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Article abstract
Based on qualitative research, the author analyzes interactions between
frontline workers at service counters of the Caisses d'allocations familiales and
vulnerable populations. He shows that it is concrete practices, including both
"non-standard" user demands (reassurance, conflict, psychological support)
and the responses of workers at service counters (refusal, bureaucratic
withdrawal, but especially the promotion of a new social role), that are helping
to change these institutions. The reception function, the site of direct
interaction between the institution and its users, is transforming the
approaches of social aid and social action institutions.
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