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4.12.1 dunuiiguadiunisuinis (Service) (Hua., Nua./nila., AW auIn L/M/S/XS)

1.12.1.1 WuiFuudaFesiifFoaseuiviisdenfonisnu viofndesonuies
 FudisessTa nsenTmmnalng viedemmndlnsdmitamneildlumisauves avin,

4.12.1.2 Wuisesiildsuannsdeseanszuuiuiladesegnin (PEAVOC
System) MiSetoeM9BUY Wy wiidedes (§u) Mnvenuiidieites

4.12.1.3 Sudfindeyaluszuunsinnisteiensou vieamudousuizes uas
Lﬁaﬂ’uﬁﬂﬁﬁayjavff'ﬁwu%’uﬁqL?wwaaqﬂﬁ’l (PEA-VOC System)

1.12.1.4 nsdi¥esFoutostesdousuiiidlidnids Tiiufindeyatrszuy
FuilaiduavesgnAn (PEAVOC System) lusienis “\dgsvesilduladudy”

4.12.1.5 nsdieassuieIiudunsuing (Service) wazsnugiidnlsdude
(Steakholder) Wisiiunsfnseusranunugfondesdu

4.12.1.6 nsdifouSeuinafuduaietng (Network) Tiddunisdsiedesly
faduanuiiguadueiote

41217 nsdlfesdubenain IuurihvomnanisudaSomainly ffeadoy
51U mngFeaseudadesndeunds TameidousuiFes (§u) uazdsls aun PEA duduns

0.12.1.8 fuiFesuaznrndeuuandauazanguasIesildsuimun uay
AlunSuAlYawESe

4.12.1.9 wiwadndunisfiudluaie wiedsfinsranuuazsveziianiag
sudunslvigFesSounsiu nsdifiifeadsundstesdesSouiumisnusivns 55 vistenvu lriney
Puasmenusens 35 vidoonsuiunsude

4.12.1.10 Ynaulussuusuiladesvasgnen (PEA-VOC System)

AReMTU{URNU (Work Manual) Usynsdanisteseasouves nvln.



Page |18

4.12.2 drununguaniuasaiing (Network)
4.12.2.1 FUISRIUAATIVAOUTILALIDEALAYAIVAVBATBINLNEITDITUUAY

LASDUIEVINUA hazaiun1swAlvauLase
4.12.2.2 MNwnukazaiunsudluFesauass meluszezainuuingiu

nshauinsvesnsininadrugiinie
4.12.2.3 L3Nan I dun1sAwnlutasa nSoafns 19N ULassLuENaN N

adunsvgseaseunsu
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, Code Tuszuu
. NUY v o o v
242IN4 de - ) Fuadeavasgnan
NIUNAYDUYDINIG *
(PEA-VOC System)
n1ssunadesanduazifiduladudesainnguadvia (Digital) sruszuusaulaivas nvia.
- PEA Application 11 PEA Smart Plus, CRM Plus tHugu - lan./elun./elue. Code M
- PEA V-Care - flan./eun. Code V
- PEA - Email - dan./wue. Code |
- PEA live chat - tlan. Code C
- PEA website - flan./eun./Hue. Code |
- Social network WU Facebook, X, Instagram Jugu - pUY./Han. Code |
n1sfuiladesvasanduazdiidiuladiudaarnngunienin (Physical)
- mysuilsgnAuargidnladiudeaingaliusnig (Service
point)
> nssuiladssvesgnauaziildnlddnudonunis - lam./mienuiisuuds Code |
Anselnenseitdtineu
> nssuiladssvesgnauaziilanlidnnde - euAuLds Code |
Insdnwidntingu
> nssuiladssvesgnauaziildnlddnnde duns | - MUl Code |
AnsialagmIaTuLUIIS
> nssuiladssvesgnauaziildnlddnude dunissu | - dan /mihsnuisunds Code |
LONENT MUY INTAT
> mssuiladesvesgnduaziildnlddnude s - Haw. Code C
AugusnsHllvl 1129 PEA Contact Center
- msfuiladesgnauasilduladiudsainnisriuiangsy
anAIFuNUS (Customer relationship activities channel)
> mn%m%ugﬂﬁﬁwﬁﬁﬁ@ - tlan.(Ua, NeY/uiIeaU Code |
fiAedes
> 3uImsgnesedfey (KAMR) - fam. Code |
> ouduuungnaselug - mhsnuifuuds Code |
> mssuiladeaesgnariunisduilanisanuani - wihpaisuude Code |
nssuiladesgnduaziidaulddruderiungudue
- MhenuMNugua - Flanmhsnuiizunds Code |
- mysuiladesveagnasiiy IA/IR chat - slue. Code |
- mMssuiladeqnAriu Website 91nniIga U 80N - fan./aa. Code |
- M3Suiladesvasgnansinu Aevnavuy - fug./mienudisunds Code |

ey : Code C L3asiituiinlag 1129 PEA Contact Center
Code | L?adﬁwﬁﬂQWuﬁuﬁﬂLmurﬁ%faw%aé%aﬂﬁ’uﬁﬂimsmq
Code M L%E]ﬂﬁm’ﬁ]’lﬂ PEA Smart Plus H3eatuiinlagnse
Code V Fosnmunlifiunann PEA VCare
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6. dyanvalnan1slavainszuuns (Work Flow Chart) Ao nsladdgydnualsing 9 Tun1sfisuskung

nsviuLve D sd nwazharAaNLduRLS N aundwsaz TunauluNTEUIUNITVING U

6.1

6.2

6.3

6.4

6.5

6.6

6.7

6.8

D

=

«—'—>

T
l

O
_—

—
pAS

Ao YRTUAULALAUAAVRINTLUIUNNT

Aa AInTsukaznIsUURMY

Ao N1sdnaula

Ao fen1y/nseasulmuedauy

Ao YALTaNABTENINNTUABY LYW NSNS

a 1 v v
Weunszurunshiaiunsaaulanielu 1 vt

fD LONE1S/51897U

B 31UVBLA

g AMIUANAINTIUNANTIAIATIAn TRy

' v ) a
Uoe/MeenIuAuLduiLAy
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N15USHISANNITVDSDILTEU

AUUINS

1ng

nasuIMssEuLTuileidesvasanan
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o/ Yy v a b4 =
NITUIUNITIANITVDIDIIBU (AIUUINIT)

}

dquf 1 n15SUNeLazILUN

Usznnmaes

1. Surlaidesvasgndn

2. PWUNUSLLNANLHY

3. Jufintseesoaseu
AIUUSNIT AITTUU

PEA-VOC System

4. WA5ULID95D95 U

daviagunineltag

\ 4

}

d9uf 2 n1satiunswAty

Y v a
VBIDILIYU

d2ufl 3 n1sd1sraAlIuNInelanay

Usziiunanisannistedaaseu

— 5. mswaau%’aga 15314

a 1 YYv l&’ v
ANNBDNIDILUDINU

e

(nelu 5 )

—— 6. 979UAUNTITALTY
NunAtulgynnsag

¥ a
993U

v W

—— 7. dneuagUsAuln

v

—— 8. aLduUNISHALY/
Usea1UuE309%uaINa

15 dUNIS

—— 9. g@/Aaesluszuy
PEA-VOC System
(nelu 30 )

10. §19529AUNIND LANAINST

whludo¥aaseu

(snethau/518lnsunE)

11. dgduazdsiliunanns
Tusns

(s18lasuna/s1e)

12. ATIH/ANN K ULTIT DI Y

NIDULAUDUUSUUINIAG
v
(Uaz 1 AS9)

13. NUNIUNTZUIUNITIANS

Y v =
da%aai5au
Jaz 1 A$9)
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8. HIN15kMaYaINsEUIUN1S (Work Flow Chart) (A1uu3n15)

Fonsruauau ¢ nszurumsiamstedeaSeu Gwuudns) fiuRnvau mnawimssruuiuiudewasgndn devinisgnéduiius [daddnvasnszuaunis :
o, v vo o
Heewau/ . e . y e Y. gndv/gualuld nsAULIAY
. o Jaduddn ?JuﬂﬂukLa&'ﬁdiUNﬂ‘Ua‘U NANARN/NANNT - o o
NITUIUNTINDUKUT ﬂizU'}uﬂ"l?ﬂﬂ‘l‘U AYIN
Suppliers Inputs Processes Outputs Customers Time/Indicators
. . . 1. Sufladesvesgndd - Bevemniusar e faAnAT MY
- msfuilegndtannngu N N v Usnmeamns
A/ 6 fr H—Maae : . e , - wuunlesy VOC-01 &
na/ munugne A3na (Digital) wu PHBNUNSUAR YUY MY ¥/\ waznaln
szuvoaulavas nun.
- msfuiladosvasgndn
NNGUNLNN L dsuifiudeswasgni s .
i ™ P HuImssEavg
(Physical) AR fifuefayisenau N N
- msfuilagnAungy
“ CHA
U9 . 5
2. Swundsuanidos .
- — - - — - Gosdoaueuuy
oumsnde 5 daq mhpnuiisufinveutemy/ misauiiieiios L) Fosiu: dffonmmouausaruns
yramssuile (naa., nua./nva.) _ Eostare @ﬂﬁq
Aesvosgnuazgiidiu - Gosudamn
duidennngu)
\/\ M Jmdiudasiu
FJumpulszannuize “qu”
menwanwi 73
duinduanansdu
FesfaaFeu (Auniinig) wuvtiad VOC-03
TN )
(@menansdy : Wby /
fguaszun VOC
wsrnaUhydRnuases S v a4 e o
T : 13993858U (MUUIMI)
oyadaLyAAa
v - paun il
1.2562 Yoo
- ) - msliusms Uszanaannlii
suilpunsliidu R oo
T = - msamiie/udaAliin SuitniSedlusyuu
nimadwhens . - .
P B 3. YuitniSesasluszuy voC - waANIsIMUNIY PEA V-Care
AnY9IUT PDPA 5 - - - - T . - msgnanaelin
APA 1A, 2563 mhpnuisuinveute e/ mhsauiiieos P
) o -du
ulsveuazunu{un n1s (naa., nua/nwa.)
Funsestayamuyana w.el
[2563
wlsvwssnniviatoya
hazuufin
PEA-VOC Dashboard

4. finsunsesdmihenuiiierdes

/e nvas/nua., wihenuiieates

Service

Network

5. avnaevieyauasiarodieu iy

Aw./nvla/nvl./nua., issnuiiieads ety 5 fu

- wuurlasu VOC-02
fiya \/\

6. Maunun s dus s luigm

- uuumasi VOC-02

1

miwnuiiydes o
7N

N
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Fonszuaueu  nszuaumsInmsdeeaseu (Fruuins)

"
4

U

Ravau :nasuinissruuiuiludesvagndi daeuiunsgnérduius |dadinvesnszuaunis :

o v v o

Weawau/ e s P e e e e . andv/gualuld nsauLIaY/

. o Yadwindn VUADULLASHIUNAYDU NANAN/NANNUS o o Zo

NITUIUNITNDUNRUN nszurumMsanly AIVIN

Suppliers Inputs Processes Outputs Customers Time/Indicators

B
7. dnauad Terudyn
ymhenuiitAeates N
lajnansu YIS
8. fndunisudly/ ﬂwmu&ﬁaﬁ‘mwamsvﬁ\ﬁmw - uLuuwesu VOC-02

nwl/nvla/nvla/nua., mienuiisides

9. 4 / YaFodluszuu VOC

Asad 1

Souves nra.” USuuge

- HIMTFIUANN MUTMTNT
ihdugidnig wa. 2563

- “gilonsiifuguaianisita
CG-CODE-2020"

- wansliuinas /
wWisuliisufuansgiuns
Tusns / SLA

- AlleUfUR “nsdaniste
Foudow” mslwihuasvas

sdaniste

avw./nvia/nua/nua., Giiguaszuy VOC vasmiieny

- nilsdeuvsgfios

sruumasuadesgndn (PEA-
\ele)

uuuWasy VOC-02

10. drsavauiimelandsnisuily

vitldeudsdruiiiieados

\_/_\

- enuRadITINANLRY

naa. daw./ viesnuiiisides

¥

walavasgndmdanisudlede 1

- . o
Huimsasduge wazdaui

eades

Fouiou

11. agUuazUszdiuwanisliuinis

- SBnuNaaTULaE N TIE

naa. elaw., nua

|

12. Amswni / davhusudedosiu wisuaueuusy

WUINE

naa. daw., nua.., wihenuiiieades

13. numunszuiumidansiiofelseu

naa. daw., nua/uan.uaq., milsnuiieados

numumsliuins

wIN., FUIMITeiuge uay
L ) B

duiiigados

- AATIHA/ /MU

- ousTRdauauwumems [T

WA, duiiieados

fiunig

\_/_\

- ulsuie / wwama / gile /
SLA / Mafvuauasgiu el
#naq lunmsiamstedasou

naa., v, nvl. wazaiu
Mdoatos

ety 30 Tu vl

Sufedeaiiou

selasuna /
kRt

oo/ lasuna
/ 5161

launa 2

losuna g

AReMTU{URNU (Work Manual) Usynsdanisteseasouves nvln.




Page |25

9. UAUKIN13IANI 51T 9FIATYLIIATU

= ' > g 4
ASFUAUNSTIENLTLAIUsSHRuY121989 PEA (U3uugenisi 5)
szdugnanngulai 1A Chat : Issue Assign Chat / IR Chat: Issue Report Chat

wazanngulawl IA/IR PEA Executive)

pemaedusiiutiaiumgnisel J

i : ,
AT MTILAY AU TR IR I8 AIAADYUS:
dninlauny wasnsaseenduvig

- - -3 o = ¥
AUAUIHLAUN ST TR M 130
AmnTzLaAGaIn

v J ~
¥ dai1aaa 10.30 u. wndu

Uszifut1fa san, wielad 1A Chat 5

n1n.mau%’uuuu§uw1alaﬁ 1A Chat 5 )

wan /i wonsisumne
rnpoviuiuudunlad A Chat )

W degnamutuam 16.00 u. yodu

I3 o a: 2 - . o Ald,
posvirsimurssiun s aal
drinlavnt warnnlive @Nus

MsUTEiuquAITEIN (100 AxY) fetrasziiugmooulad
wintuoslszivlsiunmitiodibiinivam 0 s (| gungen . uedeUssdutn
L. siuaan (10 azuw) dualdins 2 vy Sy .
- Bawsaiusnniiung 1 5

o o v e v a5
x g o UsHAUR s TUARRUA o - pmvasutaine - ATRARUTB 9T
. ﬂuw/tlmmwwmweﬂmm'lmnn'n 1 3 nsaiisatiusou (3 .

al
s 3t Ly B oonnte -mumemi,
sefuramnuliviuTumgaent s 3. Jssisiunaiifingu Us.,LnFm-mmn.w
2. quunmiiiown (40 azuan) o uazudabii nan. - unAdN/ANa9T
- Ao i) vordym 6 Az fasgmmeuiunalal  |§  auinesdmiun AR
- Horfivase anmiisilulogdu (5 A FAN. oo HON..... SMSIURTR ] z  (moly 13.00 W) (nmwlu 14.00 u)
- mandlalym maunsuinw (30 avuus)
(aubinsudou) (15 Asuuw) fadnanistuasysududha
3. 38m39u03 (20 Azunm) sovlat

5 P e SN, /M., vodontsHiuTn
- unasrSednnuel 2 Ussavdaiuly (duamsaiuy

Bhonsb 18) (40 Auu) ﬁa: T
- Facebook Live wip YouTube Live #lodavh Clip Video Iﬂfj lﬂﬂ'}ﬂuﬂ‘ﬁ ﬂ,:u il
(10 Asiuy mwunng‘iumwuwmuﬁaqu
- woavivSadumuct 2 Yssvidstily [@unesiuy
Phone-in ¢} (5 Azuuw)

- Facebook Live ¥39 YouTube Live (5 Azuuy)
- dimvi Clip Video (5 Azuun)
- unaIYT? 2 Usslandatulu (5 Avius)
- Facebook Live (5 Azuuu)
- 4 Clip Video (10 azuuw)
4, YOMRMSIELNS (30 ASILY)
- Aulwsivisleidvaiidio malumisean (10 rzuuw)
- VuledvialeiduaiiFonsuonmisa uay G News
(10 AzuuL)
- fodefant / sl vi%eTmg (10 Azuuu)
(Mmasgwi s nnguangnadn sz e e

ok ) ) : - a v, = a_ vy

Foutr s udulesive doarfoduiuled mMasnnaa/nesindadunate nafivagmniinansznudiusn i woadtns wan. wia lawn PEA wiagléfuumuvane
: ; iodigia o o &

AeuBn nawonatra/Auaseinidotioatiu nmnmuqmm"hﬂfuﬁwmmu wanslag sen(n1-a) crun.(120u9) tan, avil Wil
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Fannsdeasauvesigura Tasldsyuu Gee
(Government Communication Channel)

dedioya ‘

un(e-no) s09leen AT 1
unynawny sedlaenaul 2 dedoua
ol.ao. soslaunauil 3

SHALHYN. YNFIWIIU NN 12 190 ufigados ol wan.nvw.1 uag s,

arl.ug.  dedoya ‘

an.ue. on. wan. nWw.2

an.dn. sn.an. wndn.  dadoya ‘
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10. YunaumsufuReunseuaunisianisdedasieu (Fruuinis)

Fupou TeazBunIU URN ey 3ULLIA
1. Suiladeevas dufunsiviladssesgniausunuunas | mhenuiisuiiavey AADALIAN
andn 43907819 09UsELANYRIN19nNTsTUilaLde e | Yeams A
(Wuunlesu VOC-01) wipuiiasandnuunuszim Uszlan
\dovesgnanindulszianla tiediiunis FBIN
asIvdeu/wiludesesey sely wagnaln

nsdlfefeaioufiyuinaindrinauudadiiin
WIBNTFUUNT (AUW) www.1111.go.th Naa. Aadyi
n1sUufinassyuuiuiladesveagnan (PEAVOC
System) 18y 2 Tu (SLA ¥38 Tonnad EUI9
naa. nudinauddndinuiensguuns)

2. wundseny | > nsalduSesniivuddnseniu AUSNTIEAUES (RYn. Ju
I3 = Y AV 1= a o
e Wuidesvesgnaniilufianelafeadunis | 1)
Tusn1saueng q feglunisisniusuiavey
Y9I ANA. BYINUIN FIFUINITTEAUAT WIT0
WAUAIIIIERRIIRNTUNTRALIlaeau L 1T
a a ' Y] ¢ A a A o
SININANTENUABAINGNYY] |, LHRULABTBLEYY
93Ans , Inansznudvgnalaensaduieniig,
INan19nguuIenIenfaunlyan1ge wag
Anlun1snovaussUssiiunided1AnLssnu
lngsignunssisuImsseavaddvaiiiunisiag
L59AUREI AR INTHe A1elu 17U F9 IA/R
CHAT 1Jugean1sfuussinuaaiuingnisel,
Usziiud1annelall IA/IR PEA Executive Tagls
y 4 )
pouTLaddan ety 24 921U wazEIgIU
gNsANEns TuaeTguranasdiunly wan. nsy
aely 2 Ju
> nadidusesgniiuszivdug (wenwmilesin | mbenunsuilnveu

UszihulSasdaasan) YBINNI, WUIBINUN

winiuidesvesgninuszian Seeve, Fuww, | Hertes
TOLAUBRUL/TOAALIAY, WTILUE, WIWUITUE,
AUABINITVDIGNATLALAIIUAIANTIVBIGNAN
fuflunisdeselinszuiunsduiiieddes (gl
nszuunsuiladesgnen)
> nsdisziduiesduy naa., Msaufiieades

= Y aa o ~ ° |
\Fe9v09gnANdnisseuianu (Fe/funs)

Y83K0NTee0819nLaU Mniin1sdsdetayaludl
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JUFHDU

TeazBunIU UR

PUIYIU

YL

wiheuiAItes §Suiinvoulduavesgnin
33HIUSNITTANITLI0aRINa1IRI8AINY
seiinsziilanagdasdunsasisdorfosuariafgn
%09 osanndosdananadslilaniunszuiunis
ns19dauToLfiaasinazenadunisndunnds
nanlilasuaufensau @eniy uwagide
Foidesls dafu FedesdiledinnuUasnfouay
Amadsmnevasiagoauasignioadudidy
Fesiifiarsaudrindudesdulddaia
LuuWesuindudesvesgndn ngdl 139
(wuuvladu voC-03) lasldugniSesduiiugsg
Tdgasllanin 1 4u viensalfiduiasduriiunig

syuua1sussudiinnseiind ddsdnludes

A vuAHNa1UN I UaLeNENTLUUAUIR NS YAA]

Tadunur8unSuRaYaU Taaninuaniside

enans §u) seil

®dade argudrdnaulng Tisey
“sun.” WWudlaenans “au” Tussuvansussu
dudnwselind

" defle @ngarunamilonaznyiuoen
WReanile (@3n.(uR) Y38 aenuIAnaIarle
Tisey “sun.(ua)” wse “sun.(ne)” 1Ougla
wnans “au” lussuvansussadiannsedng

" d9fie naa.lan. Tisyy “ad.an.”7on.
aa.” \Dufilaenans “du” lusyuvaisussn
ddnwselind

" datia nsluieen (nulv.)

- nadifiusziunuauuazdanisfeya

dhuyaraniitdeddgynsasaasauneniu

gusms Wisey “wun.” “en.ua.nuv.”
JudiUaenans “du” lussuuansussu
Bidnnseiind TneTASURTR wail

1) “avn.nne.” Wasuenaslussuuans
usTeudLannseilnd

2) “uwn.Ane.” d@uenaiseeluds nua.

3) “an.va.” Wasulenanslussuuans
ussaBiEnmselindanuans
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JUFHDU

TeazBunIU UR

PUIYIU

YL

-nsd¥euisuuinigialy sy
“on.ua.nv.” WJufilaenans “du”
Tuszuvansussudiannseiind laeidis
UFR il
1) “on.va..” Wasutenansluszuuans
ussaudannseiind
2) dnfiunisludrufiiertesdeold Tne
sufumadubesdunasnnszuaunis

> nsdifeseuisusuyaiauszngifivey

ANTUNITAIUNITHINUIZLAYITAUTE NG AT
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Tusurianientind wieldsruralumunianie
nihilaefiveuiiielfAnaudenoudfuds
wzka saudansiingAnisaienaviliidelddn
denaamuszlevifinmsialnesoudusunuies
visodu 9 viedumgiiesdnsgaydonauselov

" n5¥UIUNIg $Zedndne Ao nsUsEANA
ndodndns ldDamelusela nsUasundas
Lenans du 9
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wisdalondoideusyauldidusssunisansanu
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JUFHDU

TeazBunIU UR

PUIYIU

YL

" nszuuns aussuulni Ae widnouly
Sumanneaiv/djuRnis/drseshwssuulni
Tawngllilaenss

" ATTUIUMTIANT WAZUITNITONANS

" Fuq

> nsdidedeuisumuuimsueslidulsdiuds
AnliuNsIIUnsEUINAnsideaeldiula
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1 Details of complainant
Mame/organization

Address

Postal code, tlown

Country

FPhone MNo.

Fax No.

E-Mail

Details of person acting on behalf of complainant (if applicable)

Person to be contacted (if different from above)

2  Product description
Reference number of product/order (if known)

Description

3 Problem encountered
Date of occurrence

Description

4 Remedy requested
yes O no O

5 Date, signature
Dale Signature
6 Enclosure

List of enclosed documents
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