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o
UVl1J1

?l1lJ.!;]iimi'l ~~l'VhLL~lJtJIJlliif111ueJ.:JnlJ tJ'nUtJ11lJf111'Vl\l~\9lLL~~tJ1~~'l91ii"1leJu tJ1~"ii'1t1.:JUtJ1~l.J1ru ~.I;'L ®c:tb<t 1?11lJmeJUf111~lLijlJ.:Jl'U "lJeJ.:JLL~'U.:Jl'U

U1rulf111I'lmi'1'Ufl11'Vl\l~\9lLL~~tJ1~~fl91ii"1leJu ,j.:Jl?1eJU?llJeJ.:Jl'lmJ'Vl1H"I1?l\9l1"1l191(~.f·L ®<tb<9l-®<t~o) LL~lJLL,jU'VlmCJ1~CJ'VlDf'll?l(?11"1l191(~.f'I. ®<tb<9l-
'U 'I vI" 'I 'I

®<t~O) tJ1~ L~lJfl11I'lB~1'U fl1TV1\l~\9lLL~~tJ1~~fl91ii"1leJU LL~'U~I'lI'UlLf'I1'r1~n\l LL~~G1.:Ji'llJLLvI.:J"1l191tlUU~ <9l®(~. f'I. ®c:tbo-bc:tb<t) LL~lJf111tJ fi1tJtJ1~ L'Vlf'l,,°1 ~ ~'U

Jl1lJfl11U B.:Jn'U LL~~tJ11UtJ11lJ fl11'Vl\l~1?1LL~~tJ 1~~ 'l91ii"1leJU 'UbCJU1CJLL~~ LL~'U1~ #(U"1l191':hJl1 CJi'l11lJ ~'U i'l.:JLLvi .:J"1l191'UbCJU1CJL?l~lJ?l11.:Ji'l11lJ~'U i'l.:J"lJeJ.:J"1l191

\l1f1.nCJfl11'Vl\l~1?1CJ'VlDf'll?l1?11fl11~~?l11.:JUtJ1~lJlru11CJ~lCJtJ1~:ijlt1.:JUtJ1~lJlru ~.f'I. ®c:tb<t CJ'VlDf'll?l\9l1"1l1~':hJl1CJfl11UeJ.:Jn'ULL~~tJ11LJtJ11lJfl11'Vl\l~1?1
.. 'I 'I ..

1~CJ~~ Q1 (~.f'I. ®c:tbo-®c:tb<t) LL~~LL~'ULLaJU'Vlfl11UB.:jn'UtJ11UtJ11lJfl11'Vl\l~\9lLL~~tJ1~~fl~ii"1lBU m~'Vl11.:j?llDl1ru?l"lJ 1~CJ~ <t tJ (~.f'I. ®c:tbo-®<tb<t),"1 ,

~"lJCJ1CJ1~CJ~L1~11.ff\l'Ufi.:jllJ~ sno n'UCJ1CJ'U ®<tb<t

b1.:J~ CJ1Ul~ Lf11~ i'l1 1Jl ~1 Lij'Uf111 1?11lJLL~'UtJnU~ f111U B.:jn'ULL~~tJ11LJtJ11lJ f111'Vl\l ~\9lLL~~tJ 1~~ '1~ii"1l BLJ tJ1~\loli].:jUtJ 1~ in ru
~.f'I. ®<tb<t ~'U L~Bl~U11~\9l1lJLUltJ1~?l.:jflL~.:JCJ'VlDf'll?l\9l1"1l1~';hJl1CJfl11,jB.:Jn'ULL~~tJ1lLJtJ11lJfl11'Vl\l~1?1 1~CJ~~ Q1 (~.f'I. ®<tbo-®c:tb<t) ~"lJ CJ1 CJ" ,

LL~~?l11.:jlJlI?11fl111lJfl11?l n~ ~'Uf111m~v11~eJ 1\l L~CJ.:jI'lBfl11'Vl\l~ 1?1LL~~tJ1~~'l~ii"1lBU

11 CJ.:jllJ~~ fl11~1 LijlJfl111?11lJ LL~'UtJIJU"ifl11UeJ.:jn'U tJ11UtJ11lJfl11'Vl\l~(?1tJ1~~'l ~ii"1lBU b1.:j~ CJ1Ul~ Lfl1~i'll tluU'd\l~ LU'Ufl11fh nU~~1?11lJ

fl11~lLij'Ufl11\9l1lJLL'U1'Vll.:j~~lAqJl'Ufl11~lLijlJLL~'U.:jl'U/bi'l1.:Jfl11/n\lm1lJ tJ1~:ijlt1.:jUtJ1~lJlru ~.f'I. ®<tb<t 1eJU b L~B'U "lJB.:Jh.:j~CJ1Ul~Lfl1~i'l1 L~Bl~

fl110ULJLi'l~eJ'Ufl11~lLij'U.:Jl'U"lJm b1.:j~CJ1Ul~ Lfl1~i'll fl11I'lB~1'Ufl11'Vl\l~I?1LJ11~~~G1lJfl'VliB~1.:jiitJ1~~'Vl5m~ LL~~?I.:JL?l~lJ\l~CJD11lJ1~Ln~~'U 1'UB.:JRm, , "I

i'lru~m1lJf111~lLij'U.:jllJfl11tJ1~LiilJi'lruD11lJ,
LL~~i'l11lJbtJ1.:jlal 'Ufl11~lL ijlJ.:Jl'Ub1.:j~CJ1Ul~ Lf11~i'l1

ii'Uli'llJ ®c:tb<t



~'Uu'U



LL'lJ1'V11~vi @ tJE;lfl~'115A~ tJE;lfl~l'lci'l'wfll~ij1~'lJli11:WbbE;l~'Vif1~m1:W~eJ?ll'l~ ?l"il~1'lvill'm1'IJfl11tJE;lfl~'115A~ tJE;lfl~l'lci'l'wfll~ij1~'Uli11:wbbE;l~'Vif1~m1:W~eJ?lI'l~G'f~~1'l1~".. 1;11.. .. \J 'I "I 'I

U~H'1E;lijV1!'1'Ui'1~mllEJeJ:w-rUbbE;l~\9leJ~1'Ufl11'V1~~I'l'VImtJLbUU
'I 'I 'I 'U

<91,<91 cJ1'Um~U1'IJfl11~1 EJ'VIeJ~i'111:w-rfl11'li'Ubi'1~eJ'UVI~ flG'fm~l'IJ'VI~~l'lfli mn rrmlan ~~15A~ 1 'Ufl11 LbEJmbEJ~l:mtJ1~ lEJ'Il'lhb'U l'l'Unu~.mtJ1~ lEJ'Il'lhhu11:W STRONG
'\J ,,'I 'U

Model ~1'l'VimViEJ'I~l'U'VI~~1'l VI~eJeJ'If'lm'Vim ViEJ'I~l'IJ'VI~~1'l 1~EJ~~~eJ'Iijfl11G'f-r1'11'V1EJ1mI'11i'1ru b~eJ'lJEJ1EJe.JE;l1'Ub~eJ'I~'1fl~111 ~i'11eJUi'1E;l:WlU'V1flfl~:WbihVl:l.J1EJ~1tJ1~b 'V1!'1fl11
'I .. 'U 'I 'I 'I

~'1bG'f~:W1~ij1~'Uli11:W~1UCl:WG'f~~1'l 1'U'Il:W'll'U\9l1'16') ~1tJ1~ b'V1!'1• • I

<91.1v cJ1'IJfl11tJ1~bi1'IJl'1ruli11:W bbE;l~i'111:W1tJ1'11al 'Ufl11~1 bU'IJ'Il'IJ'lJeJ'IVI'l.A1EJ'Il'IJ 1 'U?l'ln~ci'luml'IJtJ~~m~'VI11'1alli11rua'lJ 11'1lfl11'U~Vl11~1'U.f1iJmi'1 Iv., , "
U'IJ1'V11~vi lEI ueJ'In'IJfl11'1~~l'lbbE;l~tJ1~'Vl'l~iJ'IleJu *b ii''Ufl11E;l~ bbE;l~t1~leJfl1G'ffl11'1~~1'l L~eJ 1:w'1.~ijb~eJ~fl~11V11 b~EJ1n'Ufl11'Vl~~1'l b~:W:l.J1fl;ff'IJ1~ClVltl1EJ'I1'U~eJ'I'l11

:W11'l1fl11ueJ'In'IJfl11'V1~~l'lvii'1ru~-r~:W'UI'l~ij:W~b~'U'IleJ'UbL~1 ~'1~m u'Ub~eJ'Ivici'll'i'ru ~'1e.JE;lm~'V1'UG'f'l\9leJtJ1~b'V1!'11~Vltl1EJ'I1'IJvib~EJ1-rrm'l111 tJ~l bU'Ufl11~~fl11 bbm 'lJuillVl11 ~bU'U
'I 41 OJ 'U <u

1tJli11:W bbE;l~ijrrrs tllV1'U~ bbe.J'Ufl11~1bu'U'Il'Uvii~ b~'U
" <91. cJl'Ufl11~~vi1 bbe.J'U'U~Vl11i'111:Wb~EJ'Ifl11'V1~~1'l1~EJ'l11:1.J11'l1fl11UeJ'In'Ufl11Wil ~I'l vii'1ru~-r~:W'UI'l~ijlJ~b ~'U'IleJ'Ubb~1 ~'1~m u'Ub~eJ'Ivici'll'i'ill ~'1 e.JE;lm~'V1'Ua'l\9leJtJ1~ b'V1!'1

'I 'I d.I u 'U

Iv. cJ1'Ufl11tl1V1'U~bbe.J'UtJlJ'U1ifl11 / 11'11'1fl11 / n";i)m1:W vii~b";i)'U l'U:W11'l1fl11 b~EJ1n'U~'U'U'U ~eJ :I.J11'l1fl11ueJ'In'IJfl11'Vl";i)~1'l1'IJm~'U1'Ufl11bDfl~lEJEJ1I'l1:W~'V15G'f1G'f~fl11

-rm-n'VlEJ1'U1E;l-rrl11'1lfl11 1'l1:W:W~i'1ru~-r~:W'UI'l~b~eJ1'IJvi<911vn'UEJ1EJ'UIverba l~milm~mh'l~'1 fl11~1 bU'lJfl111'l1:w-rrmG'f'UeJ'lJeJ'Ici'lUfl'l1'IJil.il.u, -rreJ<91.m.<91"~1:W1:w'1.~VI'Li1EJ'Il'IJvi...
vilfl11~~~eJ vilfl11V1111EJ 1m 'U~fl'lofru~e.JE;ltJ1~lEJ'Il'l1\9l1'1l'leJ'Uu'VI'U'V1fltJ1~L.f1'V1";i)lfl'U~~'V1EJ1L-rrlfleJ'I'V1'Ua1G'f~fl11G'ftn'U'ViEJ1'U1E;l" bbE;l~-rreJ<91.ct "1 ~b ~:Wi'111:Wb-rr:W'l1(?1'lJeJ'I1~'U'U. ,
1'l11~G'feJ'Um EJ1'U~'11'U1~~'U atn'IJ'Vl EJ1'U1E;lbbE;l~1~~'UVltl1 Cl'll'U~'U?l'l n~'lJeJ '1G'ftn'U'VlEJ1'U1E;luae fl11~1 bU'Urrrseruun 1'111 <91lrib 'lJeJ'I'Vi1~11 'IlUill ru~tJ1~ nau -r~li11lJ'U ill '.il~bEJfl11u" cd 'U v

ueJ'In'ULbE;l~tJ11UtJ11:Wfl11'V1";i)~1'l'Vl.!'1.lverb<91,
m. :I.J11'l1fl11ueJ'In'UbbE;l~tJ11'UtJ11:Wfl11'Vl";i)~1'lLbE;l~tJ1~'Vl'l~iJ'IleJ'U1 'U1~'U'U11'1lfl11 1'l1:W:W~i'1ru~-r]:w'IJI'l~b~eJ1'Uvi Ivlri ij'IJ11'1:Wlverb<91 ct. :I.J1mfl111 'Ufl11UeJ'I n'ULbE;l~bbm'lJ

UqJVllfl11~1'1E;l~biJ(?1V1~eJflfli'11:W'V11'1b~!'11'Ufl11vil'11'U m:W:W~i'1ru~-r]:W'UI'l~b~eJ1'Uvi 1v<91 b:WloflEJ'UIverbm

... .
Q,I' .oc:::I Q,I' c:I 0
~1'1l1~'VIn1V1'IJ~~1:WU'lJ1'V11~

bb'U1'V11'1vi<91tJE;lfl~'115A~ tJE;lfl~I'lci'Twfll~ij1~'Uli11:WbbE;l~'Vif1~m1:W~eJ?ll'l~a";i)~1'l,,'I "I 'I

bb'U1'V11'1viIv ueJ'In'Ufl11'Vl";i)~l'lbbE;l~tJ1~'Vi'l~i1'1leJ'U

1'11~1~ -reJEJE;l~'lJeJ'IVltl1EJ'11'U1'U?l'ln(?1ci'lUfl'l1'IJtJ~~m~'V111'1G'flli11rua'lJ cJ1'ULflru"fl11tJ1~Li1'U ITA (-reJEJE;l~~Iv),
Vltl1EJ'I1'UbU1V1:1.J1EJVltl1EJ'11'U1'U?l'ln(?1ci'lUfl'll'U tJ~(?1m~'V111'1G'f1li11ruG'f'lJ11'1lfl11'U~Vl11~1'U.f1iJmi'1 ~1'U1'IJ <91,~crct Vltl1EJ'I1'U (G'fG'f";i)./ 1~!'1. / 1~'V1. /G'fG'feJ./1'Vl'll.), "



n1'~~~~1lJth::Lih.l~i'I n11UeJ,:jtl'Un11'Vl~~\OlLL~~th~Vi{j~ihmu 1'UVI'l,hml'Umfl-r!

f111~~\OlllJLL~~th~Lii'U~~\OlllJLL~'Utl~U~f111 ., tl1~:ij1t1,:jUtl1~lJ1ru Vi.I"1.~<t'bct f111~~\Ol1lJLL~~tl1~Lii'U~~ ~mtJ'Um~U1'Uf111~ri1I"i'qJ~,:jri1V1-rUf11'wi1LU'U,:j1'U\Ol1lJ

LL~'Utl~~f111Umtl'U tl11Utl11lJf11~'Vl~~\Oltl1~Vi{j~ii'll€Ju LL~~G1,:jLa~lJl"lru611lJL1,:jVitJ1U1~Ln1~fl1 tl1~:ij1t1,:jUtl1~lJ1ru Vi.I"1.~ctbct \Ol1lJLL'U1'V11,:j'lJ€J,:j"N~1f111U~Vl11PDCA

VI~m,:j~1 Deming (Deming Cycle) L~eJ,:j~1nn~m~lJf111~~\Ol1lJLL~~tl1~Lii'U~~~~"1i1tJ1~~~L~tJ1if€J,:j1'UlA1,:jl'liLLlA,:jn11~1Lu'U ,:j1'U\Ol1lJLL~'Utl~~n11 ., tl1~:ij1t1,:jUtl1~lJ1ru

Vi.I"1.~<t'bct 'lJeJ,:jV!'U1tJ,:j1'U'V111Ufi,:j~~f111~1LU'Un1111lJfi,:juruVl1LL~~eJtla11fl~Ln~~'U1'U1~Vl11,:jn11~1LU'Un1~ ~,:j·thtJ1~tJU~VI11LL~~tJtln~a1lJ1~fI filV1'U~LL'U1'V11,:jf111LLm'lJ
IU "I 'U \I d.J

tl-rUtl1,:jLL~'Utl~~n11 ., tl1~:ijlt1,:jUtl~~1.nru Vi.I"1.~<t'bct 'lJeJ,:jVl'll1m1'ULL~~15n11~1LU'Un11\Ol1lJLL~'Utl~U~f111., tl1~:ij1t1,:jUtl1~lJ1ru Vi.I"1.~<t'bct 'lJmVl'l.l1tJ,:j1'U

\Ol1lJ1~tJ~L1m~ LVI~eJ1~mh,:jijtl1~~'V15mVi LL~~~€Jua'UeJ,:j~€JLU1V1lJ1tJ'lIeJ,:jtJ'V161"11a\Olfl~eJ~1,:j\Ol1,:j~~lJ1nn1115f111~1 LU'Un11 LLUUL~lJ m~U1'Un11~ ~\Ol1lJLL~~tl1~Lii'U~~ i(j,:jLtJ'U, .
n~m1lJ~ijfl11lJri1I"i'qJlJ1n L~eJ,:j~1nm~U1'Un11~~\OlllJLL~~tl1~Lii'U~~\Ol1lJLL~'Utl~~f111 ., tl1~:ij1t1,:jUtl1~lJ1ru Vi.I"1.~<t'bct 'IJ€J,:jVlU1tJ,:j1'U#i',:jmh1ij1\Ol~tl1~a,:jI"i'L~m1U11lJ

LL~~1Lfl11~l-1ifeJlJ~~,:j1'UL'lj,:jtl~lJ1ruLL~~L'lj,:jflrumVi ~,:jif€JlJ~m~~1 nf1111Lm1~l-1~~"1i1tJ1~VlU1tJ,:j1'U~-rut:j~'lmu 1'Uf11~~1LU'Uf111\Ol1lJLL~'Utln~n1 1 ., tl1~:ij1t1,:jUtl1~lJ1ru Vi.1"1.
\I "I 'U d.J

~<t'bct 'IJ€J,:jVlU1m1'Ua1lJ11f1-rU'V111U~~f111~1LU'Uf11111lJfi,:juruVl1 LL~~eJtla~1fl'IJ€J,:jf111~1LU'Un11LtJ'U1~tJ~ ~1lJfi,:ja1lJ11m1,:j LL~'UL~eJtl-rULtl~ tJ'U~1"1'V11,:jn11~1Lu'Un111 ~ijv ,

fl11lJLVllJ1~alJ~eJ'V1-rVitJ1mamViLL1~~eJlJ1'Un11~1LU'Un11 \Ol~eJ~~'Uu~~tJ~'U"1 ~Ltl~tJ'ULLtl~,:j 1tl1'U1~Vl11,:jtl
meJuu.'U1A~1'Uf11~~~~1lJu.i'I:::1.h::Lii'U~i'I

m€JuLL'l.l1fi\~1'Un11~~\Ol1lJLL~~tl1~Lii'U~~f11~~1LU'U,:j1'U\Ol1lJLL~'Utl~~f111., tl1~:ij1tJ -nnlseiruu Vi.I"1.~<t'bct 'lJmVl'l.l1tJHLJ 1~'tl1m€JuLL'U1fi\~#i''lIu:ff1~fl11lJalJ~~

VI~eJBalanced Scorecard 'lJ€J,:jL1LDi\Ol L€JaLLfltlLL~'UviLL~~ L~1~ Vi 'UeJil'i''U~,:jtl1~neJultl~1tJ <t ii~~ri1I"i'ru l~LLfi (9). ii~~1'Utl1~~'V15~i'lLL~~fl11lJfi'lJfh (Financialv ,

Perspective)h ii~~1'U~~m~'V1U~eJtl1~'lI1'l1'U~~~ 1~-ruf111u~f111~1nmfl-r!~ijfl11lJ 1tl~,:j1a LL~~tl111"1~1nf111'Vl~~\Ol(Customer Perspective) sn.ii~~1'Utl1~~'V15mVi'IJ€J,:j

m~U1'Uf111tl~~,:j1'U (Internal Perspective) <to ii~~1'Uf11~L1tJ'UiLLi'I~f111L~ul\Ol (Learning and Growth Perspective) LL~L~€J1~LVllJ1~alJtlUU~U'V1'IJeJ,:jLL~'Utl~~f111

U€J,:jtl'Utl11Utl11lJf111'Vl~~\Ol LL~~tl~~Vi{j~ii'll€JU tl1~:ij1t1,:jUtl1~lJ1ru Vi.I"1.~<t'bct 'lJeJ,:jVlU1tJ,:j1'Ui(j,:j:ij1LtJ'U~eJ,:j#i'~LLtl~,:jLnru.n:ff1~#i',:jmh1~,:j1-tltlUmflL€Jn'll'U 1~LVllJ1~alJtlU

U~U'V1'IJ€J,:jLL~'Utl~~n11., tl1~:ij1t1 ,:jUtl1~lJ1ru Vi.I"1.~<t'bct 'lJeJ,:jVlU1m1'U~,:jLtJ'ULL~'U~~1Lu'Uf1111~tJmfl-r! ?I1lJ11f1a1tll~#i',:jd

(9). ii~~1'Utl1~~'V15~i'I LL~~fl11lJfi'lJfh (Financial Perspective) VllJ1tJfi,:j lJlJlJeJ,:j~1'Ufl11lJfi'lJfl1LLi'I~Ln~tl1~ ltJ'lIti?l,:ja ~1'Uf111~1LU'Uf111 \Ol1lJLL~'Utln~ f111" tl1~:ij1t1
" 'I 'I 'U 'I d.J

,:jUtl1~lJ1ru Vi.I"1.~ctbct 'lJeJ,:jVl'LhtJ,:j1'U1~U11~LU1V1lJ1mL~~1\Olfltl1~?I,:j1"i'\Ol1mutl1~lJ1ru~1~-ru~~?I11lJ1, ,
~. ii~~1'U~i'lm~'V1U~eJtl1~'lI1'l1'U~~~ 1~-ruf111u~f11~~1nmfl-r!~ijfl11lJ 1tl~,:j1?1 LL~~tl111"1~1nf11~'Vl~~\Ol(Customer Perspective) VllJ1tJfi,:j f111~1LU'Uf111\Ol1lJ

LL~'Utln~f111UeJ,:jn'U tl11Utl~1lJf111'V1~~\Ol LLi'I~tl1~Vin~ii'lleJU tl1~:ij1t1,:jUtl1~lJ1ru Vi.I"1.l!J<t'bct 'lJeJ,:jVlU1tJ,:j1'U\Ol€Jua'U€J,:j~€Jfl11lJ~eJ,:jf111?1,:j?l~~€J'lh~'lI1'l1'U1'ULd'IJmf111d.J ,,<>1 \I "

u€J,:jn'ULLi'I~tl11utl11lJn11'V1~~\Oll~,
Ql. ii~~1'Utl1~~'V15mVi'IJeJ,:jm~u1'Uf111~~f111 (Internal Perspective) VllJ1tJfi,:j m~U1'Uf111~~f111~,:j~eJ11LtJ'Un~m1lJmtJ1'U'lJeJ,:jf111~1LU'U n11 mlJLL~'Utl~U~f111

., tl~~:ij1tJ,:jUtl1~lJ1ru Vi.I"1.~<t'bct 'lJeJ,:jVlU1tJ,:j1'U~~lLU'Ultl€J~1,:jijtl~~~'V15.fl1Vi ijfl11lJLVllJ1~?IlJ~,:jL1mLL~~'V1-rVitJ1mm~-rU ii~~1'Uf11~L1tJ'UiLL~~n11L~ul\Ol ( Learning and



f11'l~lb-U'Uf11'l~~l'lllJbb(;l~'\.h~uhm(;llu l!l'l~~'U '\.h~f1el'U~ltJ

(9). f11'l'\.h~biJ'Um~'lllJ'll€J.:Jl'lllJbb(:.J'UtJ~~f11'l ., tJ'l~~ltJ.:J'UtJ'l~lJlru ~.1'1. l!l<fi)ct' 'll€J.:J'VI'l.btJ.:Jl'U

l!l. f11'l~~l'lllJtJ'l~ biJ'U(:.J(;lf11'l~lb-U'U.:Jl'Ul'l1lJlJll'l'lf11'lbfl'l.:Jf11'l n"ilm'llJ uas u 'UTvm 1'Uf11'l~lb-U'U.:Jl'U

Growth Perspective) 'VIlJltJ().:J f11'lb~tJ'Uibb(;l~f11'lb~'Ubl'l'llm'VIUltJ.:Jl'U~b~tJ1-if€J.:Jti''Uf11'l~lb-U'Uf11'l 1'l1lJbb(:.J'UtJ~~f11'l ., tJ'l~~ltJ.:J'UtJ'l~lJlru ~.1'1. l!lct'bct' 'll€J.:J'VIUltJ.:Jl'U~.:JbtJ'U

iJ~~6'f~Vi'€J'U().:J'Ii~fl11lJ6'fllJl'lf1 / 6'fm'lf1'U~1'Ufl1'l'lJ~~f11'lbyjmJ€J.:Jti''Ubb(;l~tJ'l1'UtJ'lllJf11'l'Vl''il~1'l 1'l1lJbb(:.J'UtJ~~f11'l ., tJ'l~~ltJ.:J'UtJ'l~lJlru ~.1'1. l!l<fi)ct'
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