
f5SPT
H~ th6ng quy trinh Cong ty SPT Phien ban: beta
Mil quy trinh: SPT.STC-IPT.P.700.70 Ngay c~p nhat: 17/07/2014

Cong ty ce phAnDich VI,lBUll chinh Vi~n thong Sai gon

1. Mnc dich:
- Ti~p nhan va giai quyet cac khieu nai cua khach hang trong qua trinh sir dung

dich vu cua Trung tam Di~n thoai SPT.

- Nang cao chAt hrong, duy tri va phat trien dich vu, cung c6 long tin cho khach
hang, dam bao hieu qua kinh doanh cho don vi,

2. Pham vi:
- Ap dung tai Trung Tam Dien Thoai SPT, Trung Tam Vi~n Thong IP.

3. Binh nghia cac til vi~t tit:

-KH

-P.DVKH

-P.VHM

-P.KTTV

-P.HCQT

-P.TH

-CN

-DGD

-BP

-GQKN

-KN

- CTPTTB

-cos

: Khach hang

: Phong Dich Vu Khach Hang

: Phong V~n Hanh Mang

: Phong K~ Toan Tai vc
: Phong Hanh Chanh Quan Tri

: Phong Tin hoc

: Chi Nhanh

: Di@mgiao dich

: BQph~

: Giai quyet khieu nai

: Khieu nai

: Chuang trinh phat trien thue bao

:H~ thong quan ly di~u hanh,

4. Qnr trinh, bien min lien quan:

- Bieu m!u : PYC06

5. Qnr trinh:
l.

5.1. LU'U do:
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~SPT
H~ th6ng quy trinh Cong ty SPT Phien ban: beta
Ma quy trinh: SPT.STC-IPT.P.700.70 Ngay c~p nhat: 17/07/2014
Cong ty C6 phAnDich vu BUll chinh Vi~n thong Sai gon

5 2 D·x •.,... len glal:
5.2.1. Buec cong vi~c 1 va 2: Ti~p nhin thong tin khi~u n\li, cip nhit CT PTTB va
phan loai KH khi~u nai theo Chi Nhanh quan Iy
- Ai him? : STC [Chi Nhanh (DGD), P.DVKH (Dai Callcenter)]

1-- .._--,-,---'_._'--'--"'--+.'-" - -..-.-..-".-..-.-.--.--.-.--..-.--._"-.-.-.--.--.---.-..---"-"""--."---."..-.-.-.- ..- -..-.-.-"-.

- Lu~.na~.~__ ._._.._ ..__._...~"_~_L~ ..£1.!~..!!_~~_!!"\!~.~!~E._~~y_~_!?~~g._~!t.!...!?..~_._._._...._._._.__.
- Ti~p nhan KN cua KH.

- Kiem tra nQi dung khieu nai:

+ N~u co th~ giai dap duoc ~ gild dap ngay.

+ Ngoai kha nang giai quy~t ~ lien h~ cac bQ phan lien
quan ph6i hop xu ly ~ giai dap cho KH.

- Cong viec phai lam?

-=

+ Truong hQ'Pkhong xu ly diroc thi:
./ Cap nhat thong tin KN cua KH vao CT PTTB

(Liru y: cAnnhap s6 DT lien h~ KH)

./ Chuyen van ban KN (neu co) v€ BP GQKN cua
.__ .__ .._. __ .._._.. "__".._..._"_._._._._...._"..~~ ..9.l:!.~~_..!Y._~.:.__._._."_._"__...".-.--.-.-....-..-..-.-"--.-.--".--.-....-.-"".-.-.
_-::-_!J1aLg!.~r.!"..!~1!..~..!J:~~Q1.._.._..".~..".!!.~~g_."~~!>.'._"".."_."""_.._._.".." ._._._."__."_.__ _".._."._..__...__.."..__.""._"..""_.._.._..."."._."----"-"-.
~Ai..!i~~_!..ra~&~~~~~- ..~ _!!.~~~PE~_I~jl_~.Y.L_!~~.gl1'.~_~_!?!i_<;:"~II_~~..r.!!~!..__.._.__.._._...._
...::J:'!~_"!!2.~..E..~§!.!!"2P_.._.__.__.._..":-..".~~Q.g."~~"-...-..-"-".- ..."."."-."--..-.-..-.--."."."."--..-...-"..-""."-..-.-".-""."".""."-.."-----.""-""."-".".".-""-.-"""

Khi c~p nhat s6 DT hoac usemame cua KH phan anh hoac
Ghi hu: . KN vao CT PTTB, chuang trinh se h6 tro thong bao CN

- 1 c u. . nao dang quan ly KH nay, Nghla la bao cho nguoi nhap
_.__ . ._._._." __ . L- ... Ei.~!.f_~_~~"_~~"."!L~..P.J!~~.:Y.!.QQ~.£i.t~JgLIl'_al'~..._._."-..-".-.."-.".-.

5.2.2. BllcYCcon2 viec 3: Trong pham vi l!iai Quy~t

·J8

·.P

.._=_~u.~!!!?_.._._._.._..._"._"__ ._.._"".._..":_"._~!~J~!!..i...~~_~~~_(~~_QQ~)L."_".._."._""."__._. ".__._""""-_."."."_.."""._".""---"""-
- Luc nao? : - Sau biroc 11-"'--'-""-'-"-"'-'--"-'""-"-'-""--'-""."._-'-'-'"".'-- -.- -.-.."..-.---.-.."-.-.-.-.-.--.-.-.-.-".--.-..- --.-.-.--.-.-.-..-.-..- -.-.."-.--.-"- ..- -.-.-

- Ti~p nhan thong tin KN tren CT PTTB va nhan van ban
KN (n~u co) cua KH.

- Xem xet nQi dung KN cua KH co n~m trong pham vi
_ Cong viec phai lam? giai quyet cua CN hay khong?

+ No: Chuyen KN tren CT PTTB/ mail/ cos cho bQ
phan lien quan giai quyet .

.." .._ _ .."_.._.._.._ _.." _.._.._ _._ __ _ _ "_.."_"±__y~~:..f~~y~!!_!?.1!~~.".~":".".__".".."_._.""_._".."."."-_.."."._".".".".""."."""-_."_._.".._".""_."._._.."."
...:-_!haLgi.~!!_~h\l~.!ll~..!!?._.._" ~...~..9_..p"~_~!(Q.!~.".._._".."._._."."."._.."_.__".._._._..."."-..-.--.-.-.._-.-.-.-.-.-..-.-..-"-.-..--_."_.-"-.-...."."-.-
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~SPT
H~ thong quy trinh Cong ty SPT Phien ban: beta
M! quy trinh: SPT.STC-IPT.P.700.70 Ngay c~p nhat: 17/07/2014

Cong ty C6 phan Dich vu BUll chinh Vi~n thong Sai gon

- Ghi chu : Khong c6

=_~L~~@~..!!.~._gL~ ..~~~7.__..~.~~~g!E~.~_ ..~~i._~~_~E.._._. .__._.._. ._.._._._._._._._._.._._.._._._.._._..__.__.._.
r=}f6 trqd?h~~ h2E.__ ..__.._. .:__K1!.~~~_.~~.._._._.. . ._.. ._. ._..__._._.__.__. ._.._. ._._.._._._.__._. .__._._._

5.2.3. B1f(YCcon2 vi~c 4: Ki@m tra, xii' Iy, ph an h6i thon2 tin

-Ai lam? Cac Dan vi lien quan:

. STC [(P.Tin hoc, P.DVKH, P.KTTV, Chi Nhanh khac,

. ..)]

_______. ._... .. .__.. .!~!_.I~:'2!M1. . .. ..__ ._._. ._._._.__. ._._._._.__._.

L
' '? . Sau buoc 3, sau khi nhan duqc thong tin d@nghi kiem tra,

- uc nao. . xu I' cua CN
.--- ..------.----.-.-- ...-..-..---.--.-.r-- _._._._.!Y.._._ ..__._._.._.__._.__.__ ._. ._..__ .. .._._.-.-.-.---.-.----.--- ..---- ..-.- ..-.--.- ..-.--- ..-.- ..--.

- TiSp nhan nQi dung chuyen giao xu Iy khieu nai tren
CT PTTB/ mail/ cos.

- Ki@mtra va xu Iy thong tin:

+ BQ phan tnrc tiSp c6 lien quan dSn v§n d@khieu nai
chiu trach nhiem kiem tra va dua ra giai phap giai
quyet thoa dang cho KH.

+ Di@uchinh lai dfr lieu dung (neu bi sai).

- V6i khieu nai v@circe phi:

+ NSu s6 li~u circe bAt thirong: P .DVKH I~p cong van
goi d6i tac d@xin s6 li~u d6i chieu,

+ NSu s6 lieu do d6i tac cung cAp khong trung khop voi
s6 li~u ghi diroc tai h~ th6ng ~ Xin y kien chi dao
cua Ban Giam D6c.

- Phan h6i kSt qua kiem tra cho CN: Cap nhat nQi dung
____.__ . . .._..__. .. ,,_.. J£f!..li.!~~!!..fI.JlTI!31..!!!~i!!._~~~_:..__.__._._..__.__.. .._. ._.__.__._.__._._.._.

f--:.Il!~Lg!.~!!._~!!..\!.~.hi~n?_._._~..i>~_.~~!Y.._._._.._._._.._.__._.._.__. ._._._._._._._._._.__._._._. ..__._.._.__ ._._..__.__.._._. ._. .._.__._.__._._. ._
~_ALki@Il!tr_~_gL~.~!~7. ...~..R!!1.!.~£~~~5_~~._~9.'n_~t!L~l!..9~~__.._.__.__.__ .._._._._. .__._.__._._._
- H6 trhlh~.i h_<l£. ._____:._.~~l!g. __~.~ ._.._._. .__ ._. . ._.._. . ._._. . ._._._._._._

- Ghi chu ._._._._. ._~ _IS!!..~l!~_.~.~_.. .._. ._._.__..__._. .__ .__..__ ._._.._._._.._._.__._.._._._._._.__._.. ._.__._._.__._.

5.2.4. Buec cong vi~c 5: Lip d@xu it ting/ghim C1f(YCtrinh Ban Giam d6c (n~u co).
Lien h" iai da KH hoac Ii con van tra 1M KH

- Cong viec phai lam?

-=-~~ la!!!.?_..._.._..__..__..__ .._. ...~..._~~~ ..Ig.~L~~~_l!~.._(~~_g_Q~J1..__.__. ._._._._.. .._._.._._._.__._.__.. .._._._._._.
- Luc nao? : Sau biroc 3 hoac biroc 4

•__ ••_._. __ ••_.~._ ••__ ._. • • ••_._._._ ••_._. __ • .._.M. M' 'H' __ "_'''' __ ''_' __ '''''_' __ '''''_'''''_''''''_'''_'''''_' __ ••••• __ ._._ •••••••••••••••••••••••• ••_._. __ •••• __ ••_ ••••••• __ ._._._._._._ ••_._ ••_. __ ._. __ •__ ••__ ._._._._ •• ._ ••••• _ •••• _._.
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H~ thong quy trinh Cong ty SPT Phien ban: beta
M! quy trinh: SPT.STC-IPT.P.700.70 Ngay c~pnhat: 17/07/2014

Cong ty C6 phdn Dich vu Buu chfnh Vi~n thong Sai gon
_. .__ .__ ._._. ._._._.~ ... __ .,,__ ._._. .._. ,,_._._._._. ,,__ .. ._._ .._._,, __ ._ ..__ .__ .__ ._. ._. ._ .._....M._ .._._. .. ._ .._ ...._._

- Can eu thong tin da kiem tra hoac thong tin phan h6i tir
cac don vi khac, BP GQKN thuc hien:

.:. L~p d~ xuAt tang! giam eucre eho KH, trinh Ban
Giam d6e ky n~u:

• Tinh sai eucre eho KH.

• Phat sinh eucre voi thai IUQ'ngqua eao: d~ to
thien chi CSKH, l~p d~ xuAt giam eucre theo
chi dao cua quan ly CN.

~ Sau d6, giri d~ xuAt (Ban Giam d6e da ky - ban
g6e) eho P.DVKH thirc hien (n~u e6) .

•:. Lien h~ giai thieh voi KH, hoac l~p cong van tra lai
_________ .._._. .._.._._._.._.__Ig! ~Q_.I~~g_._C]~L~~_._._._.._._._._.. ._.._._.._.__._.._._._..__ ._._.__._._._

._.=-IEaLg~~p.__~~~~_~!~~J_...._..~.._05_~_g~y__.__. . ._._._ ..._. __._.._._._...._._._.__.._._._._._. ._. ._....._....._._. ._.._.
.-=-A~ki~~ _~a,.sLam s~!7._._....:__.~~~~.g(E~.~.....fE.i}iha~. __ ._._._. .._...._._ .._. ._....__._..._._.__.__._._._.__._._

.-=-Ji§.._!E9,_P!!~L!!.2E_.._ .._._..:..._~.:~_~gI.i.;~i_!!!1!...!!:~J~i~._~~~._.~i~...~!!.!.-!~!!_.._._..-.-.-.-.....-.-....-.-..-.-.--
- Ghi ehu ._._ :..._~~~Jt._ __._._._ ._..__ ._._..__._ _.__._..__._.__._._.__ _._.__._._.__._._.
5.2.5. BU'cYccone viec 6: Thirc hien tane /eiam cU'cYc

- Cong viec phai lam?

....- ~i)AI!l?__._.._..___..___.. .._.._..~_~!~~_:_!?~I.S:!!_IT~_~gJ!!~E.~~..!_~!l_g._~splL._..__.. .- -.- -.-..-.
-=_h~~_~~~?..._...__.._..__..._..__..._...._...:..~~...t!_.!?~q£..._.?-z._ ..~.~~ ....~.L~!!l_.~t~~~!.!~_s!...g!~__~_ll_~~...._....._._. .__... .

- Ti~p nhan va tlnrc hi~n di~u ehinh tang/giant eucre theo
_ Cong viec phai lam? d~ xuAt Ban Giam d6e da phe duyet.

. ._.. ..__ .__ _._ .._ _ .._._.__ __ _.__ .. -=_ ~!!.~_~!!.QL!!!.~~g!!.~_~1.!Q.J~.~QQ~.-'~S!!!g~:._. _.__. ._.._
_-: ThatgL~1~~~ ..!!.~_~p.7..._._:'....M~Lt.!I~g~~~~_~.ie~_Q..!J~_~~_<?...~g~¥.£.~§Lt_~~E:g:_._._._.__._._..__ .

....=~!J~!~!!1.!!.~?.....g!~_~~!~..~._--!!~-~g-~.:!?...~.-.-.-.....----.-....--.-.-.-.-..-.-.-.-.-.-.--.--.-...-.-..-.-....-..-.-.--....-.--...--------...-....-.-...-.---.-.--

.-=JI6t~2.d~~~~h<lp_._.._ _._:_._R...:.!.~~.E-...2~!_.~..~~TIY.. ._._._ _._.__._..__._. _._.._._.._ _.__. ._.___ .
_-=_9hi~h~L_._. . ._.__....__ ._..:......~~~JLC.§. ...._.._.... ...__...._....__....._._..._.__..._....__._...._._._._.__._.__._._.__....._.____._._.-....-.-.----.-.-.
5.2.6. BU'cYccone viec 7: Cap nhdt donI! khi~u nai tren CT PTTB

- Ai lam? : STC [Chi Nhanh (BP GQKN)]----_._ .._ ..__ .._ .._ ..__ ._ _-_._ .._ __ .._ _ ..__ ._.._._ _ __ ._._._-_ _._.__ .__ .__ ._ _-_._-_._ _._._---_._-_._._._ ..__ ._._._-_._._. __ _.

- Luc nao?
· Sau biroc 5, sau khi lien h~ giai dap KH hoac l~p cong van
· tra lei KH.

- Cong viec phai lam?
· - C~p nh~t nQi dung da giai quyet, dong khieu nai tren
· CTPTTB.
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H~ th6ng quy trinh Cong ty SPT Phien ban: beta
Ma quy trinh: SPT.STC-IPT.P.700.70 Ngay c~p nhat: 17/07/2014

Cong ty cs phAnDich vu Buu chinh Vi~n thong Sai gon

.-=_Aiki~1l!~~_gLa~~_~!1_ .__ !~~.gtpE..~_~~!.1'l~~~__._.__.__.__ . . . .__._._.__.._.
-=1i6. tr~, J~Q6ih2P .. .....~.~.~!1.~_e_~_. ._.._._.. ._._.. .. .__ .__._._._._._.._._._.._.__._. ._._.__.._.
- GJti.ehu.__.__. ._._. __.._ ~ ..~.~!1.~_~~__._. ._.__._._._._. ._._.__.__.__._._._. .__._._._._._._.._..__._._._._...__.
5.2.7. BUcYeeong viee 8: KH dAng y nQi dung thir tra ((ti KN

=-~!Jam1 ..__ . .....:._§_!~_..L~~_~~~!r.!~_{~~_.9Q~_~~__~9.l?11_._._._._.._.. ._._.__._._.__. _
- Luc nao? . Sau biroc 7N M . "'_"'_"_"_'_'_"_" __ .. _... .__ .__ .. M. ._.M. __ ._ •.. __ .. __ .__ M.. ._. __ .M. • .• __ ._._ •... _._. .M.__ .__ ._. .. __ .__ •__ ._._._._' 'M'_"_'

- Sau khi KH nh~n duge cong van tra loi KN, KH co
d6ng y n9i dung thu tra loi KN hay khong?

- Cong viec phai lam? + No: Chuyen buoc 10 (KH ti~p We khieu nai lfut 2) .

._.. ..___.. .__.._._.__ ..__. ._ _ ._±._._r~~_:_.gQ~~~_!l_!?~~g~:_.__._.__. .__.__._.. . ._..__. . .__._. ._._._._._
_~_!~_~!.s~_~Q...!~\!~.__~!.~~?_..._:.Q?_~g~l. ..__._.__. .__._. . .__. .._. ._.__.._.__._.__.__..__.__. ._.. . _
r-~ Ai ki~!!1._t.!.~~..g!am sat?_..._...__..~~~_&(E~.~__~hi}~·~~~ __.__ . ._._._. .__._. ._. .__.__._.__.__._.

=H6 ..!~9'LPE_6j_!!.Q'E_._.. ._.:..__~~~tL~.~_. ..__. .._.__._._._.__._._..__._._._._.__.._._.._..__._.__._._._.__.__.__._._.__.__._._.__..__._._.__.__.._._.. . _

- Ghi chu .__ .._.__ ..~.__~~~_g_.~.~__.__._._.._. ._._._._.__ ._._._.__.._._._.__.__._.__. ._.._._._..__.__.__.._._._._._.._.
5.2.8. BUcYecon viAe 9: Liru hA so KN

=~.u.~~?...._..._._..._._..._..__..._._:__~!~_.l~~_i..._~~~!1._~J~~_Q_Q~lL__.__._._._._._.._.__..__._._._.. ..__._._.. .._. ._._._._._._
.-=_!.-_~n~o? __ . .. .. ...: _~~~J?~~~__.~.?J~~LI.9.1_~?_'!~t._~9.L<!~.!!~~h.~l~~J~.~_~._.__._._._

C" ." hai I'? . - Sau khi giri cong van tra lai KN eho KH, n~u KH
- ong viec p ar am. . khon ti~ tue KN lfut 2, BP GQKN hru h6 sa KN ...__ __.__ .__ .__._.__..._.._. ..__..g. .__.P._._ ..!.._._ .. ._._ ..__ ._ .. . . ._. __ .__ .__ . .._. . ._. __ ._. ._ .._.

~l'hai _g!~_th\le ..Q!tl!?_._ .. _..~ Q~__..~~~y ._..__._._.__.__._.._._._._.__.__.. ._.__._.__. .. ._.__._.._._._.._._.__._._.._._._.._._..__.

._=_A!.1s!.~~_!!.~~..g!.~.!!1.__~.~~J..._ I~~~.gtpE..~_._~~}._~~_~~__._.._._.._._.._._.__.__._._. .._.__.__._._._.._.__._.._.__.._._._.._._._._.
_=B1!!2.d~!!.§! ..h~p_...__.._._..__....._.~..~.~!1._g_.~~._._._._._._._._.._._._._.__._.__._._..__._._.._.__._._.__._._._.__.._._._._.__._._..__._. ._.._._.__._.__._.__.
- Ghi e~f! .__._. ._______: !9!o~~5_? __.__._._.__._.._._..__. ._._.. .._._._.._._.__._._.__._. .._._. ._.__. ._. _

5.2.9. BUcYeeong viee 10: TiSp nhin KN lin 2, kern hA sO' KN lin 1 ehuy~n P.DVKH

- Ai Ult:!!~_.._.__. .. ..._..~...§_!.~.I.g.~i__~~~!?·hJ!3.!._..QQK!:!.~! __~Q!?)1_._._._.. ._. . ._.._._._.._._._._
.=..~Q.~.~~7._._... ._.._....._.._. .__. ~._.§_~~._~~~~J~_..~~.L~.~~~g_~~E~j_._~2i__~~!1..s._!~~_.!!~..l~L~_._

- DGD ti~p nhan thong tin KN lfut 2.

- Cong viec phai lam? : - BP GQKN t6ng hop h6 sa KN IAn 1 va IAn2.

r---------- ..--.-.----.-....._.._-=_._~.h1:!~_1!..!~!._.~.~_.!!6s~.~ ~_u_~_J.g!_~.~_.~.:!?_Y,!g!.~..__._._. ..__..__
-. Thai g~.!lth\l~._~i~n?__ ..:.. .i>l_ ..~_g~l._._._._.__._._._. . ._._ .. ._.._._.._.__..__._.._._.__._.._._._.. ._
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H~ thong quy trinh Cong ty SPT Phien ban: beta
MlI quy trinh: SPT.STC-IPT.P.700.70 Ngay c~p nh~t: 17/07/2014
Cong ty C6 phdn Dich vu Buu chinh Vi8n thong Sai gon

- Ai ki~m tra, stam_sat.:L. T~~glp~6 __g_!!iN!t.!~ .__ ._.. ..__.._.__.._.__.__._. ._._.
- H6 trMh6i hW ~ ~~E..s_£~.. .__.__._._.__. ._.__.__.__._._.__. ._..__.._.__.__._. .._.

-=-_Ghi ~ji_.__.__ .__ . ._ :_._~.§._'!~.~.~..._._..._. ._.._.._._. . ..._.._._._._...._.__._..._..__..._..__.... . .__.__
5.2.10. BllO'ccong vi~c 11: GQKN lin 2. Lip cong van tra UriKN trlnh Ban Giam
d6c. Liru h6 SO' KN

-Ai lam? : ._~.r_~[P:P~JT6 ..~ghi~.p ~~!6ng_1!9.p.21 .__ .__.__.._.

...:..__~~~_~~~~...!.Q~_.~.~~_~J_~~!.l_~~'l~_!!~.~.~.~.~.~~_~_ti!_~~_....
- Ki~m tra thong tin, giai quyet KN, l~p cong van tra loi

KN trinh Ban Giam d6e kY duyet.

- Giri cong van tra loi KN IAn02 eho KH.

- C~p nh~t nQi dung da: giai quyet, d6ng KN tren CT
PTTB. I>6ng thai hru h6 sa KN cua KH.

_=_IJ!_~l!K!?!~~€t 9uB:.QQ~1!!! ..~_~!t.~_~~:__..__.__ .__._._._.
- ThaLg~an th\1'£_h.i~n?_.._._.._:~~ ..!!g~l..._._.__.._.__.._._.__....__. ._._.__.__._._. ._._._._..._._.__._.._..__._..._._.__.. ~
-Aiki~mtr~am~t?__l'!l!.<'m~~._ p
.- H6 trg, .pjt6i hW_ .. . -=- ... C~~._~~~£!~.~.~~!!g..£~~_~.!g_.__._._.._. ._.._._. ._. . .__.._. . .
_,,:,"_QhLehu_. .__.__ ._.~_.__~:.~g.Q!.._gE_i!~~...~!J~~.._~_~.~p._.~i.~.~.!tJ.._.!Q!:.. .._.._....._._...._.__...._._

=Luc nao?

- Cong viec phai lam?

1. Phftn di~u ehinh:

,~,,",,"".....•.•.,G TRI~U

Ngay061-.!Lj2014

Ngiroi di~u ehinh+ Ngay di~u ehinh:

I 120
+ I>i~u ehinh IAnthir
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