Edith Salès-Wuillemin 
  
Brigitte Minondo-Kaghad 
  
Pierre De Oliveira 
  
Anthony Clain 
  
Clotilde Bouvin 
  
Anne-Véronique Modi-Perret 
  
Léa Sacristan 
  
  
  
  
  
WHAT IS THE ROLE OF POLE EMPLOI? CROSSED REPRESENTATIONS AMONG JOB SEEKERS AND CAREERS ADVISERS 1 What is the role of Pôle Emploi? Crossed representations among job seekers and careers advisers: between requests for help and types of support provision
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Introduction: Since 2008, Pôle Emploi (PE), the French government agency responsible for handling unemployment matters and unemployment benefits, has undergone a major restructuring, influencing the work of Careers Advisers (CA) and the support and follow-up services provided to Job Seekers (JS). This study examines the representations of PE and support among both CAs and JSs. Objectives: The aim of the study is to contribute to a reflection on CA training. Method: In the first study, 84 CAs and 125 JSs responded to a questionnaire using a Word Association Task (WAT). In the second study, interviews were conducted with 22 CAs and 19 JSs. The data were analyzed based on a lexicometric analysis supplemented by discourse analysis. Results: The core of Advisers' representation was found to include support and JS autonomy with the aim of helping JSs to return to work, while JSs' representations appear to be centered around employment -specifically, appropriate job offers. In addition, when CAs referred to support, they tended to locate JSs in an asymmetrical relationship in which CAs lead the interaction while JSs remain passive.

Conclusion:

The gap between the two sets of representations, together with the position implicitly adopted by CAs, has significant implications for the provision of support. This point is the subject of the discussion.

Résumé

Introduction

This study was conducted in partnership with Pôle Emploi (PE) in the broader context of a process of organizational change. The aim was to compare the representations that Job Seekers (JS) and Careers Advisers (CA) have of PE (France's government-run unemployment agency) and of their respective positions and roles as regards access and return to employment. A comparative study of representations provides a basis for examining the representations that JSs and CAs have of the same object (i.e. Pôle Emploi) and of assessing differences with a view to making recommendations with respect to CA training.

Pôle Emploi: radical organizational change

The partnership with Pôle Emploi is set against the backdrop of a major restructuring of the government services and regions responsible for supporting Job Seekers (JS). This restructuring has significantly affected the provision of services and, in particular, the roles and responsibilities of Advisers in supporting JS.

PE is a government agency created in 2008 following the merger of the ANPE (Agence Nationale Pour l'Emploi, or National Employment Agency) and the ASSEDIC (Association pour l'Emploi dans l'Industrie et le Commerce, or Association for Employment in Industry and Commerce). The ANPE was responsible for job advertisements and placements, while the ASSEDIC managed unemployment benefits. In 2010, the personnel responsible for providing career guidance within the AFPA (Agence Nationale pour la Formation Professionnelle des Adultes, or National Agency for Adult Vocational Training) were also transferred to PE.
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Because of the merger, the responsibilities of PE have changed and become more specific1 .

The agency's responsibilities now focus on five different areas.

(1) advice/guidance, which includes reception, information and guidance for individuals in employment or seeking employment and in a range of areas such as integration, mobility guidance/advice and the identification of training needs.

(2) Recruitment, which includes targeting partner companies for support in making their requests and applications and forging links with JSs.

(3) Inspection, including conducting checks that JSs are actively looking for work; (4) compensation/benefits for eligible JSs; data management and communication, covering the collection, processing and provision of employment data; and

(5) Applying public policy, including implementation and management of government policies, regions and UNEDIC (Union Nationale Interprofessionnelle pour l'Emploi dans l'Industrie et le Commerce, or National Professional Union for Employment in Industry and Trade) unemployment benefits. This study focuses on the guidance/advice component.

The changing role of advisers and job seeker support

The recent Viry report (2018)2 commissioned for the National Assembly showed that there are four main categories of advisers in positions other than support and management roles: benefits advisers (20% 

CV writing).

But to what extent are the different kinds of support integrated and understood in the same way by CAs and JSs? What is the role and status of the "support" and "autonomy" elements in the representations that each group has of PE?

Social representations and professional representations

Representations are a set of concepts and beliefs socially developed and shared by a group [START_REF] Moscovici | La psychanalyse, son image, son public[END_REF]. They are structured around a core as a system (termed the central core).

The central core comprises the most prominent elements of the representation -in other words, elements that are shared and rapidly available and that are seen as defining features and as being important because of their close connection with the group's norms and values (e.g. [START_REF] Abric | Nature et fonctionnement du noyau central d'une représentation sociale : la représentation de l'entreprise[END_REF][START_REF] Abric | L'approche structurale des représentations sociales, développements récents[END_REF][START_REF] Lheureux | Hiérarchie structurale, conditionnalité et normativité des représentations sociales[END_REF][START_REF] Lheureux | Hiérarchie intra-noyau et négociabilité des éléments centraux d'une représentation sociale[END_REF]. The periphery includes all other elements -i.e. any element that does not meet these criteria -and serves to protect the central core and to support the process of adapting to the surrounding reality. In some cases, its function is to manage contradictions between a changing reality and a stable (i.e. unchanging) central core (e.g. Rateau & Lo Monaco, 2016).

Social representations enable individuals to share a common reality (e.g. [START_REF] Jodelet | Les représentations sociales[END_REF]Duveen & Lloyd 1990;[START_REF] Wachelke | Social Representations: A Review of Theory and Research from the Structural Approach[END_REF]. In the specific field of work, they amount to a common reference framework (Salès-Wuillemin, [START_REF] Salès-Wuillemin | La représentation sociale de l'hygiène chez les professionnels de santé : Intérêt du recueil par entretien et de l'analyse discursive des opérateurs de liaison issus du modèle des Schèmes Cognitifs de Base (SCB)[END_REF]. Social groups represent the foundation or substratum of social representations, while professional or work-related representations are borne by professional groups through their education and training and their work activities. Just as social representations relate to objects of social reality, so professional representations focus on work organization.

Professional groups form their professional representations during training and the process of professionalization. The integration of specialist knowledge and the implementation of professional practices result in the use of a more specialized and restricted vocabulary and in a narrowing of the representation around a limited number of widely shared core elements (Salès-Wuillemin, Morlot, Fontaine, Pullin, Galand, Talon & Minary-Dohen, 2011).

Professionals tailor and adapt their representations in the course of professional practice and through interactions with other professionals [START_REF] Guimelli | La fonction d'infirmière: pratiques et représentations sociales[END_REF][START_REF] Piaser | La différence statutaire en actes : le cas des représentations professionnelles d'enseignants et d'inspecteurs à l'école élémentaire[END_REF][START_REF] Bataille | Représentations sociales, représentations professionnelles, système des activités professionnelles[END_REF][START_REF] Lac | Les représentations professionnelles et l'implication professionnelle comme modèle d'intelligibilité des processus de professionnalisation[END_REF]. It is precisely what happens, for example, in best practice sharing groups.

The value of studying the representations that groups have of their own reality -whether their social or professional reality -lies in the fact that while representations guide behavior [START_REF] Abric | Pratiques sociales, représentations[END_REF], they also reveal the structure and development of the social or professional framework within which they were initially constructed. What we see are points of divergence between groups in relation to a given object. Divergences arise from intergroup relations and the embeddedness of each group within their own collective or shared realities [START_REF] Doise | Les représentations sociales : définition d'un concept[END_REF][START_REF] Clémence | Prise de position et principes organisateurs des représentations sociales[END_REF][START_REF] Lorenzi-Cioldi | Les principes organisateurs des representations sociales[END_REF] and have implications for how work is planned, implemented and regulated by individuals and groups (Vaast & Walsham, 2005).

In a service situation, the structure of work connects two individuals, one of whom belongs to the group of service providers, and the other to the group of recipients. The goal of the situation is to deliver a service [START_REF] Goffman | Asiles. Etudes sur la condition des malades mentaux[END_REF]). To reach this goal, the service provider and the recipient operate within an interdependent relationship, which requires a work alliance [START_REF] Roy | La consultation en psychologie du travail : une question de relation… constructive[END_REF]. In other words, they must cooperate and work collaboratively to achieve a common goal (Bourguignon, 2005). In the case of PE, the service provided by CAs is the provision of support and the recipients are JSs. Thus, although the situation requires working collaboratively, the service provider and the recipient have different levels of education and access to different levels of information, in other words different representations. Drawing on Abric (2004, p. 94), who found that the behavior of individuals and groups is determined by their representation of the situation, this study examines the representations that service providers and recipients have about both PE and the role performed by the two categories of individuals within the support process.

According to Abric (2001, p. 98) Minimum Income Benefit) system. The key recommendation was to support young people in becoming more autonomous -in other words, to ensure that they depend as little as possible on others. However, there appears to be evidence of a discrepancy between this general rule or recommendation and social workers' professional representation of their role. In practice, this discrepancy amounts, for some of them at least, to the idea that helping young people to become independent means ensuring they have a home and a job, whereas for others it also includes the internalization of social norms and rules. The authors also note that professionals tend not to use the term 'autonomy' when communicating directly with recipients, since the term reflects an institutional language reserved for interactions with other social workers and because it would not be appropriate to address recipients, while reminding them of their status as non-autonomous individuals. This explains why service provider-recipient communication does not include the autonomy element, despite it being a central element.

Auzoult, Abdellaoui and Lheureux (2012) also examined representations of autonomy based on the assumption that the concept is central to social policy and lies at the heart of the practice of professionals on the ground. Their study focused on educational and career guidance and counselling. The study involved conducting interviews and questionnaires among three populations of advisers (conseillers d'orientations psychologues, conseillers en insertion, conseillers en bilan de compétences). For the purposes of the questionnaire, the authors used the Mise En Cause (MEC) method, also known as the Attribute-Challenge Technique (ACT) (e.g. [START_REF] Moliner | Les représentations sociales : pratique des études de terrain[END_REF][START_REF] Lo Monaco | Methods for Studying the Structure of Social Representations: A Critical Review and Agenda for Future Research[END_REF]. They showed that the central elements, for at least one of the three groups studied, was Support, Cooperation, Independence and Realization. The analysis also showed that autonomy was defined by the participants as meaning "understanding your choices", "not being passive, being able to make choices", "answering questions yourself"

and "relying on your own resources". Although in this study, the authors compared participants' representation of the opinions of other guidance and counselling professionals and the opinions of user-recipients, they did not directly measure the latter's representationa requirement in providing a complete analysis, particularly since the context is a relationship of interdependence, an intrinsic feature of the service relationship.

The use of a technique for measuring representations based on the compared representations method is relevant in considering this question. Based on research by Chaffaut et al. (2003) and [START_REF] Auzoult | Représentation de l'autonomie dans le champ de l'orientation scolaire et professionnelle[END_REF], we can expect significant differences between the representations that CAs and JSs have of PE. In the case of Advisers, we assumed that their representation of PE would be structured around the Support and Autonomy elements. By contrast, among JSs, we assumed that these elements would only appear on the periphery (Hypothesis 1). In addition, drawing on Salès-Wuillemin et al. ( 2011), given their training and professional practice, we anticipated that Advisers would use a more specialized and more restricted vocabulary, and demonstrate more consistent core cognitions compared to Job Seekers. More precisely, it was anticipated that Advisers would use 1/more specific terms related to the field of counselling; 2/a lower number of different words; and 3/more associated words from the central core (Hypothesis 2).

Language and Representations

Many studies devoted to social and professional representations use language as a means of accessing representations (see Lo Monaco, Piermatteo, [START_REF] Lo Monaco | Methods for Studying the Structure of Social Representations: A Critical Review and Agenda for Future Research[END_REF]. Indeed, in some cases, the relationship posited between language and representations is so closed that some authors have suggested viewing representations as "linguistic repertoires" [START_REF] Potter | Some Problems underlying the theory of social representations[END_REF]. It is beyond the scope of this paper to delve into the detail of this theoretical debate. Suffice to say that data in this area are generally collated using questionnaires, in which questions designed to characterize or challenge may be included. An increasing number of studies take a qualitative approach with the aim of examining the content and structure of representations in some detail (e.g. [START_REF] Abric | Méthodes d'étude des représentations sociales[END_REF][START_REF] Moliner | Les représentations sociales, fondements historiques et développements récents[END_REF][START_REF] Lo Monaco | Methods for Studying the Structure of Social Representations: A Critical Review and Agenda for Future Research[END_REF].

Verbal data are often collected using a Word Association Task (WAT), also known as a

Verbal Association Task (VAT) [START_REF] De Rosa | Sur l'usage des associations libres dans l'étude des représentations sociales[END_REF][START_REF] Moliner | Méthode d'associations verbales, pour les sciences humaines et sociales, fondements conceptuels et aspects pratiques[END_REF][START_REF] Salès-Wuillemin | Evolution of Nurses' Social Representation of hospital Hygiene: from training to practice[END_REF]) directly incorporated into a questionnaire. Using a prototypical analysis [START_REF] Vergès | L'évocation de l'argent : une méthode pour la définition du noyau central d'une représentation[END_REF][START_REF] Moliner | Méthode d'associations verbales, pour les sciences humaines et sociales, fondements conceptuels et aspects pratiques[END_REF] combining the citation frequency and ranking (in terms of utterance/importance) of induced terms, we can identify the most salient cognitions directly activated about the object. In other words, it is possible to identify the cognitions that are likely to be central (Guimelli & Deschamps, 2013;[START_REF] Lo Monaco | Methods for Studying the Structure of Social Representations: A Critical Review and Agenda for Future Research[END_REF][START_REF] Moliner | Méthode d'associations verbales, pour les sciences humaines et sociales, fondements conceptuels et aspects pratiques[END_REF]). An analysis of salient elements can be conducted to highlight gaps and discrepancies in the representations. Using a Word Association Task, the aim here is to determine the role that CAs and JSs assign to different elements such as Support and Autonomy in their representations of PE.

The interview method, though more time-consuming, can also be used to refine the approach and to qualitatively assess not only how cognitions are organized (e.g. [START_REF] Morant | Social representations and professional knowledge: The representation of mental illness among mental health practitioners[END_REF] but also how they make sense and reflect a 'rational' ('reasoning') logic (Salès-Wuillemin, [START_REF] Salès-Wuillemin | La représentation sociale de l'hygiène chez les professionnels de santé : Intérêt du recueil par entretien et de l'analyse discursive des opérateurs de liaison issus du modèle des Schèmes Cognitifs de Base (SCB)[END_REF].

Use of the interview method has increased since the introduction of software designed for performing lexicometric and structural analyses of verbal data (Lebart & Salem, 1988;[START_REF] Marchand | L'analyse du discours assistée par ordinateur[END_REF]. The range of tools now available include Tropes®, Sphinx Lexica®, Spadt®, Alceste® and IRAMUTEQ®. The latter two are the most commonly used tools in research on social and professional representations (e.g. [START_REF] Piaser | Des représentations sociales aux représentations professionnelles[END_REF][START_REF] Kronberger | Key words in context: statistical analysis of text features[END_REF]Geka & Dargentas, 2010). They can be used to perform lexicometric analyses of words used by frequency of occurrence, but also for a range of statistical processes based on an analysis of co-occurrences, as in, for example, Correspondence Analysis (CA) and Principal

Component Analysis (PCA), Ascending Hierarchical Classification (AHC), Similarity

Analysis and, at an even more basic level, Word Clouds. This study uses PCA and Similarity

Analysis.

In this study, the aim was to highlight oppositions between representations of PE among CAs and JSs. We used PCA, which provides a means of identifying areas of conflict or opposition between different study groups. Another aim of this study was to highlight the network of meanings associated with PE among CAs and JSs. We used Similarity Analysis [START_REF] Flament | L'analyse de similitude : une technique pour les recherches sur les représentations sociales[END_REF], which is based on graph theory and uses Kruska's algorithm as a means of representing, as a connected graph without cycles (or tree), the word associations made by participants in a study [START_REF] Bouriche | L'analyse de similitude[END_REF].

The approach taken is supplemented, by considering how the two groups view the target referents, relative to the reality that they are describing [START_REF] Ghiglione | Enjeux et discours : le paradigme de la cohérence[END_REF][START_REF] Bromberg | Psychologie Sociale et Communication[END_REF][START_REF] Salès-Wuillemin | Psychologie sociale expérimentale de l'usage du langage[END_REF][START_REF] Castel | Psychologie sociale, communication et langage : de la conception aux applications[END_REF].

We provide an analysis of the different representational worlds using Propositional Discourse Analysis (PDA), as described by Ghiglione, Landré, [START_REF] Ghiglione | L'analyse automatique des contenus[END_REF]. PDA focuses on the syntactic structure of propositions that include the target referents. Propositions are reduced to their canonical form X P y, where X is the subject of the sentence (the Actant), P is the Predicate (Verb) and y is the argument (Complement). PDA highlights the position (or role) given to the referent. The Actant position -or the subject of the sentence -gives prominence to the capacity of the referent to perform the action and, in a sense, to direct and control it. By contrast, when it is Acted upon -in other words, when it functions as a complement in the sentence -the referent undergoes the action performed without having any control over it [START_REF] Salès-Wuillemin | Les indicateurs discursifs de l'explication[END_REF][START_REF] Salès-Wuillemin | Psychologie sociale expérimentale de l'usage du langage[END_REF][START_REF] Castel | Les partitions discriminantes dans la négociation du contrat de communication[END_REF].

This approach is useful for examining representations of the relationship between CAs and JSs together with the role and position that they give themselves when describing the provision of support services. In this service relationship, the service serves to mediate the relationships between professionals and users. According to [START_REF] Gadrey | Les relations de service et l'analyse du travail des agents[END_REF], what this involves, is a shift from a traditional binary configuration (involving the professional and the service provided) to a triangular configuration (i.e. the professional, the user and the service). [START_REF] Gadrey | Les relations de service et l'analyse du travail des agents[END_REF] argues that, when the service provider is able to sanction the recipient, more often than not, the relationship will involve a transaction between the two parties. However, the point here is to determine the extent to which the relationship is perceived, by both the CAs and the JSs, either as a working alliance that involves both parties working together as a team, or as an asymmetrical relationship in which one person leads and the other one follows.

A study focused on propositions targeting the referent Support (or equivalent items) can provide a basis for assessing how advisers and job seekers represent the relationship (i.e.

symmetrically or asymmetrically) and for examining their respective positions as Actants or as Acted upon. For exploratory purposes, we hypothesize that CAs tend more often to position themselves as Actants compared to Job Seekers, and vice versa in the case of the Acted-upon position (Hypothesis 3).

Method

The research reported in this paper involved two studies. The first one used a Word Association Task (WAT), while the second was interview-based. In both studies, Careers Advisers (CAs) and Job Seekers (JSs) took part.

The Word Association Task (Study 1)

Population: 209 participants, all of whom volunteered to participate in the study, were contacted to respond to a questionnaire in three Collection method: The participants answered a questionnaire handed out by the investigators, either in the reception area of the agency (in the case of the JSs) or within the agency (in the case of the CAs). The JSs completed the questionnaire in a dedicated confidential area, while the CAs filled it in within the agency service area. The questionnaires were self-administered, although the investigator was available to answer any questions from the participants.

Participants had approximately ten minutes to complete the questionnaire. They were required to answer the identification questions and then the WAT. They had to associate the first 5

words that came to mind, when hearing the term 'Pôle Emploi'. The WAT highlighted the cognitions associated with PE. The aim was to identify the various prominent (i.e. frequent and available) and therefore potentially central elements of the representation.

Data analysis method:

A prototypical analysis was performed [START_REF] Vergès | L'évocation de l'argent : une méthode pour la définition du noyau central d'une représentation[END_REF][START_REF] Moliner | Méthode d'associations verbales, pour les sciences humaines et sociales, fondements conceptuels et aspects pratiques[END_REF]. The associated words were broken down using a figure representing the 4 areas of the representation: the potentially central area, the contrast area, the first periphery and the second periphery. Two criteria were applied: citation frequency (sharing and consensus) and ranking (availability). The most cited words and those with a low ranking are classified in the central area. The least cited words with a low ranking are classified in the contrast zone. The most cited words with a high ranking are classified in the 1 st periphery.

Finally, the least cited words with a high ranking are classified in the 2 nd periphery.

WHAT IS THE ROLE OF POLE EMPLOI? CROSSED REPRESENTATIONS AMONG JOB SEEKERS AND CAREERS ADVISERS 15

To calculate the threshold above which a word is deemed to be heavily (as opposed to infrequently) cited, a binomial test (see [START_REF] Salès-Wuillemin | Evolution of Nurses' Social Representation of hospital Hygiene: from training to practice[END_REF]) was used, based on the binomial law, a probability law for determining the probability p that k individuals produce the same associated word.

= = =

We posited a probability of p<.001 to calculate the threshold above which a word is considered to appear frequently. The average-split method was used, to determine the threshold above which words are deemed as having a low (below average) or high (above average) ranking.

Interviews (Study 2)

Population: We conducted 41 interviews, including 22 with Careers Advisers (CAs) and 19

with Job Seekers (JSs). The participants were interviewed at the same PE agencies (Job Centre), as those used in the first study, but did not include any of the participants who took part in the first study.

Collection method: The participants were interviewed by 3 different interviewers (to avoid interviewer bias) using semi-structured interviews (average duration: 60 minutes). The interviews were conducted one-to-one in a confidential area of the agency. The same PE agencies was used for both the JSs and CAs. The JSs were contacted directly within the agency, either following a meeting with their CA, after a training session or during a visit to their PE agency on their own initiative to ask for information.

The interviews began with an introductory description of the context and objectives of the study, and the role and position of the interviewer and interviewee. The guarantees relating to participation in the study were then set out. Another purpose of the introductory remarks was to obtain the consent of participants in relation to the subject matter of the interview, and to record the discussion. Consent was given orally and, once given, a general inductive question set out the topic of the interview, i.e. the representation of PE. The interviewee's identity was initially explored using a standardized formula (see [START_REF] Salès-Wuillemin | Les entretiens professionnels théorie et applications[END_REF] used to activate the social identity of the interviewee. The formula is also kept deliberately broad to limit the risk of influence: "As a PE adviser (or Job Seeker), can you please tell me what Pôle Emploi means to you?".

During the unstructured part of the interview, which immediately followed the introduction of the directive question, the interviewer only made unstructured interventions and asked unplanned questions only (Blanchet & Gottman, 2010). We analyzed this section of the interview. We were thus able to measure the spontaneous representations of interviewees before introducing specific topics directing them to defined areas within the representation [START_REF] Salès-Wuillemin | Méthodologie de l'enquête[END_REF].

Method of analysis:

We transcribed the data and then prepared the corpus to perform the lexicometric analysis and Propositional Discourse Analysis. In accordance with the recommended rules of IRAMUTEQ, we removed the interviewer's pointers and reminders. In addition, to perform the manual analysis of propositions containing the target referent Support or its semantic equivalents (to support, help, to help), we carried out disambiguation by replacing deictic words ("that", "this"), possessive pronouns ("his", "her") and personal pronouns ("he", "I", "we") by the appropriate referent ("Support", "Help", "Job Seeker", "Pôle Emploi Adviser"). The propositions were extracted using IRAMUTEQ®.

Results of the Word Association Task

Comparative representations of Pôle Emploi: Prototypical analysis and PDA of associated words Insert Table 1 here

Both the lexicometric analysis and the prototypical analysis (Table 1) revealed differences in the words associated by the two groups. The study found that Support, Listening and Job/Employment were common to both groups and located in both cases in the central core. The Support element was the most frequently cited item in the CA group (49.4%), while the most frequently cited word in the JS group was Help (26.2%). There were 6 potential central elements among the CA group and 8 in the case of the JS group.

The ANOVA analysis also showed that, on average, the CAs uttered a greater number of associated words (M = 4,20, SD = 1,26) than the JSs (M = 3.56, SD = 1.76). The difference was significant F(1.207) = 9.35, p = 0.003, η2 =.29). Similarly, on average, the CDAs uttered a greater number of central words (M = 1.83, ET = 0.69) than the JSs (M = 1.31, ET = 1.16).

This difference was also significant F(1.207) = 16.5, p = 0.001, η2 =.43). These results partly support Hypothesis 2 and confirm that there is greater consensus within the CA group.

However, the findings do not support the idea of a smaller field of representation within this group.

Elements specific to each group were also found in the central core These results partly support Hypothesis 1. The two representations differ since they do not include the same elements within the central area [START_REF] Lo Monaco | Représentations sociales : théorie du noyau central et méthodes d'étude[END_REF]. However, contrary to Hypothesis 1, the two representations include the central item Support. Contrary to expectations, Autonomy was not found to be a central element in the CA group.

To measure the differences between the two groups of participants, a Principal Component Analysis (PCA) was performed, on the associated words found in the central area.

Insert Figure 1 here

Based on the PCA (Figure 1), Axis 1 accounts for 69.92% of inertia, while Axis 2 accounts for 30.08% of inertia. On Axis 1, the CAs contrast with the JSs, referring specifically to Support and Public Service, while the JSs referred to Help and Job search. Both groups referred collectively to compensation, training, listening, advice and job/employment. In other words, the JSs' representation of PE was centered around the provision of support services, which they termed job search assistance, while the representation of the same concept among the CAs was found to center both on the provision of support services and on the status of PE, a state agency performing a public service mission under government control. These results partly support Hypothesis 1.

Interview results

Comparing representations of Pôle Emploi: A similarity analysis

We extracted a sub-corpus confined to the unstructured part of the interview, using IRAMUTEQ®. The sub-corpus contained 2,149 words for the CAs and 1,745 words in the case of the JSs. A similarity analysis was then performed on the sub-corpus [START_REF] Flament | L'analyse de similitude : une technique pour les recherches sur les représentations sociales[END_REF].

Only the most frequent co-occurrences of words were selected (Fc. > 20). To facilitate interpretation, we chose to present the data in a similarity tree in the form of communities and a halo.

Insert Figure 2 In other words, for advisers, the representation of PE tends to be structured around their anything"), come (e.g. "we've just signed a subsidized contract (…) fundamentally it's really important, but in practice getting two advisers from two different branches plus the employer to come together means less time for other things"), and offer (e.g. "they think they're going to be offered a job just like that").

This activity covers the provision of services aimed at job seekers (people, persons) who may have a greater or lesser degree of autonomy, and represents a form of support in searching for a job. These findings appear to support Hypothesis 1. Support has a high frequency of occurrence (Fc. = 60), while Autonomy is also present, though less frequently (Fc. = 27).

The following interview excerpt illustrates the typical thought processes observed among some of the CAs (the words that appear in the similarity analysis are underlined).

( In other words, for JSs, the representation of PE is structured around themselves (i.e. it is selfcentered). For JSs, you must go or travel to Pôle Emploi, meet with Pôle Emploi advisers, find employment (a job), work and receive advice. Consistent with Hypothesis 1, this representation does not include the elements Support and Autonomy.

A qualitative analysis of the interviews shows that some Job Seekers tend to refer to the fact that PE is a structure that lets them down because it provides no job offers. JSs in this category account for the largest proportion of the sample (9/19). For others, PE is a structure that provides job offers and benefits. In addition, they also alluded, albeit less frequently, to PE as a structure providing support to find employment. JSs in this category account for a smaller proportion of the sample (6/19). Lastly, others view PE, not as a structure whose role it is to find them a job, but as an institution designed to support them through training and to provide them with tools to help them find a job. Participants who held this view made up the smallest group of JSs (4/19). Three interview excerpts will serve to illustrate the differing perceptions. We chose the following excerpts precisely because they illustrate the most typical representations. In other words, they contain the greatest number of elements of the representation highlighted by the similarity analysis. The relevant items are underlined.

(JS No.9) In other words, there is a discrepancy between how some JSs and CAs perceive PE -a discrepancy deeply felt by some of the CAs and illustrated in the following excerpt:

(CA No. 3) No, but my job isn't to find people work, it's not my main duty -it's the cherry on the cake, the end goal, the objective. I'm here to give them the right tools to look for a job, write their CV and cover letter, do well in their interviews and take a proactive approach. If they do eventually find work, it will be their own doing because they will be ones who will have got the process underway. They don't often make the distinction. In my opinion, they seem to have the wrong idea about what we do.

Comparing representations of Pôle Emploi in relation to Support: Propositional Discourse Analysis

Finally, to establish how CAs and JSs view the adviser-job seeker relationship -a relationship forged and structured around the support service -we compiled a sub-corpus of propositions related to this element and its equivalents using IRAMUTEQ®.
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We identified 579 propositions in the interviews with the Advisers and 49 propositions in the interviews conducted with the Job Seekers. A manual coding of each proposition was performed, providing a means of counting the number of times the target referents (i.e. job seekers and advisers) were referred to, together with their syntactic position (actantial position) as subject of the proposition (Actant) or as a complement (Acted upon). For each referent, an Actancity index was calculated (in proportional terms). The index was computed in the same way for the positions of Actant and Acted upon by simply inverting the terms.

=

Fc. Actant Fc. Actant + Fc. Acted upon In other words, the Actancity index is a score ranging from 0 to 1. A single-factor ANOVA test was performed, with the Group as Independent Variable (VI) and the 4 Actancity scores as Dependent Variable (DV): Adviser (Actant), Adviser (Acted upon), Job Seeker (Actant), Job Seeker (Acted upon).

The 1x2 general MANOVA analysis performed on the 4 Actancity scores without distinguishing between them shows a significant difference between the propositions uttered by the Advisers and those uttered by the Job Seekers (F(4.33) = 2.47, p<.001, η2 =.49).

Insert Table 2 here

The ANOVA analysis presented in Table 2, performed on each of the indicators, shows that the advisers tended more often to position the referent Pôle Emploi Adviser as an Actant (M = 0.82) than the Job Seekers (M = 0.30). The difference is significant (F(1,39) = 25.11, p<.001, η2 =.39). By contrast, no significant difference was found between the Pôle Emploi Advisers (M = 0.17) and the Job Seekers (M = 0.06); (F(1,39) = 2.87, p<.10, η2 =.07), in how they defined the same referent as being Acted upon. In addition, the results show that Pôle Emploi Advisers were more likely to position the referent Job Seeker (M=0.39) as an Actant compared to the Job Seekers (M=0.07). The difference is significant (F(1,39) = 30.05, p<.001, η2 =.44). Lastly, the study found that Pôle Emploi advisers tended more often to position the referent Job Seeker as being acted upon (M=0.52) than did the Job Seekers themselves (M=0.11). This difference is significant (F(1,39) = 41.6, p<.001, η2 =.52).

In short, our research shows that advisers tend to position themselves as grammatical subjects,

or Actants, and, therefore, as agents in any given situation, controlling the provision of support and dominating the relationship. This finding is consistent with the results of the similarity analysis of words associated with Pôle Emploi. The second study supplements the findings of the first study by showing that Support plays a central role in the interviews conducted with CAs. For the CAs, support takes the form of the provision of a service aimed at JSs, with the specific type of service being dependent on the JS's level of autonomy. These findings support Hypothesis 1. Consistent with this hypothesis, JSs were found to make little reference to Support. The study found that they make much use of the term 'help' and associate it with 'job offer' and 'advice', indicating a significant discrepancy between the two representations since, for CAs, job offers are not central and JSs need to search for jobs on their own. The CA's role is to provide the support that JSs need in order to go about looking for employment. By contrast, JSs expect support to take the form of assistance in finding a job and to lead to an actual offer of employment. The study found that the gap between the two sets of representations could lead to frustration among some JSs.

Based on a discourse analysis of the interviews, the study found what when CAs referred to support, they were more likely than the JSs to define themselves as Actants. They were also more likely to view JSs as being Acted upon compared to the JSs. We may therefore conclude that while CAs tend to focus on the autonomy of JSs, they assume an asymmetrical relationship in which the CA is positioned as the Actor and the JS as the Agent. Thus, while the CAs were found to make explicit reference to JS autonomy, from the point of view of their implicit use of language, autonomy is far from being a given. As noted by [START_REF] Astier | Les transformations de la relation d'aide dans l'intervention sociale[END_REF] in discussing support services, the perception of the support relationship needs to change to ensure that it shifts from work on the recipient to work with the recipient. In other words, what is needed is a move away from the representation of a passive other to an active other, with this move requiring a revision of the support role and position.

However, this study has several limitations. First, the samples used were too small for a study of social representations. The study would benefit from being extended to a larger population of careers advisers and job seekers.

Another limitation relates to the specific profiles of the careers advisers and job seekers who participated in the study. No distinction was drawn between the different participants (whether advisers or job seekers) based on the type of support provided. However, as noted above, the approach to support varies widely and involves either monitored support (where the careers adviser and the job seeker meet infrequently, the job seeker having been assessed as being independent) or enhanced support (provided to job seekers who are potentially able to work because they are willing and proactive but require targeted support). In the latter case, the CA and the JS meet more frequently.

Despite this limitation, the study raises a number of important points about the gap between the representations that job seekers and careers advisers have of Pôle Emploi. This gap can lead to frustration among some JSs, who report feeling let down by Pôle Emploi, which, in their view, fails to deliver the services they expect -meaning, above all, the offer of a job. By contrast, other JSs share the same representation as CAs. For them, Pôle Emploi is highly effective in fulfilling its duty to support them in gaining employment by offering appropriate training courses and tools.

Based on an analysis of the actantial position, the study also showed that CAs tend not to perceive JSs as agents of their own actions, generally viewing them instead as being acted upon while seeing themselves as agents. As noted in the introductory section, autonomous JSs account for just 31% of all JSs. We may hypothesize that CAs tend to perceive JSs as having little agency over their choices, which is the most common scenario they encounter in their work. The actantial position of JSs in the discourse of CAs shows that, there is a contradiction between the autonomy of JSs (i.e. the end goal of support) and the perception that advisers have of JSs -a contradiction of which advisers are not necessarily aware and that merits further investigation.

It can also be hypothesized that JSs may feel (perceive) this gap -for example, in how a counsellor speaks to them during support and follow-up meetings. Their perception can have a direct impact on job seekers' motivation and commitment, but also on their self-esteem.

Research by [START_REF] Bourguignon | Chapitre 4. Le chômage analysé à la lumière de la stigmatisation[END_REF] showed that job seekers tend to be stigmatized, causing them to adopt self-protective strategies. In a future study, we will therefore aim to conduct observations of support meetings and interviews between job seekers and advisers.

This will provide a means of directly studying human interactions -i.e. how such meetings and interviews are conducted, but also the framework and overall structure governing them. It will also provide an opportunity to observe how CAs and JSs speak to each another and to examine the content and substance of their discussions.

To extend this research, we will seek to make suggestions for training advisers to encourage them to develop a working alliance with job seekers. Specifically, the idea would be to train advisers to lay the foundations of the support framework, to define the terms under which such support is to be provided and to establish a balanced and symmetrical relationship with job seekers. Advisers could be encouraged to articulate and set out the aims of the support that they provide together with the proposed interventions. They could also be encouraged to specify their expectations of job seekers (and vice versa). An approach such as this would lay the foundations for effective communication around the kind of support and follow-up provided to the job seeker and its implications.

By fostering greater awareness, advisers could be trained to ensure that when conducting meetings and interviews, they address JSs in such a way that the latter are positioned as agents of their future actions.

Promoting greater awareness among advisers would help to establish a more balanced and symmetrical relationship in which job seekers feel genuinely involved and consulted, allowing their own expectations to be expressed and articulated and their own point of view to be acknowledged. This is a key point if the end goal of support and follow-up is to ensure the autonomy and empowerment of job seekers.

  Introduction : Pôle Emploi (PE) a connu, depuis 2008, des restructurations qui ont impacté les missions des Conseillers (CEP) et l'accompagnement des Demandeurs d'Emploi (DE). L'étude porte sur les représentations que les CEP et les DE, ont de PE et de l'accompagnement. Objectifs : Apporter des éléments de réflexion concernant la formation des Conseillers. Méthode : Dans la première étude nous questionnons 84 CEP et 125 DE au moyen d'une Tâche d'Associations Verbales (TAV). Dans la deuxième étude nous interrogeons 22 CEP et 19 DE par entretiens. L'analyse des données est réalisée par analyse lexicale complétée par une analyse de discours. Résultats : La représentation des conseillers est centrée sur l'accompagnement et l'autonomie des DE, pour un retour vers l'emploi. La représentation des DE est centrée sur l'emploi, entendu comme la proposition d'offres d'emploi adaptées. Parallèlement quand ils évoquent l'accompagnement les CEP positionnent les DE dans une relation asymétrique, où le CEP conduit l'interaction et le DE la subit. Conclusion : L'écart entre ces deux représentations et la posture qu'adopte implicitement le CEP a des répercussions importantes sur le déroulement de l'accompagnement. Ce point fait l'objet de la discussion. Mots clefs : accompagnement ; demandeurs d'emploi ; représentations sociales et professionnelles ; analyse lexicométrique ; analyse de discours.

  , representations are not isolated but interconnected, forming a simultaneously social and symbolic environment. Chaffaut, Aldeghi, Cohen-Scali, Mahe and Bouscasse (2003) took their cue from Abric in their interview-based qualitative study of social work professionals. They found that the notion of autonomy forms part of the institutional culture and has become central to the work of social workers as a result of their professional practice being increasingly governed and regulated by this very notion, particularly following the introduction of the RMI (Revenu Minimum d'Insertion, or

  PE regional agencies. The group of Careers Advisers (N = 84) comprised 17 men and 67 women (mean age M = 41.8 years, SD = 7.63); Years of experience (M = 10 years, SD = 6.79); Mean size of Job Seeker Portfolio (N = 250, SD = 120.8). The group of Job Seekers (N = 125) comprised 50 men and 75 women (mean age M = 36.21 years, SD = 10.3; First registration at PE (N = 49), multiple registrations (N = 75; antecedence of the first registration M = 5.13), No response (N = 1).

  . The CAs referred to Public Service, Job/Employment and Advice, while the JSs referred to Help, Job Search, Compensation, Training and Unemployment. The two networks of associations therefore have different meanings.

  (a) and Figure 2 (b) here In the case of the CAs, the similarity analysis (Figure 2 (a)) highlights a structure governing the elements making up the representation of PE in two areas. The larger area concerns the CAs themselves, while the second relates to JSs. In the area containing the CAs, there are 18 associated words: Pôle Emploi (Fc. = 159), go (Fc. = 65), see (Fc. = 58), adviser (Fc. = 38), employer-s (Fc. = 37), job/employment (Fc. = 34), time (Fc. = 35), take (Fc. = 32), put (Fc. = 29), try (Fc. = 29), service (Fc. = 29), people (Fc. = 29), ask (Fc. = 28), think (Fc. = 27), little (Fc. = 26), time (Fc. = 24), come (Fc. = 22) and offer (Fc. = 21). In the area containing job seekers, there are 7 associated words: persons (Fc. = 113), support (Fc. = 60), job (Fc. = 53), people (Fc. = 44), need (Fc. = 42), job search (Fc. = 35) and autonomy (Fc. = 24).

  The elements structuring the representation of Pôle Emploi among Job Seekers, are contained within a single area structured around Job Seekers and including 12 associated words: Pôle Emploi (Fc. = 134), little (Fc. = 42), go (Fc. = 40), see (Fc. = 40), Pôle Emploi adviser (Fc. = 37), employment (Fc. = 34), find (Fc. = 33) advice (Fc. = 25), come (Fc. = 24), thing (Fc. = 24), person (Fc. = 21) and (to) work (Fc. = 21).

  Conseillers en Emploi et EvolutionProfessionnelle, abbreviated here as CAs, standing for Careers Advisers).The same report showed that the different types of monitoring, support and follow-up provided to job seekers depend on the specific needs of JSs -in other words, on their level of autonomy in searching for employment. The size of a CA's portfolio increases in line with the level of autonomy of the job seekers they support.There are currently five different types or categories of support. The first is monitoring, which is specific to the most independent JSs, who account for 31% of the total JS population. IS THE ROLE OF POLE EMPLOI? CROSSED REPRESENTATIONS AMONG JOB SEEKERS AND CAREERS ADVISERS 6and JSs have of PE and the role and position of the Support and Autonomy items within these representations before focusing on the roles performed by each category studied within the job search process. We started from the observation that the type of support provided (monitored, guided, enhanced or global) depends on the JS's level of autonomy. The CA assesses the level of autonomy of the JS during an initial meeting with the JS. The CA must report his or her assessment rapidly in order to direct the JS to the most appropriate type of support. The kind of support provided varies according to the assumed level autonomy of each JS. JSs assessed as presenting the highest level of autonomy are offered the option of

), corporate (in-house) advisers (14%), employment and careers advisers (62%) and job search inspection advisers (1%). This study focuses on Employment and Careers Development Advisers (in French, Current rules stipulate that each adviser may provide monitoring services to between 200 and 350 JSs. The second is guided support, which concerns 54% of JSs; individuals in this category require regular support. In principle, each adviser has a portfolio of between 100 and 150 JSs in this category. The third type is enhanced support, provided to 13% of JSs. Job seekers in this category are at some distance from the labor market. In this case, advisers support 70 JSs. The fourth category is global support, provided to 1% of job seekers. This category includes individuals presenting significant barriers to employment, but also social barriers (also known as "peripheral barriers"). A two-person team consisting of an adviser and a social worker from the "departmental council" (local authority) provides support. Lastly, intensive youth support, reserved for just 1% of JSs, is specific to young people aged under 26 (except in special cases). There is evidence of a gap between prescription and reality as regards the size of portfolios. The Viry Report (2018) found that, on average, each adviser supports 446 job seekers in the monitored support category, 362 in the guided support category, 166 in the enhanced support category and 66 in the global support category.

We considered the new duties given to PE centers, together with the changing responsibilities of CAs. Therefore, we felt it important to begin by examining the representations that CAs WHAT accessing job offers directly through the dedicated platform. In the case of the least autonomous JSs, tailored material support is provided to remove peripheral barriers to employment (such as housing). Lastly, at the intermediate level (i.e. JSs with a medium level of autonomy), support takes the form of support and guidance with job search techniques (e.g.

  CA No.3) For me, Pôle Emploi is a state agency, we operate at a national level to help

	Job Seekers find employment (…). It involves collaborative work with Job Seekers,
	various partner agencies and the government. (…). It means helping Job Seekers with
	their paperwork to sort out their benefits applications, assess their entitlements, get
	their benefits paid and meet their requirements. On the other hand, it also means giving
	them the tools they need, to achieve autonomy in searching for a job (…). We check they

are act,ively job searching, what obstacles they might be facing, we assess their overall needs as Job Seekers (…) we see them on a regular basis, we show them the tools they need, we work alongside them, we see what techniques they could use, job search strategies, which they haven't always mastered. We help them to become autonomous.

  WHAT IS THE ROLE OF POLE EMPLOI? CROSSED REPRESENTATIONS AMONG JOB SEEKERS AND CAREERS ADVISERS 24

  Autonomy was not found to be central. As anticipated, JSs' representations were found to differ from CAs' representations and were structured around Help and Job Search. Consistent with Hypothesis 1, CAs' representations were found to be more structured than JSs' representation. On average, CAs individually produced a greater number of words related to the central core, indicating greater consensus.

	Conclusion
	The two studies conducted as part of this research highlighted a gap between the
	representations that careers advisers and job seekers have of Pôle Emploi, a finding consistent
	with our first hypothesis. The first study used a Word Association Task and showed that
	advisers' representations are structured around Support and Public Service. Contrary to
	Hypothesis 1,

The advisers tended to describe their work using action verbs (go, see, take, put, try, ask, etc.) in relation to which they were generally positioned as actants (e.g. it allows us to go further with them; I am going to see the JS; we can provide them…; I will think about what we can put in place with the JS; we can ask them if they have any questions, etc.). Conversely, we see that, in these examples, the advisers tend to view JSs as being acted upon -i.e. as complements from a syntactic point of view, meaning that JSs undergo the situation without having any control over it.

http://www.pole-emploi.org/poleemploi/mission/nos-missions.html?type=article

http://www2.assembleenationale.fr/content/download/76152/781665/version/1/file/Pr%C3%A9sentation+mission+flash+sur+P%C3%B4le+emploi. pdf

Pôle Emploi (Fc. = 159), "aller" go (Fc. = 65), "voir" see (Fc. = 58), "conseiller" adviser (Fc.

= 38), "employeur" employer-s (Fc. = 37), "travail" job/employment (Fc. = 34), "temps" time (Fc. = 35), "prendre" take (Fc. = 32), "mettre" put (Fc. = 29), "essayer" try (Fc. = 29), service (Fc. = 29), "gens" people (Fc. = 29), "demander" ask (Fc. = 28), "penser" think (Fc. = 27), "peu" little (Fc. = 26), "temps" time (Fc. = 24), "aller" come (Fc. = 22) and "offrir" offer (Fc.

= 21).

"personnes" persons (Fc. = 113), "accompagnement" support (Fc. = 60), "emploi" job (Fc. = 53), "gens" people (Fc. = 44), "besoin" need (Fc. = 42), "recherché d'emploi" job search (Fc.

= 35) and "autonomie" autonomy (Fc. = 24).