
Dlas 13y dallaa §y5ems 4dind iations ol 55 calal) llall Giins ) Lol Coagy aulad) pilasdll o -
Gilsall o ading Casu alell wllall Bias of (ol calall adill adail lgde Slaie¥) (Say A saclll 5 el
et Agleall d daliadll cold Aabaall il Cilgas o olSQY) a8 38l
Lsuall e 8 akanll Llee e Jypadl Sleadl sl Juay @3 Y1 ¢ uladll oS8l LY Gle -
Adhdd) Glgall (e Jaruall slaal Limje elea JhE ge B)le ulaall ol dglee zaan Gl Aagy
oo ST oo doe i 5 Gpalaadl) el s ke o ) aoads sl Qans QB HLEY) G LS

ol Tasa i ulaally geldial JLE o Dulaal) aumy Gulee oY @ll3y Gapas ol Sl dihie Glabinl s

87



TAS/IFRS glsall dlall Gl ulea okt dgSaalisa

o 0sS O Dbee ) Jeasil o I Caliay el 330 GDRY) Cipla e i o g 13 ) Sl
Aulaiall il gall Ay 08 dilee
GIGEN o b by san FKY) Ll oSy dgalad) jpledl gy dlee o 5 jobias s
Lnalaa)) Cilalaially daanlSY) cleall ciaalyall @l s due luall clalaiV s Al Sluwsall e sSall cilgall
o Aplad) uplad) a8 ) puled) o 00 sl SV Agll) o clgal) eda aledy ¢ lénuY) g Uad
IASB (ulas zrual a8 cllily clgitluay asty o g8 o 5l Aglae 5 uleall o2a delua 84Sl
Dil) Jame s aa ulas gy Al uleall 3l Gdaa) cllaes cllagall e el s
ol sl clelaall (any cullls 25 ¢ painse 3l 8 Jasrual) 038 Cinpal 28 DY) 5 2l dieilly aped)
Gumjle cpn b g paill il JLSils Bl a8 Lojay deje S (S Rauladll dige Cijual
daia 2005 cculayy 5 seS) Laih oLV diey dida Bysa 8 D) Jla) Alade elld AT Clelaa
(42
alae On il Bl (B e el L Lyl ules Addse Slda 30 o il (Sar G Leas
skl laind ogkall o Guasill PA e IFRS e Bl ) dalad) clyal) dai dladll uledly IFRS
el Alee ey Rl eliel (g Alenll i Ly Apalaidl)
I ES
Go ESH daaes Gl o Balaal) Ayl 8 &aad) sgeal) dan B dsladl o cpdlill e i )
Lolaiy) chshaill A Spalin sord Ala 3 a3 sl 4500 e Slad sl Lpaladll el
S ULy ecbull s3a Sl ol W & Y OIS Leie Bsaall 32 dnlaall (Bia3 Jiag (Ails dae LYl
Glesnsal Adsy Agpulas ubee delua diey JAglid)l Gaglll 8 Aupledl S jpsall 3 caay) A
dxalye or adl LS alle Gl o Jlad IS Lgiulad Camany 2ina ulee auias caind Gang aa SIS
& Lasad il V0 el 13as cCpamill dalally Jall pagl) Jlie¥) 3 3B S jhainl el 23
z L) Caagy lld g cdlaall e piily il i) (lisd Lo aa ) o Al o liie) o slai@¥) dalge Ul
Pol Lo Ayl il aal api (S dia g allall Glaly bl Calide o saliaiy)
Bauladl ulae iy delbia o oy Al dualaall ddgall Lgl) sl dudladl jules (udas mual -
(el Uiy o35 4) Woo ULS aal) ol hslaall ulaall delivay yushat Alee @lld 2y gl (sl
55 A a1y D lalaall gihaat b Jadl axi b Jsadlly AST Saat Al ALl Ll jules o) -
tglaal) juleall Led (e ol pualse dylars Jady @lldg clgllae] il g sliasadl W) S50
sl o JBy Lee cany () lpadany ol Com Oulaall (o AlalSie daghiie i dsall uladdl o) -
¢ nlaall Glillie G (oa)ladl)

88



2019/05 2= —Jlee ¥ 8la)s Lalaid¥) o lell Alsa

L aiin JS0 Lgibans iy ua oJmdl S0 W) il endiine dala (a3 Adgall uladl) of -
ol ale Ll Al alls p8S 358 - Lad) Cillliie ey cAgllall 1l eddiie Cilaliin) 4055 ey
Al LpEl e sas Jeadll DAl Al Gl e (& Dl JalSiy Joad o Cliiall o (dalall
Doskiis Aladl) uleadl Tolaial Lgiiin 8 Jich Aol ulaal) 1) ddaall ulaall (e JEY) dgdee o Slld 20500
el
GV Dleall S8 Cun e el Jlaaly iy ddee il Apat mlad g 4l ek pai Lo il e
sl Dauilly calaall Jaal) dngi (3ail 2dY) alaba (3 ke danll o Y ¢ laal) Jlaals ol daga s
el (b adiall gialls ojlaal J8 e IS 43 ey g3l Janll
raalmal) daild
el Al galyall 1Y
) g e il il s Adaugial) Asadaal) (2016) . aeae ¢ slal sl -
(Il casilly paill elica Hla Aailall sl saey gall julaal) L(2017) -Oles SlA clanl) -
O Az
Sl L Dl ls L dsalaal) 43585 .(1990) . s3e0 Lulie c gyl -

dae) juilaa g @3.\3\ dulaal) oalaall ky.u}a (2012) (Sdra e ‘5_\\.‘1_\)3\ U TRPTIINTY 6‘;;'4‘_3.“ -
oY) e 1da dELE o A gal) Adlal) s

ol e )30 GhsY) L Adeal) Asalaal) pleag Adlad) dsadaal) L(2010) . dess ¢(ise -

Az el Jh cgslandl Play ) aall (alyy deag Agsalase 4505 .(2009) . 2l deal ¢gslal -
oYl

slia iy Adeal dpalaall julaa’ Adgal) Adlal) &) julea (2015) daes gals deal chaes -
oY) s apsilly

e I cimalall ) Lpulaall pylas dsguisa (2016) -Jlad) e 5la coles -

ally deLkall 31 A0S0 L Aadaty s €8 Ul Aalaad) A3 L(2011) &) e e coali-
cOphdd (]ha ¢ aysilly

A aabnly anlS el o dls deai Lpalaal) 485 .(2012/2010) -0 als iy ¢ ugpd -
Al (aysilly pdall el (U desa

smlaal) B B gyifall Al el alall) Al<a L (2011/12/14-13) . gspals cadalll ae ¢ -
Gyl slad) Uil Enaas A0 tdss JSY) sl i) ) dedie Jae Ay, L Asalaall 4090
o) aldl G sall AL el dusladl ules Cilasioe

deaal) (lalig zlaa delas deal Gyt Aaugiall dualaal) .(2005) . ecilagy callip ¢ g -
Al gz 2 pall Hla eglalad)

Apdall Hlall dsulaadl julae s g B Adlall ) g8 G e g dae) (2008) .2eal dd) Gl ¢ ikl -
L aa

89



TAS/IFRS glsall dlall Gl ulea okt dgSaalisa

Y sl cpladdl el sl

aaall cCaal) Alae MAbdan a3 Agag’ Alall  El Adgal) pulaal) Ly andi L(2015) . JW b5l -
el Ay 15

dmas ushailly Gl Dal i LIFRS (A US GAAP (e Jsadl 303 .(2016) .1l « sy -
cpae o lh il ea o dde dana cpdAlall Csaadly aaalal)

:aY) ARl aahall 1Ll
- Ankarath, Nandakumar et al. (2010). Understanding IFRS Fundamentals
International Financial Reporting Standards. John Wiley & Sons, New Jersey, US.

- Alibhai, Salim et al. (2018). Wiley 2018 Interpretation and Application of IFRS
Standards. John Wiley & Sons, New Jersey, US.

- Barneto, Pascal. (2006). Normes IFRS -Application Aux états Financiers-. Dunod,
2°¢ édition, Paris.

- Brun, Stéphan. (2005). Guide d’application des Normes IAS/IFRS. Gualino éditeur,
2°"¢ &dition, Paris.

- Chaudhry, Asif et al. (2015). Interpretations and application of International
Financial Reporting Standards 2015. John Wiley & Sons, New Jersey, US.

- Deloitte. (2016). IFRS in your pocket 2016. US.

- Dick, Wolfgang. Piera, Franck Missonier. (2006). Comptabilité Financiere en IFRS.
Pearson Education, France.

- Mirsa, Abbas Ali. Holt, Graham J. (2011). Practical Implementation Guide and
Workbook for IFRS. John Wiley & Sons Inc, Third edition, New Jersey, US.

- Obert, Robert. (2013). Pratique des Normes IFRS -Normes IFRS et US GAAP.
Dunod, 5° édition, Paris.

- Obert, Robert. (2017). Pratique des Normes IFRS -Référentiel et Guide
D’application-. Dunod, 6° édition, Paris.

90



Environmental citizenship as a practice in multinational companies

MacGregor, S et al,(2005), environmental citizenship: the goodenough primer
(summary report of an interdisciplinary seminar series) (Summary Report). The
Open University, Milton Keynes, UK, 2005.

Alena Buko,(2009), environmental citizenship for sustainable consumption, master
thesis, school of management and governance public administration, University of
Twente enschede the Netherlands.

Michelle Reiner,(2018), environmental citizenship and the neoliberal state: good
policy or green wash?
on the web site: http://aph.org.au (consulted on 25/09/2019).

Without mentioning the author's name, environmental citizenship, on the web site:
http://www.cep.unt.edu/citizen.html (consulted 25/08/2019).

Without mentioning the author's name, environmental citizenship, on the web site:
http://www.cep.unt.edu/citizen.html (consulted 25/08/2019).
https://en.wikipedia.org/wiki/Toyota Motor North America,2019
https://pressroom.toyota.com

https://pressroom.toyota.com/toyota-named-corporate-citizen-of-the-year/

28



Journal of economic sciences and management N°05/2019

-Environmental citizenship should be institutionalized by reforming legislations and
political processes. Although existence of different political strategies, conventions and
plans at International institutions and organizations.

-Environmental citizenship tools are different. Each country must plan to realize it through
its rules and collective behavior of its individuals.

-Toyota is one of the most famous corporate in the world that its activities and products
influence on environment.

-There is a conscience in Toyota about its role in the environment where it operates and
produces cares.

-Toyota North America presented a lesson to international companies on how to behave
humanely in a humane and healthy situation that newborns suffer from in American
hospitals ,

-Toyota North America deserved the Citizenship Award by its help to people and
government in the place where it operate .

Finally, the corporate citizenship expresses all forms of cooperation between companies
and the societies in which they operate, regardless of their nationality.
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Investment (OFII)' announced Toyota Motor North America as its inaugural Corporate Social
Responsibility Award winner. ( https://pressroom.toyota.com)

Other showcases the significant contribution that international companies make to local U.S.
communities. Many international companies offer their employees the opportunity to volunteer and
help direct the company’s corporate social responsibility efforts. Finalists for this year’s award
included several noteworthy initiatives:

- Ahold Delhaize’s Stop & Shop Supermarket Company built a facility that converts inedible
food waste from their stores into clean energy that powers the heating, lighting and air
conditioning systems for their adjacent product distribution center.

- Direct Energy partnered with Children’s Miracle Network Hospitals (CMNH) to raise
money for a network of 170 children’s hospitals, while also utilizing its expertise to deploy
new technology that reduces CMNH’s energy use and costs, so that they can devote more of
their resources towards the good they are doing for the community.

- SABIC pioneered a new approach to corporate social responsibility called RAISE, which
empowers its employees to drive SABIC’s social responsibility efforts by allowing them to
propose community investment programs and volunteering their time to support important
causes.

- Building on a tradition of providing college scholarships to the children and grandchildren
of American Korean War veterans, Samsung has launched workforce training programs for
returning service members through partnerships with Four Block and Warriors4d Wireless, in
addition to partnering with the Fisher House Foundation to provide military families housing
close to their loved ones during hospitalization.

From all these examples, the transformation of companies into citizen corporates through its
activities is a good thing and a requirement of social responsibility, especially for multinational
companies.

4.Conclusion:

Corporate Citizenship is recognition that a business, corporation or business-like
organization, has social, cultural and environmental responsibilities to the community in
which it seeks a licence to operate, So from this study, we arrive to these results:

-There is no universal definition to environmental citizenship, but we can said it is a
practice between individuals, society, state and nature that expands beyond formal
relationship of duties and rights and makes individuals contribute to the global welfare
through conscious pro environmental behavior .

"': Created more than 25 years ago, the Organization for International Investment (OFII) is a non-profit business
association in Washington, D.C. representing the U.S. operations of many of the world's leading global companies,
which insource millions of American jobs. OFII works to ensure the United States remains the top location for global
investment. As such, OFII advocates for fair, non-discriminatory treatment of foreign-based companies and promotes
policies that will encourage them to establish U.S. operations, increase American employment, and boost U.S.
economic growth.
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- Environmental literacy.

- Environmentally responsible behavior.

It is now clear why such problems as air pollution, resource depletion or municipal waste
are no longer considered to be solved by the government alone. Instead they are seen as challenges
for collective action, where the outcome depends on collective efforts of various actors. Given that
individual and household consumption nowadays make a significant impact on the environment,
individuals are involved as one of key actors to tackle the environmental problems.

3. Toyota North America as a model for environmental citizen:

3.1. Presentation of the company

Toyota of North America is a holding company of sales and manufacturing subsidiaries
of Toyota Motor Corporation in the United States. Its services include government and regulatory
affairs, energy, economic research, philanthropy, corporate advertising and corporate
communications. The company is headquartered in Plano, TX with an additional offices
in Torrance, CA, Georgetown, KY, Washington, District Of Columbia, Ann Arbor, MI, New York
City, NY, San Ramon, CA, and other regional offices.Toyota Motor North America, Inc. operates
as a wholly owned subsidiary of Toyota Motor Corporation.( https://en.wikipedia.org
/wiki/Toyota Motor North America,2019).

So the corporation is the branch in the United States. But Toyota Motor, is a Japanese
multinational automaker headquartered in Toyota, Aichi, Japan. In 2010, Toyota employed
300,734 people worldwide, and was the third-largest automobile manufacturer in 2011 by
production behind General Motors and Volkswagen Group. Toyota is the eleventh-largest company
in the world by revenue. In July 2012, the company reported it had manufactured its 200-millionth
vehicle.( http://en.wikipedia.org/wiki/Toyota)

The company was founded by Kiichiro Toyoda in 1937 as a spinoff from his father's
company Toyota Industries to create automobiles. Three years earlier, in 1934, while still a
department of Toyota Industries, it created its first product, the Type A engine, and, in 1936, its
first passenger car, the Toyota AA. Toyota Motor Corporation group companies are Toyota
(including the Scion brand), Lexus, Daihatsu, and Hino Motors, along with several
"nonautomotive" companies. Toyota Motor Corporation is part of the Ever since its founding;
Toyota has sought to contribute to a more prosperous society through the manufacture of
automobiles, operating its business with a focus on vehicle production and sales. Ever since its
founding, Toyota has sought to contribute to a more prosperous society through the manufacture of
automobiles, operating its business with a focus on vehicle production and sales.(
http://en.wikipedia.org/wiki/Toyota2010 )

Toyota is one of the largest multinational automaker in the world. So the company has a
privileged position in international market. This position gives Toyota influence in any economy in
which it invest through the quality and the nature of its products and number of workers.

3.2 Toyota activities as a corporate citizen

In 2014, there was a mysterious spike in hospital-born, central line-associated blood stream
infections among infants in the Neonatal Intensive Care Units (NICU) across USA. Four hospitals
among the Children's Hospitals' Solutions for Patient Safety, a network of more than 100 children's
hospitals in the U.S. and Canada, turned to Toyota’s Production System Support Center (TSSC) to
help address the increased infection rates. By sharing principles of Toyota's Production System,
Toyota helped Children's Hospitals develop new standards, decreasing infection rates by
approximately 80 percent. Hospital officials plan to share the standards with their entire network,
improving the standard of care across the United States. ( https:/pressroom.toyota.com)
For these actions Toyota gained The CSR Award in 2017;the Organization for International
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2.4. Encouraging environmental citizenship
Recently, another way of analyzed the concept of environmental citizenship was developed
(Horton, D, 2006, P: 127-150); it considers environmental citizenship as a no territorial form of
citizenship, developing not in the institutions of the nation-state but within the cultural and political
spaces of contemporary environmentalism.
In considering how to encourage environmental citizenship however, (Dobson, 2010, P:42)
puts forward a number of policy opportunities including:
- Providing greater opportunities for individuals to take part in local environmental
decision- making.
- Creating more opportunities for civic engagement and volunteerism.
Supporting new tools for community connection.
Providing greater opportunity for grassroots innovation.
Increasing the stock of social capital.
Re-thinking local regulation.
Using agents of social change more.
Bringing the impacts of environmental change close to home.
Other researchers classified these tools and ideas in three categories those are appeared in
this table:

Table 1.Classification of environmental citizenship tools

Compliance and Encourage higher Inform and educate /
enforcement performance support to comply
- Regulatory. - Governance. + Education and provision of advice.
mechanisms/com |- Market-based - Set standards.
mand and control. incentives. - Support to comply.
- Restorative - Motivational
actions. incentives.
- Voluntary
measures.

Source: environmental evidence Australia,(2012), a review of best practice in
environmental citizenship models, a center of the collaboration for environmental evidence, P:15.

From this table, we find the concept of environmental citizenship needs real tools and
practices to realize it in any society by compliance and enforcement that used rule of law and
regulatory procedures. Also we find incentive measures and other awareness those help in
publishing of environmental citizenship as an idea and practice among members of society.

Other writers describes several components required to construct a working model of
environmental citizenship, these components are (environmental evidence Australia, 2012, P:10-
11):

- Environmental information: as being the first step to environmental education.

- Environmental awareness: where one is aware of the harmful consequences to others
from the state of the environment and one ascribes responsibility for changing the offensive
environmental conditions.

- Environmental concern: this is difficult to define but may include the perceived
seriousness of environmental problems, support for government spending on environmental
protection, knowledge of environmental problems and issues and behavior.

- Personality variables: including factors such as sense of social and personal
responsibility, economic orientation, emotionality, religious affiliation and environmentally
responsible behavior as the social norm.

- Socio-demographic variable.

- Environmental education and knowledge.
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- Environmental citizenship it is a particular form of citizenship encouraged by a
desire for greater social and environmental justice inducing responsibilities across nations
and generations and thus promoting sustainability. Environmental citizenship has a number
of characteristics. It emphasizes duties over rights and is more an activity rather than status,
for the sake of common good. It prompts to justice, but not charity, towards far away people
and future generations. It treats people both as consumers and citizens, both in private and
public domains. It is global in nature, since the environmental problems respect no political
borders (Alena Buko, 2009, P:22).

For other writers the concept of environmental citizenship currently tends to be used in
one of two main ways (A. P. Martinho et al, 2010,P:2-3):

- In the first, it refers to the teaching of values and practices appropriate to the
achievement of sustainability. Here, environmental citizenship is an individualized project, and
its discourse is primarily disciplinary. Whether through governmental programs or the
pronouncements of environmental organizations, people need to be made more aware of
environmental problems and become environmentally responsible citizens; they need to be
disciplined into “good,” “green” behaviors.

- In the second main contemporary use of the concept, environmental citizenship
refers less to environmental responsibilities and much more to environmental rights.

(MacGregor et al, 2005, P:12) suggests that environmental citizenship is an important part
of the shift towards governance, rather than just being governed, in environmental policy and
politics. In the past, governments have overwhelmingly used fiscal sticks and carrots or ‘economic
instruments’ as a mechanism for moving people towards more sustainable behavior. This shift
towards more self-regulating governance is a fundamental plank of environmental citizenship.

After this discussion and the presentation of different definitions of environmental
citizenship, we can said that the concept still in development but it concentrate on the rights and
duties of individuals through the environment. It’s also expressing the transfer of state role to
governance in environmental field.

2.3. Dimensions of environmental citizenship:

We suggest that three key dimensions of environmental citizenship are relevant to the
Environment Agency: private responsibility, environmental justice and collective action (Barnett, J
et al, 2005, P: 127-150):

- Private responsibility: this dimension of environmental citizenship emphasizes an
individual’s personal responsibility and actions. It includes appeals to recycle more, reduce energy
consumption, cycle to work etc.

- Environmental justice: this dimension of environmental citizenship emphasizes rights to
environmental justice that are pursued by collective action. It draws attention to the rights of all
people to clean air, water... etc.

- Collective action: this aspect of environmental citizenship involves people acting as
members of the public (rather than as private individuals), taking collective responsibility for
actions. Local citizens have the potential to perceive an (environmental) problem, frame that
problem as something to act upon (collectively) and begin that work together.

When we want to realize the concept of environmental citizenship, we start from the private
responsibility as an individual duty through environment and developed to a right when the state
succeeds in providing suitable environmental conditions for citizens. Finally environmental
citizenship will be a collective action by the contribution of the state and individuals.
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For other writers the idea of environmental citizenship was first developed by Environment
Canada. It is now spreading around the world. It is an idea similar to and compatible with
environmental stewardship in the Christian, Islam, and Judaic traditions, but is not committed to or

associated with any particular religious or cultural tradition (http://www.cep.unt.edu/citizen.html).

From these ideas, we find that the meaning of environment citizenship appears after the
rising attention about environmental topics especially sustainable development and its mechanisms
to achieve it.

2.2. Environmental citizenship Definition:

Citizenship has been a hot topic of debate within the green literature since the 1990s. And
when we want to find a definition of environmental citizenship, we must start by the word
citizenship as a concept, is about the rights and duties of individuals in a given political territory
such as the state. (Dobson, 2005) draws the distinction between liberal citizenship and republican
citizenship where liberal citizenship focuses more on rights than on duties and republican
citizenship draws on the notion of duty and of virtue. Dobson, 2005 states that civic republican
citizenship taps into the classical tradition in which the individual’s allegiance to the political
community is regarded as being in tension with the individual’s allegiance to themselves. This
therefore stresses responsibility to the wellbeing of the political community ahead of the rights of
the individual. In contrast however the citizenship we have come to associate with liberal
democracy is much more a matter of rights claiming than responsibility exercising (Barnett, J et al,
2005, P:11-12).

The notion of citizenship has multiple interpretations, but its conventional liberal definition
concerns status and actions of individuals in the public sphere and in relations with the state.
According to Marshall’s concept of citizenship, for example, these statuses and actions can be
divided into three main types: civic, political and social. The first implies rights for free speech,
religion, thought; the second means “the right to participate in the exercise of political power as a
member of a body invested with political authority or as an elector of the members of such a body”;
the third draws on numerous social rights, like for economic well-being, education or health (Alena
Buko, 2009 P:22).

So citizenship focuses according to (A. P. Martinho et al, 2010, P:2) on rights and duties of
citizens in any community, and concepts like environmental citizenship capture the linkage
between green politics and theories of citizenship. Although a significant number of contributions
to the meaning of environmental citizenship have been made, their practical implications still
remain under-explored, and here a number of these definitions:

- Environmental citizenship is a personal commitment to learning more about the
environment and to taking responsible environmental action. Environmental citizenship
encourages individuals, communities and organizations to think about the environmental
rights and responsibilities we all have as residents of planet Earth (Derek R. Bell, 2004, P:3).

- For Andrew Dobson environmental citizenship should be defined with respect to
the relationship between the state and the citizen. Environmental citizenship focuses on
contractual rights and entitlements within the public sphere and entails the extension of
rights-based discourse to cover environmental rights (David Humphreys, 2009, P: 171-172).

- Environmental Citizenship is an idea that each of us is an integral part of a larger
ecosystem and that our future depends on each one of us embracing the challenge and acting
responsibly and positively toward our environment. It's about making changes in our daily
lives to be environmental citizens all day, every day (http://www.cep.unt.edu/citizen.html,).
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concentrate on environmental citizenship as a concept and a practice in Toyota North
America.
We can conclude the study goals in the following points:

- Presentation of environmental citizenship definition and its tools.

- Expose Toyota North America experience in helping the society where it
operate and produce its cars.

- Citizenship has been a hot topic of debate within the green literature since
the 1990s. Concepts like environmental citizenship capture the linkage between green
politics and theories of citizenship. Although a significant number of contributions to
the meaning of environmental citizenship have been made, the study tries to clarify
the concept and to give evidence from an international corporation like Toyota.

To realize the study goals and answer its questions, the study divided to two parts:
the first one is a literature review and the second one about the experience in Toyota North
America and its achievements as a citizen in USA.

The study ends by a conclusion that contains theoretical and practical results about
the topic.

2.Literature review

2.1. Development of environmental citizenship concept:

The discourses of environmental and ecological citizenship have emerged predominantly in
the economically advanced nations(Michelle Reiner, 2018):

- In the 1990s, numerous social and political theorists began to write about the
phenomena of environmental and ecological citizenship, the attributes that such citizens
would possess, and how these citizens might avert the ecological disasters that Western
governments so far had failed to address. These ideas, particularly over the past decade, have
begun to filter into public consciousness in numerous guises. Citizens of Western, liberal-
democratic states are regularly implored to take shorter showers, switch off power sockets
when not in use, separate recyclables, take ‘green’ bags to the supermarket, and install
energy-saving light globes.

- Since the 1990s, citizenship theorists have been discussing a new dimension of
citizenship that may be added to the three commonly accepted dimensions (civil, political
and social) proposed by renowned citizenship theorist T. H. Marshall in the 1950s.

- The additional dimension proposed by contemporary theorists (such as Turner, Isin
and Wood) is that of cultural or identity citizenship. This feature is developing; it is claimed,
as a result of advanced capitalism and the accompanying phenomena of post-industrial
society and postmodern culture. The notion of post-industrial society is one of a society that
is assumed to have replaced the production of consumer goods with the production of
knowledge and skills (the ‘knowledge-based economy’), while distinctive features of
postmodern culture include the fragmentation, proliferation and autonomous creation of
identities.

From researchers Andrew Dobson, in his recent work and particularly in his book
Citizenship and the Environment (2003), has engaged in far-reaching exploration of the meaning
that might be assigned to the idea of ecological and environment citizenship. His central theoretical
thesis is that ecological citizenship has to be understood as a radically new form of citizenship

(TIM Hayward environmental politics , 2006, P435).
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Environmental citizenship as a practice in multinational companies
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Abstract: In the context of increasing international awareness about the importance of preserving
the environment, sustainable development has emerged. It has become a global demand. Attention
has now become focused on the mechanisms to be activated throughout the world. Environmental
citizenship is an effective means of achieving this. This study is concerned with this subject
through the presentation of a theoretical framework known as environmental citizenship and the
tools to apply it realistically. Toyota Motor in North America was a model of citizen corporate by
its achievements. The study will conclude with a number of results.

Keywords: environmental citizenship, environmental citizenship tools, environmental citizenship
dimensions, Toyota Motor North America.
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1. Introduction.

Today’s environmental problems are structurally anchored in our societies and our ways
of life. Solving these problems requires fundamental changes at the societal as well as
personal level. From these ideas the concept of environmental citizenship appears and it
needs to invest in it with a sense of human community, which involves a commitment to
a more universal nature.

As a part of society, it is in business’ interest to contribute to addressing common
problems. Strategically speaking, business can only flourish when the communities and
ecosystems in which they operate are healthy.

So from this development, every corporation has a policy concerning the society where
it produces and sells its productions and from its annual report detailing its activities in
these fields. From the biggest corporation in the world is Toyota, this study will
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obstacles liés a I’absence de cette nouvelle technologie de fidélisation des clients. Les résultats ont

montré que les agences disposaient pour la majorité d’entre elles, de ressources matérielles et
humaines facilitant I’implantation d’'une GERC. Par ailleurs, 1’étude a montré que les obstacles liés
aux clients (principalement un retard quant a 1’utilisation des services en ligne du a un manque de
confiance et une absence de moyens de paiement électroniques) sont la principale source, selon les

répondants, quant au recours a un marketing personnalisé.
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leur clients. Et apres leurs réponses on peut dire que leurs entreprises ont tous les moyens et les
équipements dispensables pour appliquer la gestion électronique de la relation avec leurs clients.
I1.4. Analyse des hypothéses et discussion et des résultats
I1.4.1. Analyse des hypothéses

Tableau (4): test de la signification de 1’expression selon les statistiques T

Les expressions Moyenne li;:‘: T niveau dessllémficatmn
Obstacles matériels et 2,19 0,95 14,81 0,000
logiciels
Obstacles humains 2,53 1,05 16,0 3 0,000
Obstacles liés aux clients 3,60 0,72 32,96 0,000
Total 2,84 0,74 25,24 0,000

Source: résultats du programme SPSS

D’apres les résultats du tableau précédent, la valeur de T pour les obstacles matériels et logiciels

n’est pas significative et on pourra avancer que les obstacles matériels et logiciels ne sont pas

considérés comme des obstacles a I’application de la gestion électronique de la relation client. Ces

résultats infirment I’hypothése H;.

Les mémes résultats concernent les obstacles humains, ce qui infirme également 1’hypothése Ho.

La troisiéme hypothése Hj est quant a elle confirmée par les résultats de T et de 1’écart type, ce qui

signifie que les obstacles liés aux clients sont les seuls obstacles selon les répondants quant a

I’application de la gestion électronique de la relation client au sein des agences touristiques

étudiées.

I1.4.2. Discussion des résultats

L’étude effectuée aupres des agences touristiques de la ville de Batna réveéle que :

- Les répondants affirment que leurs agences disposent des moyens matériels, logiciels et
réseaux (internet, intranet, extranet) pour une gestion électronique de la relation client.

- Les répondants affirment que les employés sont formés a I’utilisation des technologies de
I’information et de la communication pour la collecte et 1’analyse des données des clients.

- Néanmoins, ils affirment que les clients manquent de confiance quant a la divulgation de leurs
informations personnelles sur internet, aussi le manque des moyens de paiement électronique.

- Ces obstacles liés aux clients empéchent une gestion électronique de la relation client au niveau
des agences touristiques étudiées.

I1.5. Recommandations

Sur la base des résultats précédents, nous présentons les recommandations suivantes :

- L’utilisation optimale des technologies de I’information et de la communication.

- Mettre I’accent sur la nécessité de I’implantation de la gestion électronique de la relation client.

- La prise de conscience de la nécessité d’effectuer des études concernant les clients actuels et
potentiels.

- Encourager les clients a I’utilisation de I’internet dans leurs relations avec les agences.

- S’assurer de la compétence des personnes responsables de la collecte et 1’analyse des données
des clients nécessaires a I’application de la gestion de la relation client traditionnelle ou
¢lectronique.

CONCLUSION

Cette étude a porté sur I’analyse des enjeux d’application de la gestion électronique de la relation

client au niveau des agences touristiques de la ville de Batna. L’objectif étant 1’analyse des
18
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- la valeur des moyennes comprises dans ’intervalle ]1,8-2,6] est relative a une valeur faible
exprimant un degré de désaccord fort.
- la valeur des moyennes comprises dans I’intervalle ]2,6- 3,4] est relative a une valeur moyenne
exprimant une réponse neutre.
- la valeur des moyennes comprises dans l’intervalle ]3,4- 4,2] est relative a une valeur forte
exprimant un degré d’accord fort.
- la valeur des moyennes comprises dans I’intervalle ]4,2- 5] est relative a une valeur tres forte
exprimant un degré d’accord tres fort.

Tableau (3): obstacles quant a 1’application de la gestion électronique de la relation client

Expressions | Moyenne | Ecart type | Rang | Degré
Obstacles matériels et logiciels

Le manque de matériels technologiques dans ’agence. 2,11 1,10 3 Faible
L logiciel Scialisé 1

e nrlanque de logiciels spécialisés en analyse des 243 1,20 1 faible
données.
L absrence de logiciels spécialisés en analyse des 2,18 0.97 ) Faible
données.
L “est lié & int t t t

agence n’est pas liée aux réseaux (internet, extranet, 2,06 1,30 4 Faible

intranet).

Obstacles humains
Des fonctionnaires moins formés en utilisation de la
technologie de I’information et de la communication 2,45 1,19 3 Faible
dans la gestion des relations avec les clients.
Absence de spécialistes dans le domaine de la

. . . . 2,61 1,14 2 M
technologie de I’information et de la communication. oyen
A Scialist 1 ¢

I?sence des spécialistes en analyse des données des 27 1,20 1 Moyen
clients.
A ticipati t 1 loyé

bsence de participation de tous les employés pour 236 105 4 Faible

répondre aux besoins des clients.

Obstacles liés aux clients

Absence de I’internet chez tous les clients. 3,36 1,14 5 Moyen
Difficulté de communiquer avec I’internet. 3,54 0,99 3 Fort
Manque de confiance quant a la communication par 347 0.84 4 Fort
Internet.

Absence de moyens de paiement électroniques. 3,93 0,97 1 Fort

Réticence des clients concernant la divulgation de leurs

. . 3,68 1,05 2 Fort
informations personnelles

Source : résultats du questionnaire

D’aprés les résultats obtenus, 1’indicateur des obstacles spécifié¢ aux clients est le méme qui fait
obstacle a L’application de la gestion électronique de la relation client, avec un moyenne de (3,60)
et un écart type de (0,72) ce qui confirme une acceptation pourcentuelle sur la sincérité des
expressions de la part des enquétés.

D’une autre part I’indicateur des obstacles humains était en classe avec un moyenne de
(2,53) et un écart type de (1,05) ce qui confirme que les enquétes ne considérent pas I’indicateur
humain comme un obstacle dans I’application de la gestion électronique de la relation client, et
d’apres leurs réponses on peut confirmer que les fonctionnaire de ces agences font des formations
sur I’utilisation de la technologie de I’information et de la communication avec le client.

Quant a I'indicateur des obstacles matériels et logiciels classé la 3™ avec un moyenne de(2,19)
et un écart type de (0,98) ce qui prouve que la plupart des enquétés ne considerent pas 1’indicateur
des obstacles matériels et logiciels un obstacle dans 1’application de la gestion des relations avec

2éme
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Enfin, le dispositif GERC doit s’appuyer sur les savoir-faire internes (équipes marketing et
techniques) et externes (fournisseurs et intégrateurs de solutions, conseils, agences spécialisées dans
le marketing relationnel...) de I’entreprise.

II. PARTIE EMPIRIQUE. Obstacles quant a I’application de la gestion électronique de la
relation client au sein des agences touristiques de la ville de Batna

I1.1. Méthodologie

Cette étude a porté sur les enjeux de I’application de la gestion électronique de la relation client au

sein des agences touristiques de la ville de Batna, elle a été menée de 15 mars 2015 a 30 avril 2015

Un questionnaire a été distribué a toutes les agences (au nombre de 19). Sur 49 questionnaires, 44

ont été récupérés. Les outils statistiques utilisés pour 1’analyse sont :

- Les fréquences et les pourcentages pour identifier les données générales.

- La moyenne pour connaitre le degré d’approbation répondants quant aux obstacles de
I’application de la gestion électronique de la relation client.

- L’écart type pour mesurer le degré de dispersion des valeurs de réponses des clients.

I1.2. Caractéristiques de la population d’étude
Les résultats ont montré un ensemble de caractéristiques démographiques pour les membres de
I’échantillon de recherche, on peut les exposer comme suit :

Tableau (2) : Caractéristiques de la population d’étude

caractéristiques Pourcentage
A moins de 30 ans de 30 240 ans plus de 40 ans
e

& 52,3% 34.1% 13.6%
Ni intellectuel Secondaire | @ Hautes études

iveau intellectue 9.1% 61.4% 29.5%
Expérience Moins de 5 ans De 5410 ans Plus de 10 ans

professionnelle 54,5% 31,8%cc 13,6%

Source: 233-232
Concernant 1’age des répondants, ils sont a 52,3% agés de moins de 30 ans, 34,1% entre 30 et 40
ans, contre 13,6% pour la tranche d’age de plus de 40 ans.
64,1%des répondants sont des licenciés, 29,5% ont un niveau d’études supérieures et 9,1% ont un
niveau secondaire.
Comme la majorité des répondants est jeune et est caractérisé par un niveau intellectuel assez éleve,
le nombre d’années d’expérience professionnelle est bas, ce que les résultats ont effectivement
révélé : 54,5% des répondants ont une expérience professionnelle inférieure a 5 ans, 31,8% ont
entre 5 et 10 ans d’expérience et seulement 13,6 % ont une expérience supérieure a 10 ans.

I1.3. Obstacles quant a ’application de la gestion électronique de la relation client

L’échelle de Likert a été utilisée dans cet axe relatif aux obstacles liés a 1’application de la
gestion électronique de la relation client. Les catégories d’évaluation sont présentées comme suit :
- la valeur des moyennes comprises dans 1’intervalle [1-1,8[ est relative a une valeur trés faible
exprimant un degré de désaccord trés fort.
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1.3.2. Bénéfices de la GERC
Les bénéfices de la GERC sont multiples (Biegajlo, 2008 :8):

Le site Web permet de collecter des données sur les clients, permet, grace aux outils de
datamining, de rapidement analyser les informations, d’obtenir des profils clients et de
comprendre leurs habitudes et préférences, donc 1I’entreprise bénéficie globalement d’une
meilleure compréhension de chaque client.

La GERC permet une gestion de la relation client 24h/24 indépendamment du lieu ou se situent
les acteurs concernés et sans colts financiers supplémentaires.

Elle permet d’automatiser une grande partie de la relation avec le client. Par exemple, le
lancement d’une campagne d’email marketing massive se fait de maniére automatique et
instantanée par des logiciels.

Elle permet de réduire les coflits de maniére drastique. En effet, les frais d’imprimerie,
d’affranchissement et de téléphonie sont supprimés.

Elle permet de proposer une offre plus ciblée, car le GERC facilite la personnalisation de
I’offre aussi bien en terme de produit que de service.

1.3.3. Les composantes de la GERC
Parmi les composantes de la GERC, il est important de distinguer le front-office et le back-office
(Pezzalie, 2009 :4).

Le front-office: est ’ensemble des leviers de communication via internet dont dispose
I’entreprise: les e-mailings et les newsletters bien siir, mais également 1’affichage des contenus
personnalisés, I’utilisation de I’espace client et des outils de selfcare”, ou encore les programmes
de fidélisation et parrainage gérés en ligne.

Le back-office : est ’ensemble des solutions qui permettent de mettre en ceuvre techniquement
la GERC. Les composantes principales sont la connaissance client et le datamining. C’est grace
aux informations contenues dans les bases de données que I’entreprise peut proposer des
produits et services adaptés au client via une segmentation et un ciblage adéquats. Pour chacun
des leviers cités en amont, des outils spécifiques doivent étre mis en place, certains pouvant &tre
mutualisés comme par exemple les outils de planification de campagne (workflow, allocation de
ressources, etc.) qui permettent de mettre en place des chainages de campagne avec des rebonds
entre les différents canaux.

D’autres outils sont plus spécifiques au canal internet comme :

e Les outils d’envoi d’e-mailing et de newsletter.

e Les outils de tracking du site internet.

e Les outils de gestion de contenu personnalisé.

e Les outils de ciblage comportemental.

e Les outils de search (recherche) et d’ad-serving™

Ces outils doivent étre intégrés a I’architecture du Systéme d’Information (SI) de I’entreprise pour
constituer une véritable solution GERC, cette solution (outils + architecture) pouvant étre
internalisée, externalisée ou semi-externalisée.

*Outils permettant au client de gérer lui-méme son compte, ses services depuis son espace client.

** Outils de publication des banniéres publicitaires.
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Tableau (1): Technologies ad hoc

Technologie

Avantages

Collaboration Web

Les demandes d’informations commencées en ligne peuvent s’associer a
des communications vocales et étre placées en file d’attente pour traitement
par ’agent compétent.

Le client déclenche des appels non seulement entrants mais aussi sortants.
L’agent envoie des pages Web, applications et mis a jour au client afin de
pouvoir lui fourni devis.

Copies de factures...

La collaboration apporte un niveau d’action supplémentaire par rapport aux
appels en ligne non assistés

Dialogue en ligne
(chat) interactif

Interaction directe en ligne entre un client et un agent.

Acces au dossier du client au début d’un dialogue entrant, par ’affichage
du dernier « clic » ou de la derniere « séries de clics » (pour savoir quelles
pages du site Web il a déja consultées et dans quel ordre).

Avantage économique par rapport a un appel vocal: I’agent peut entretenir
plusieurs dialogues simultanés avec différents clients.

File d’attente
générale

Intégration compléte de tous les canaux d’interaction, afin que les appels
vocaux ou numériques parviennent a 1’agent le plus compétent, son dossier
étant consultable par tout membre du service clientéle.

Intégration dans un canal unique des e-mails, dialogues interactifs, appels
téléphoniques, vidéoconférence, ...

Résolution des
problémes
(technologies de
gestion des
connaissances et
d’auto apprentissage)

Apport de I’information nécessaire pour résoudre les problémes des clients.
Accés des clients a la base de connaissances.

Existence d’une communauté réunissant entreprise, clients et fournisseurs,
qui échangent de I’information via un cadre et un point d’accés fourni par
I’entreprise.

Enregistrement des appels vocaux, traduction des messages sous forme de
texte, insertion des questions et réponses dans une base de données.

Gestion des réponses
par courrier
¢électronique

Identification, traitement et contrle des courriers électroniques regus et
orientation vers la personne la plus 8 méme d’y répondre.

Réponse automatique, standard ou personnalisée aux demandes de
renseignements.

« Robots » de gestion
de la relation client

Logiciels intelligents destinés a suivre [’activité des clients et a leur
proposer des offres en fonction des critéres opportuns.

Reconnaissance
vocale et traitement

Reconnaissance de I’empreinte vocale pour des motifs de sécurité.

Obstacles quant a application de la gestion électronique de la relation client

des messages vocaux
Source: Kristina ZARIC. (2009-2010), « L’impact du Web 2.0 dans I’industrie de 1’e-tourisme en termes de gestion de
la relation client », Mémoire de Recherche Appliquée, ESC Amiens p18.

L.3.1. Définition de la Gestion Electronique de la relation client (GERC)

e-CRM, avec un e pour électronique, correspond a la Gestion de la Relation Client en utilisant
toutes les ressources des TIC, Technologies de l'Information et de la Communication (Fernandez,
2014 :11).

La capacité a établir une relation personnalisée avec le client sur le Web, a lui "pousser" du contenu
en fonction de son profil ou de son historique, a interagir avec lui.

La GERC peut étre défini comme «I’ensemble des démarches, outils et processus permettant
d’adresser les besoins de connaissance des clients, d’analyse et segmentation de ces clients, de
déclenchement d’actions automatisées et d’assistance du client en ligne » ( Pezzalie, 2009 :4).
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- augmenter la valeur a vie de la relation client,

- optimiser l'efficience du marketing, du processus de ventes et du service aupres de la clientele
cible,

- maximiser la valeur des dépenses du consommateur dans un objectif de gain mutuel entre
l'entreprise et le client.

1.2.3. Avantages de la GRC

La GRC permet (gestion de la relation clientéle :2) :

- de développer des services et des produits supérieurs qui répondent aux besoins bien cernés des
clients.

- d’orienter le marketing vers les clients les plus profitables pour améliorer le bénéfice net.

- d’améliorer I’efficience en offrant le soutien et les services aux clients en ligne.

- de prévoir les besoins futurs de ’entreprise en se fondant sur les données concernant les ventes
antérieures et les tendances relatives aux services.

I.3. La GRC et les canaux électroniques

Pour toute entreprise industrielle, commerciale ou autres, les canaux de communication

électroniques sont ceux fondés sur les nouvelles technologies de I’information et de la

communication (téléphonie, internet, ...etc.) (Www.petite-entreprise.net ).

Selon Brown, 1’e-CRM met a disposition des outils ad hoc que I’entreprise doit adopter. Les

technologies ad hoc sont les suivantes.
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Obstacles quant a ’application de la gestion électronique de la relation client

- Le marketing relationnel concerne non seulement les clients mais aussi les autres partenaires de
l'organisation.

- Les différentes parties sont actives dans la relation (aussi bien le client que le fournisseur).

- Larelation est profitable pour chacune des parties en présence (relation gagnant-gagnant).

1.1.2. Objectifs du marketing relationnel

Le principal objectif du marketing relationnel est d’optimiser les performances commerciales de
I’entreprise en développant une relation étroite avec chaque client potentiellement intéressant. Cette
relation se base sur une bonne connaissance du client, sur la satisfaction de ses attentes et sur sa
fidélisation. En d’autres termes, le marketing relationnel s’attache plus au développement des parts
de clients qu’a la conquéte de parts de marché. Pour développer ses parts de client, 1’entreprise
cherchera a élargir le champ de permission accordé par ses clients individuellement (Godin, 2002).
Au-dela de la relation avec le marché des clients, le marketing relationnel vise également a
optimiser les différentes relations que I’entreprise entretient avec son marché interne, son marché de
fournisseurs et de partenaires, son marché d’influenceurs, son marché de recrutement et son marché
de références (Peck, 1999).

I.2. La Gestion de la Relation Client (GRC)
La Gestion de la Relation Client (GRC ou CRM en anglais : Customer Relationship Management)
s’inscrit dans la tendance du marketing relationnel.

1.2.1. Définition

Le concept de CRM (customer relationship management) ou GRC (gestion de la relation client) est

«une démarche organisationnelle qui vise a mieux connaitre et mieux satisfaire les clients identifiés

par leur potentiel d’activité et de rentabilité, a travers une pluralité de canaux de contact (vendeurs,

courrier postal, téléphone, fax, site web, e-mailing, chat, blog, SMS, MMS, WAP push...), dans le

cadre d’une relation durable, afin d’accroitre le chiffre d’affaires et la rentabilité de I’entreprise »

(Alard, 2005 :8).

La GRC est « un processus de modification du comportement du client, cherchant a apprendre a

partir de chaque interaction avec ce dernier. Le GRC vise également a traiter le client de maniére

individualisée et a renforcer le lien existant entre celui-ci et l'entreprise » (Necir, 2007 :2).

La GRC est (Cap Gemini, 2001 :26).

- Une stratégie d'entreprise visant a atteindre une croissance profitable ;

- Un avantage concurrentiel défendable et une compétence d’entreprise ;

- Un outil essentiel a 'amélioration des performances au niveau de 'acquisition, de la rétention et
de la gestion des relations clientéles ;

- Une nécessité a toute entreprise peu importe qu'elle vende des produits ou des services a des
consommateurs ou a des entreprises.

I,2.2. Objectifs de la GRC

L’objectif principal de la GRC est d’améliorer la relation avec les clients en jouant sur deux leviers

(Aubert, 2011:2).

- Satisfaction du client ;

- Capitalisation des connaissances sur la clientéle

Les objectifs secondaires peuvent se présenter comme suit (Zins, 2001 :2) :

12
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Introduction

Le développement des nouvelles technologies de I’information et de la communication ainsi que
I’émergence de la nouvelle économie ont considérablement modifié les modéles économiques. Le
monde des entreprises se caractérise aujourd’hui par un vaste mouvement vers les regroupements et
le leadership mondial, une concurrence mondiale et féroce qui poussent les entreprises a la quéte de
nouvelles stratégies pour conserver leur avantage compétitif, voire sauvegarder leur survie. Par
ailleurs, la saturation des marchés pousse les entreprises a travailler la fidélisation et la relation. La
nouvelle stratégie est construire une relation durable avec des clients choisis en fonction des
bénéfices qu’ils pourront apporter a 1’entreprise durablement.

Notre problématique se présente comme suit :
Quels obstacles entravent ’application de la gestion électronique de la relation client dans les
agences touristiques a Batna ?

Pour y répondre, nous proposons les hypothéses suivantes :

H;- les obstacles matériels et logiciels entravent I’application de la gestion électronique de la
relation client ;

H;- les obstacles humains entravent ’application de la gestion électronique de la relation client ;
H;3- les obstacles liés aux clients entravent 1’application de la gestion électronique de la relation
client.

Objectifs de 1'étude
Cette étude vise a atteindre les objectifs suivants :

- présenter les aspects théoriques de la gestion de la relation client et de la gestion électronique
de la relation client.

- Attirer l'attention des responsables des agences touristiques étudiées, a la présence des
méthodes scientifiques modernes, afin de les utiliser dans la construction d'une relation durable
avec leurs clients.

- Identifier les différents obstacles qui entravent l'application de la gestion électronique de la
relation client dans les agences étudiées.

Le présent article a été divisé en deux parties : une partie théorique présentant les différents
concepts liés au sujet et une partie empirique réunissant les différents résultats de I’enquéte par
questionnaire effectuée au niveau des agences touristiques de la ville de Batna, qui sera cloturée par
des recommandations.

I. PARTIE THEORIQUE

I.1. Le marketing relationnel

I.1.1. Définition

Gronroos (Gronroos, 1997 :4) définit le marketing relationnel comme : "le marketing relationnel,
c'est l'identification, I'établissement, le maintien et le développement de relations avec les clients et
les autres partenaires, avec profit, de facon a ce que les objectifs des parties impliquées soient
rencontrés. Ceci est atteint grace a un échange mutuel et I'accomplissement des promesses faites".
Cette définition met en évidence les points suivants (CADIAT, 2002 :5)

- Larelation s'inscrit dans la durée et évolue dans le temps.
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Obstacles quant a I’application de la gestion électronique de la relation client
(Etude empirique au niveau des agences touristiques de la ville de Batna)
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Dr. Ouarda Khennoufa Pr. Iman Benziane
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Ouarda.khennoufa@gmail.com iman_benziane@yahoo.fr
Résumé:

Le but de cette étude est connaitre les obstacles qui empéchent I’application de la gestion
¢lectronique de la relation client. L’étude a été réalisée aupres d’agences touristiques de la ville de
Batna. Un questionnaire relatif aux différents obstacles faisant face a I’application de la gestion de
la relation client a été ¢élaboré et distribué aux différentes agences. Les résultats montrent que les
obstacles relatifs aux clients sont les obstacles les plus importants tandis que les obstacles humain,
matériels et logiciels ne sont trés importants par rapport aux enquétés. Nous présenterons a cet effet
des recommandations.

Mots-clés : marketing relationnel, gestion de la relation client, gestion électronique de la relation

client, agences touristiques.
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