
U1~n1~fl~~n11U~~11~1ti~1U~fl~eJ~'\Je:it.1 

L~e:i~ ~1~1n11 Lvle:i~w.1ti1~i11t.1~1ti1~ljriruo11~ u~~ri11~1u~~1'1 ~1~uti1'V11~n11u1~Li1ti , 
rirun11~u~~ri11~ 1 u~~1'11 tin11~1Lilti~1ti"llv~~i11t.1~1ti.n1ri1';J 

, Q 

l..l~flru~.:r~l..l'Wl?l~ bi'leil''W~ er l..lm1fll..I ~crcr~ 11XV1't11tJ-:i1'Umfl.:r~'VlflVnl1tJ-:i1'U boil1~1l..lfl1J UJ~biJ'U 
"' "'' 

~!1!DJJl.Jbbi;'l~f\11l.J 1 tJ~-:i1'1l 'Ufl1J~1b il'W.:J1'U'l.l'EMVl'i11tJ.:J1'Ufl1fl.:rJ1 (lntesrity and Transparency 

Assessment : ITA) rl1Vl'U~ 11Xe.Ju~Vl1J'l.lB.:JVl't11m1'U rl1Vl'U~'U fou1tJ mmmd bbe.J'U.:J1'UVl~B 1flJ.:Jfl1J/ 
'U 

n:UmJl..i b~B~l'l!'U1Vl't11tJ.:J1'U11XiJfll1!DJJl..ibbi;'l~f\11l.J 1 U~.:Jl'1 \?lll.J bb 'U1'Vl1.:J fl1JUJ~bjj'Ufll1!DJJl.Jbbi;'l~f\11l.J 
' ' 

1 U~.:J l'1l 'Ufl1J~1 b il'W.:J1'U'l.lB.:JVl'tl1tJ.:J1'U.fl1fl.:r~ 
"' 

b ~ ei 1 iX fl 1 d tJ 5-u~ -:i 1 'W -u ei -:i ei -:i r1 fl d tJ fl fl d ei -:i 611 'U VI ei -:i ~ 'W b tJ 'W 1 tJ Jl 1 tJ fl 11 l..I iJ ~ run d d l..I 1 tJ ~ -:i 1 '1 

1?11l.J bb 'U1'Vl1.:Jfl1JUJ~ biJ'Uflf:\JTI'j'jl.J bbi;'l~fl11l.J 1 tJ~-:i l'1l 'U fl1'j~1 b il'W.:J1'U'l.lB.:JVl't11 tJ.:J1'Ufl1fl.:r~~-:i rl1Vl'U~fl1'j ~-:id 
' "' 

<9). 1111J1ifl1i~1'Um1111 tJ~.:i1'1 

b ti~ 1 ei fl1'111Xe.Ji161Tu1Jl611m~ tJ b oil1lJ1iJ611'U ~llJ 1 'LI fl1J ~1 b il'LI-:i1'UmlJm'jn:uV1~ fl 
'U 

(j). <9). (9) bb'1 ~-:im1lJ?i~ b ~mM m nrnbi:.J'U-:i1'U/ 1fl'j -:i fl1'j 

<9).(9).~ ~~vl1bbf:.J'U.:J1'U/1flJ.:Jfl1'j 

(9).(9).'"1 ~1bil'Ufl1'j 1fl'j-!Jfl1J 

<9) . ~ 11X~1bil'Ufl1'jbMtJ1nufl1'j~~~ei~~~1-:iJ11tJfl11lJ 1tJ~-:i1~ ~-:id 
(9).~ . (9) UJ~fl1l"Hi:.Jmb'V'l~bbi:.J'Uu5-U~m'j~~~ei~~~1-:i fl1tJl'U'j~tJ~ni;:i1 mo l'W 

v11md V1~-:i:u1fll''UmJJ.:rum'j~~~'j"J.:JutJ'j~mru 
®.~ .~ bi:.J tJbb 'V'l~oiJ'eilJi;:iei~1-:i b lJ'UJ~UrnMcn ntJfl1'j~~~B~~~1-:i b ~B 11X'11TI1'jl1!61l'U 

'U 

'11l..11Jtim1:U'1BtJoii'BlJi;'lfl1'j~~~B~~~1-:J1Jl 1~tJlJB-!lAU'j~flBtJ zjB 1fl'j-!jfl1'j-:JtJU'j~lJ1ru e.J~B'i!B-!l e.Jfil'U'i!B.:J 
'U 'U 'U 

mJlfo~~b~Bfl 
'U 

0 cR d 11 I i.I i.ld 
&l.hm fl1Vl'U~ bb 'Ul'Vl 1-!l fl 1'j \91 'j°'J :U ~BU tl-!lfl11lJ bfl tJ1 'l.l B-!l 'j~Vl11-!l b :U1Vl'U1'Vl 

~bMtJ1oilei-:i nufl1'j~~~ei~~~1-:i bbi;:i~e.Jb'1'UB-:J1'U b~eiuei-:in'Ui:.Ji;'IU'j~ 1tJ61ltlVl'uiei'U 
'U 

&l.m fl1'j~1bil'U.:J1'Ub~tJdtltJfl1JblJ~ bf:.J tJoiJ'ellJi;'I fl1'j~~~el~~~1-!l bb~i;'I~ 1fl'j-:Jfl1'j 11X'11D1'j°l1!61l'U 
'U 

.:ru'VJ'j1tJ ~1'Ub1u1'il~bbi;'l~~ei~'W1 ~-:id 
(9).'"1.(9) 

.. 0 

J~tJ~b1m 'Vlfl~Vll..11tJfl1Vl'W~ 

&l . m .~ tJ 'j~ fl1¥1 be.J tJ bb 'V'l~Vl~ fl bflrusn1 'U fl1'j~ :U1'j 11!1~~ b~ el fl/Iii' ~~'Uf:.Ji;'I fl1J~~~B 



-®-

,, ,, 
.c::.. 6' VdiCUi.I Vd 

<9J .~ 1bfl'a1:::'\/l~·J6lfl1'ViJ(;l61!8':illW;u1-:J (;1-:J'U 

@J.~.@J 1~ilm"a1bri"a1:::~mim"a~(;l~8~(;141-:i ·1.h::::il1u-:iutJ"a:::mru -w .l'll . ®cn:i® 

@J.~.® tl1m=1m"albfl"a1:::~m'a~(;l~8~(;141-:i tJ"a::::il1u-:iutJ"a:::mru -w .l'll. ®ctt:i® mHf 

1'Wm"atJ~utJ"a-:im'a~(;l~8~(;141-:i1 'Wll-:iutJ"a:::~.nru -w. I'll. ®ctt:irn 
' @J .~ iJ'li8-:J'Vl1-:J 1 ~tJ'a:::'1!1'1l'Ub oiJ1'1-:JoLJ8lJ~6lJ8-:J'Vlii1cM1'U ~-:id 

"' 
@J.~.@J il'Vlii1E.JtJ1:::'1!161'l.l~'WB ru ~Vllfl1'a6ll8-:J'Vlii1EJ-:i1'U 
@J.~. ® iloiJm;J~tl1'U1':il'Vlu1~1'11l.l~fl!JVlmCJn1Vl'U(;l'Vl1 -:ib iu 161!~6ll8-:i'Vlti1 CJ-:J1'W Vl18 

Vl1m:::uu Call Center 
Ci I iJ' 0 .Q. I d I 

@J . ~. ~ l.lfl1'a bi:.J CJ bb 'W'a6ll8~~ m"am b 'U'U-:J1'U6ll8-:J'Vl'U1EJ-:J1'U'Vl1-:J?f8m-:i 61 

@J. b ilm"a~1 b 'Ll'Wm'ab~CJ1nu b~8-:i~8-:ib~CJ'Um'aulJu~-:i1'U m'a 1 ~u~m'a6ll8-:J'Vlti1 EJ-:i1'U ~-:id 
,, ' 

@J . b.@J n fl1 'a rl1'\/l'U (;1'1i8-:J'Vl 1-:J fl1 'a~8-:J b~ CJ'Ubb~ :::<LJ''U l'l 8'U m:::'U1'U fl 1'a~ (;] fl1'a b18 -:i 

' ' d O I d ti i.I .:::I i.IQJ .:,,. d ti d 

@J. b .® l.Jfl1 'a fl1'\/l'U{;l'\/l'U1 CJ-:J1'U'\/l'a8 b':il1'\/l'U1'Vli:.J'a'Ui:.J(;l'lf8'U b 'a8-:J'a8-:Jb dCJ'U 
"' d d o.c::.. d cvdt.1 .:=:1 

@J. b.rn m:::'U'Ufl1'al'l8'U?f'U8-:J Vl'am1m1'Ui:.J~ fl1'a(;l1 b 'U'U-:J1'UbflCJ1 fl'Ub 'a8-:J'a8-:Jb dCJ'U 

@J.b.~ lJ'a1CJ-:J1'U?f'aUi:.J~fl1'a~1'iJ'Ufl1'ab~8-:i~mb~CJ'U -w~8l.lW'UUru'Vl1 8U?f'a'aflbb~::: , , v .. 

bb'U1'Vl1-:Jbbm 6lJ bb~:::bi;JCJbb 'W'ab ~?f161'atu'll'U~'U'Vld1'U ~h'Ubl'U 161!~Vl18~8~'U 61 

II II Cl.IA 

~. l.J1~1fl11~1'Ufl11l.J~18l.J1'U~~ 

tv.<9J ~u~Vl1"a':il:::~8-:i bb?f(;l-:Jb':ill'l:il1'W-:i~':il:::l1-:itl1Vlii1CJ-:i1'U1 ~ilm"a~1b 'Ll'W-:i1'U~1 CJfl11l.lzj861'1'l ~ 
"' ' ' v 

4 tJ d CV 4 I CV I .::it. d I Cl.I 

?f':il 'al'l bb~ :::'W'a8l.l'Vl ':il::: bb?f (;l-:Jfl11l.l 'a 'U i:.J(;l'lf 8 'U '\/!1 fl'Vl'U1 CJ-:J1'U'U'U ?f-:i i:.J ~ m:::'Vl'U bbG'l::: bfl(;l fl11l.l b?f CJ'Vl1CJl'l8?f-:Jfll.l 
' 

hrn"a1l.l 

iv.iv ~u~Vl1'a':il:::~8-:i?ti1u?f'U'U-:iutJ"a:::mru'Vl18fl1"a~1b 'Ll'Wm"ab ~81~bn(;lfl11l.l1 tJ~-:i1mbG'l::: 
"' ' 

zj861'1'l~?f':il~l'll.J1fl~'U1'W'Vlii1CJ-:J1'U 
' 

iv.rn ~u1Vl1"a .U111~M5 ~'l!n~1~\ilg;~e:i~u[ju~~1J1~~1EJ1"111m~j_j10J l~j.Jfn1mrnJTrn~ 
Cl d i.I I QJ .! 

fl11l.Jfl'a:::l'l8'a8'a'U ~-:Ji:.JG'l?fl.J~'Vl66ll8-:J-:J1'U 

® .~ ~'U~Vl1'a oLJ1'a1'1lfl1'a -wi1rn1'U':il:::~8-:i 1 ~ri11l.l~1f1 runum"atJnu~-:i1'Ul'l1w11"an':il'\/lu1~ 
"' v ~ 

ri11l.l~'U~(;l'lf8'Ul.l1flfl11b1m611'U~1 

iv .~ ~u~Vl1"a oiJ1"a1'1lm"a -wtl'fl-:i1'U':il:::~8-:iil611'U 1 'Wm1l.l~'U~(;l"1J8u Vl1rnn(;lm1l.l b~CJ'\/!1 CJ 
"' 

B''W b ~8-:il.l1':il1 fl m"atJl)u~-:i1'U~ ~{;l-WG'J 1{;16ll8-:i l'l'Wb8-:i 

lv. b ~'U ~'\/l1'a .LJ'1"a1~ f11 1 -wi1fN1'U':il :::1918-:i b U(;l fa fl1?f'W1'8ll~'U~-:Jf11 'al'W1 fl,; Vl18 ~'(jj_J 
"' 

':il1fltJ"a:::'1!1"1l'U ~~uu~m"a ~il611'U 1~611m~CJ 
"' "' 
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m. 11191·rn1':i~1'Ufi11111t1mw1.nE.J,11nm':ivilil~\Jlt'Um':it1B'U~~1'U 

GTl.(9) er'U1Vl11 i1116/lf111 YIUfr:J1'l.J 111 b~cm1\J b~'WVl1eJi:.Jrt'lh::: 1tJ61ltJ~'l.J 1(1\ b ~e:imrnn'Uf111 
'U 

1~u1n11 Vl1e:in11rl1tJ1tJA111J~:::(1l1n 

m.lv eru1Vl11 i111'11f111 YIUn\l1'l.J hn otlB1'l.J1~V!'Ll1~ b ~m~e:itb::: ltJ'IJtJbbnl'l'l.JbeMbbrt:::Y11n 
'U 

m.cs'. eru1Vl11 i111'1Jf111 YIUn\l1'l.J~eJ\l 111i1m1m~tJ1ie:i-:i b ~\leJUtllJJl vi1e:ii1i:.JrtUW 1tJ61ltJ 
'U ' 

~11Jtl'U~'1t1]t1]11fl1\lf111 Vl1e:i'11JtlV11'l.J1(1l6] 

m.ct f111~1btJ'l.J.:JTU f11'.i'€l'l.JJJ~l'l1\l., ~:::~eJ\l 11Ji1f111bbV11nbb61!\l~1 n~htJV11\lf111bi1eJ.:JV!1eieri1 
' I " 

rl1m~ b~e:ine:i 1~bn(1l'l.b:::1tJ'11tlnun~1J 1(1ln~1JV!~-:i , , 

ll Clio ii QJ !.I d I ..:;:i. 0 d..::::t d 

cs::.(9) ~u1V111 "(]111'11f111 Y1tJn-:i1tJ~:::l'le:i\l1Jm1mtJVJeJ(1lY1t]l'lm11Jm1vi1-:i1tJVJ(1l 1lf)tu5111J 

bb61:::zje:i'1l'ltl~~1\Jl 1 ~bbnntm~ b~1Je:i 
, 'IJ 

cs::.tv er'U1V111 i11161lm1 Y1irn-:i1tJ b~e:iY1ub~tJm1vi~11'1~bn(1l~tJ '1:::~e:i-:i11lb'Wmumbri::: 'U , 

Y1{e:i1J~'1:::~1btitJm11'111~~e:iu1 ~b U'W 1 tlm1ln!JV!l.11tJ 

cs'..m eru 1Vl11 i111'11 f111 YIU n\l1'l.J '1:::~e:i-:i 11JVJ'l.Jbbrt:::111 tJ eJ1J1'ul'l eJ m1m:::v11f111Vl"il1 l'JVl n 
'U , , 

1tlbb'U'U 
'U 

cs:'..cs:'. eru1Vl11 .U111'1Jm1 YIUn\l1'l.Jtilei-:ihJi1T1~(1\ eitlmcl bb61:::'1.1'€JW~'l.J'.i1'1Jf11'.i1tl1otl'~1t1~1 
'U , , 

cs'..ct eru1Vl11 i111'11f111 YIUn\l1'l.J'1:::~e:i\l11lm:::v11m11(1\61 ~bU'l.Jf11'.ib~eJtl1::: fo'IJtll'le:i'Uflflgj 
" I ' 

cs::. b 1 ~i1m'.i~(1lv11bbi:.JtJ-lJe:i-:int1bb61:::tl11utl111Jm1vi~11'1 ~~1m1titl11 tl~m'.i'Ll n-U~1~e:i~1-:i 
' 'IJ ~ 

b u1..11tl u1'.i6.l bb61:::~1m1ti ~u ~-:iVJ1e:i-Ue:i-:i ntJ m'.ivi'111'11~e:i ~1-:ii1tl1:::~vi6n1Y1 
'U , 

~.G'li V1hi1tJ\l1'Wl'l11~~e:iumtJ1 'W'1:::~e:i-:i~1 b Dm1tJe:i ~1-:iB~1::: 111ti mb vi'.imb61!-:i~1 neru1V11'.i 
'IJ 'U 

vi1e:i eri1B1'W1'1 bbrt:::~1l.11'.it1 ~'U ~-:i'Vl1e:i-Um tl'Wf11'.iVl~ 11'11~e:i ~1-:ii1tl'.i:::~vi5 m"r'I 
'IJ ' 

cs::.~ 1 ~i1m'.i~1btJ'Wf11'.ib~e:i-Ue:i-:intJi:.J61tl'.i::: fo'IJtlY!uie:itJ ~-:i-d' 
cs'.. ~. (9) 1 ~nm1i bA11:::1'1m11J b~ tJ-:inu m'.it15u~-:i1tJ~m~ bn(1l i:.J 61tlw 1tJ'11tlYiuie:itJ 

cs::.~ . tv 1 ~iJm'.i~(1lv\'1~iim~ E.11 nu m'.it15u'11-:i1m ~e:i-Ue:i-:i ntJi:.J 61tl'.i::: 1tJ'11tlYiusii'e:itJ 

cs'..~ .m 1 ~ij f11 '.i bbrt m tl~ tJ'W b~ tJ'l.J{Jl1 tJ1 'l.JV!U1 tJ \l1'l.J b ~e:i 1 ~ bn(1lf1111J{ b~eJ\l f111 
'U 'IJ 

-Uei-:intJi:.J61tl'.i::: 1tJ'11tlYiusif e:itJ bbn b ~1V!'Ll1~ 
cs:: . ~.cs:: 1 ~i1m'.itl1''Ut11-:i~tJl'leJ'W bbtJ1vi1-:im'.itll)u~-:i11..1 VJ1ei1:::dfou b~ei-Ue:i-:intJ 

i:.J61tl'.i::: 1tJ'lltJYJ'Usif eJ'l.J 

cs::.~ 1 ~i1m1~1btit1m'.i-Ue:i-:intJbbrt:::tl11'l.Jtl'.i11Jm'.ivi~11'11 t1Vl1.l1 tJ-:i11..1 ~-:i-d , 



cs'..~.(9) 1 ~ij fl ldi bl°l Jl~~e.i ~fl 1'j'~lbii'Llfl1d191111 bbe.J'Ll tJ i)u~ fll 'j'U eM n'Ubb~ ~ 

U'j'l'LJU'j'llJfll'j''Vfil~\91 UJ~~1tl~'LJU'j'~lJ1ru '\"l.131. lvctblv bvlBtl1mtJr'Ubbe.J'LltJiju~fl1'j'U€J~tl'Ubb~~U'j'l'LJU'j'llJ 
fl1Wl'1~\9lU 'j'~"6'1tl~'UtJd~ll1ru 'l"l.131. lvctbm 

' 
cs'..~.iv 1 ~i1fl1 d~1 b 'Ll'Llm 'j'\91111 bbe.J'UtJi) u~ fl1'j'U€J~ n'U bb~~tJ 'j'l'LJtJ'j'111fl1'j''VJ'1 ~\91 

tJw"6'1tl~'LJtJ'j'~lJ1ru 'l"l.131. lvctbm 

cs'..C9lo 1~i1fl1'j''j''JlJfl~llbviB\9l'j'1'1?fB'Ufl1'j''LJ~vnd~1'Ll1 mn11c.M1'Ll ~~d 
' 

cs'..C9lo.C9l 1 ~i1fl1'j''j''JlJfl~ll'llB~ b~1'WW1~1 'Ll'V!Ll1C.M1'Ll b YiBfl1'j''LJ~V!1'j'~1'Ll€1~1~ 
' 

cs'..C9lo .lv 1 ~ij n-;u fld'j'lJ~ bb?f \91~5~A11ll'l"l t.Jl tJ 1ll~'1~tJ r'UtJ 1~ fll'j''LJ ~'\Ill J ~l'U'll €1~ 
V!L.i1t.J~1'U 1 ~nm111ttJ~~1?t~~~'U 

ct.C9l fl1'j'A\9lb~Bfl 'LJ'j''j''1 bbl?i~~~ bt.JfltJlt.J b~el'Lld~~'U fll'j'b~B'Ll-ff'Ub~'Ub~B'Ll fl1'j''W'11'j'ru1 
' 

A11ll~A11ll'1!B'U V!~€Jfl1'j'1 ~~'Vl5tJd~ bt.J'1!tl\?l1~ 1 l?i'B~1:1JEJ'\91 lc.J~n'LJ'j'~'LJ'U~U~lJJl V!~Be.J~Ud~ lc.J'l!tl~'U 1 bbB'U 

bbeJ~ 

ct.Iv ?f~l~bbd~~~h bvlBrfl~1b~1V!U1ffi~tJi)~~1'U~1tJA11ll?f1lJ1'j'f;'l'LJ'U~'U~1'U'lJB~m1ll~ 
ct.m 1 ~i1fl1'j'A\91 b~Bfl~ b -U1fomdtl fl€J'LJ'j'lJ fll'j'61'lJll'Ll1 fl1'j'~fl~1\91~1'Ll fll'j' 1 ~'Vl'Llfl1'j'~fl~1 ,, ,, ' 

ct.cs'. fl1'j'Hf~1m~'Ll~'LJtJ'j'~lJ1ru 1~blJ'Ll 1 tJ~1t.Jm111~1blJ'Ll r111ri1 1 tJ~~1?t bb~~\9l'j'1'1?1B'U 1~ 
' 

ct.ct 1 ~i1fl1'j'lJB'UV!lllt.J~1'U~1t.Jm111b U'Lll:iddll 1:Wb~BfltJij~ 1:W~~~1'Ll 1 m~B~?i1'U~1 
ct. b 1 ~rll bb 'U~tJ1 bb~~~1lltl'UbbOtJill'V!11 'Ll~1'Llffi~r'UlJB'UV!lJ1tJ~1llflUm~u~A'UUill'1!1 ., ,, ., 

ct.ITTI 1 ~nfll'j'~\91 b\911t.Jll?ft:ll'U~bb~~~tJmru bviB?ti1'U?f~'Ufl1'j'Uiju~~1'U 1 ~i1A11ll'l"l~Bll€1~1~ 

er.~ ~©~ul]u~~1u~1'-J'rn b iJEru ~'Ul'HJ'U e:i~1~ bA~~ A1\91 b tl'Llmm~1mb~~ EJ'\9lvi~ flm111 

t:l fll?i' e:i~e:i ~1~?1tl1 b?flleJ ,, 
ct.~ l?i'B~tJi)u~~l'Ll b\9lt.JEJ'\9lvi~ flm1mU'Lll:i'j''j'lJ b v11 b Vlt.Jlln'Ll 

ct.C9l0 1 ~nmduiJu~~1'U\91111~ij€1 vi~Bmm~1'UmduiJ~~1'Um11mdn'1Vl~fl ~~d 
ct.C9l0 .(9) 1 ~ijfiijBVl~eJlJ1\9ld'11'U fll'j'U fiu~~1'U\911llfll'j'n'1V!~ fl~ b lJ'UtJ'1'1U'U 

\I ~ d.J , 

ct.C9lo . iv 1 ~~ \9lvl1d1 t.J~1'Ue.i~ fl1'j'tJi)u~~1'U \911 11 ~ij BV!~B111 \91 d ~l'U fl1'j'tJi)u~~1'U m11Jl1'j' n -i 

V!~ fl t\91tJl?lB~i1?f1'j'~~1A f1l b M t.J1 n'U e.i ~ e.i ~ \91 bb~ ~ e.i ~ ~'l"lB'lJB~ fl 1 duiJ u~ ~l'U n fl 1d b u1 tJ u b VI t.J'U.ff 'U\91 B'U 

m~'U1'U fll'j'tJi)u~~l'U~ rll'V!'Ll\91111 'U~ije:i tl'U fll'j'~l b ti'U~1'U~bn\9l~'U'1~~ \9l~eJ\91'1'UtJ qJV!l~U?f 'j''j' A bb'1 ~ bb 'U1'Vl1~ 
1 'Ll fl1'j''W'11ll'Ll1tJfotJ1~ fl1'j'tJi)~~1'Ll 

ct.(9)(9) 1 ~nfl1'j'tJi)u~~1'U fll'j''LJ~flld m11mdn'1V!~fl~1t.Jm1mu'U5JdlJ ~~d 
ct.(9)(9) .(9) 1 ~i1fl1'j'bb?f \91~.ff 'Ll\9lt1'Llfl1'j'tJi)u~~1'Llm11Jl1'j'n'1V!~ fl bb~~d~ t.J~ nmffi m 'Ll 

fll'j'~lb'Ll'Llflld 1~~fo'U~fl1'j'V!~eJ~i1~1'U1~~1'Ub~tJ'Vl'j'1'LJeJ~1~~\91 b'1'U ,, ,, 
ct.C9lC9l .lv ~\911 ~i1W'U'U fll'j'UeJ~n'Ll'V!~eJ fl1'j'\9ld1'1?feJ'U b YiBue:i~ n'Ufll'j'~~ b l'Llfll'j' 
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