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NGHIEN CUU CAC NHAN TO
ANH HUGNG PEN SU HAI LONG CUA
KHA CH HANG VE CHAT LUGNG DICH VU
TAI KHACH SAN SUNNY NINH THUAN

@ PO VANLY - NGUYEN THI HA GIANG - HUYNH THANH TRUC

TOM TAT:

Bai vi€t nghién cttu 1y luan va va phan tich thuc tién vé cdc nhan t& anh hudng dén sy hai long
ctia khach hang vé chit lugng dich vu tai Khach san Sunny Ninh Thuén, tir &6 x4c dinh dugc 6 y&u
t6 tdc dong dén sy hai long clia khach hang, gdm: (1) phuong tién hitu hinh; (2) su tin cay; (3) su
phéan hdi; (4) sy ddm bao; (5) sy cAm thong va (6) gid cd. Dua vao két qua di phan tich, nhém tic
gid dua ra nhitng gidi phdp trong chinh sach cai ti€n chit lugng dich vu cho khach san lam gia ting
miic do hailong ctia khach hang khi st dung dich vu ctia Khdch san Sunny Ninh Thuén.

T khéa: nhan t8 4nh hudng, hai long clia khdch hang, dich vu, Kh4ch san Sunny, Ninh Thuén.

1.Datvandé

Trong nganh Du lich (DL), kinh doanh (KD)
khach san 1a mot trong nhitng méang KD trung tim.
Khdch san 12 mdt trong nhitng cd s& vat chat k§
thudt dic biét ctia nganh DL, ¢6 nhiém vu KD dich
vu (DV) théa min nhu ciu thiét yéu clia con ngudi,
nhu: luu trd, dn udng, ngodira con KD cdc DV phu
trg khédc, nhu: thé thao, van hda, gidi tri, massage,...
KD khéch san da trd thanh m6t nganh thu lai nhiéu
1¢i nhu4n nhat thong qua viéc tin dung tai nguyén
DL § dia phuong. Piéu nay cling din d&€n mot tinh
trang canh tranh cang ngay cang khoc liét va
khong lanh manh gitta cdc khdch san. TruGc tinh
hinh trén, mudn canh tranh va khing dinh chd
ding cla minh trén thuong trudng, doi héi mdi
doanh nghiép (DN) phdi tim va 4p dung nhiéu gidi
phdp nhiim c6 du stic canh tranh. P6 1a 1¢i thé vé
dién tich, vi tri, gid thanh, chat lugng co s& vat chat

k¥ thuat,... Mdi khach san phdi c6 mdt hé thong cic
san phé{m (SP) DV cung cap t6i khach hang, cham
dén trdi tim ctia khdach hang. Nhat la trong thdi dai
ngay nay, nhu ciu ciia khdch hang ngay cang cao,
mudn thda min dude nhu ciu va mong dgi clia
khach hang, chat lugng DV cang phéi ning cao.
Chat lugng DV trong khéch san chinh 1a nhan t6
quyét dinh thanh cong, d€ c6 dudc két qua KD tot
truc hét chit lugng DV va chat lugng SP phai
dugc dua 1én trén hét. Vi thé, hiéu qui hoat dong
KD ctia KS phu thudc khd nhiéu vao su thda min
nhu cAu mong dgi ctia khiach hang.

Do vay, nghién cttu cic y&u t6 4nh hudng dén sy
hai long (HL) ctia khach hang vé chat lugng DV tai
Khéch san Sunny Ninh Thuén 12 vin dé& can thiét
va cip bach, tir d6 dé xuat cdc gidi phap nhim nang
cao chat lugng DV, dem dén sy HL t6i da cho
khich hang.

$6 16 - Thang 7/2023 259



TAP CHi CONG THUGNG

2. Téng quan Iy thuyé&t

2.1. Mjt sé'khdi niém lién quan

< Dich vu: Theo Gronroos (1990) va Paul
Lawrence Miner (1998), DV Ia mdt hoat dong hodc
mot chudi hoat dong it nhidu c6 tinh cht vo hinh,
mot cich khong cin thiét va x4y ra thong qua
nhitng mdi quan hé giita khdch hang va nhan vién
DV va/hoic cdc c¢d s vat chat hoic dich vu
va/hoidc cdc hé thong cung tng DV dudgc st dung
nhu 13 nhitng gidi phap ddp ng cdc nhu ciu cda
khéach hang.

% Chat luong dich vu: Theo Zeithaml (1987),
chat lugng DV 1a sy mong dgi ctia khach hang doi
véi tinh toan ven va sy hoan hdo chung ctia mot
thyc thé. N6 12 mot dang ctia nhan thic va 1a két
qua tr mot sy so sanh gitta nhitng thi ta mong
muon va cdm nhin véi cdi gi ta thanh nhan thic
dudc; Va Parasuraman & ctg (1991) gidi thich chat
lugng DV 1a su ky vong ddi véi SP DV clia khach
hang va nhin thic vé cdm gidc clia khdch hang khi
dung qua SP d6. Parasuraman & ctg (1991) gidi
thich ring mudn bi€t sy mong dgi ca khach hang
t6t nhat 12 nhan bi&t va hiéu cdc ky vong clia
khach hang. Viéc xdy dung mot hé thong dap ng
tot cdc nhu cAu clia khdch hang 12 cin thi€t. Va
ngay sau d6 ta mGi c6 mot chién lugc chat lugng
DV c¢6 hiéu qua. Tém lai, khi ddnh gid chat lugng
DV, can ditng trén géc dd khach hang va 14y khach
hang la trong tam.

% Khdch san: Theo Quy dinh vé tiéu chuin
x&p hang khich san DL (Ban hanh kém theo
Quyé&t dinh s6 02/2001/QD-TCDL ngay 27 thdng
4 nim 2001), khdch san 12 cong trinh ki€n triic
dugc xdy dung ddc 1ap, c6 quy md tir 10 budng
ngl trd 1én, ddm bdo chat lugng vé co s& vat chat,
trang thi€t bi, DV ciAn thi€t phuc vu khich
DL.Khdch san 12 mdt co s& phuc vu nhu ciu chd &
ngin clia du khdch. Tuy theo ndi dung va ddi
tugng st dung ma phan loai khach san tam trd,
DL, nghi dudng, hoi nghi,... Theo mdc do tién nghi
phuc vu, khdch san dudc phan hang theo s lugng
sao (tr 1 d&n 5 sao).

% Su hai long: Theo Bachelet (1995), dan theo
Nguyén Dinh Tho & ctg.(2014), sy HL clia khich
hang 1a mot phén ng mang tinh cdm xdc, dap lai
vGi kinh nghiém ctia ho véi mot SP hoic DV. Theo
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Phillip Kotler (2001), sy HL ctia khach hang lai la
mic do cla trang thdi cdm gidc cia modt ngudi bit
ngudn tir viéc so sdnh két qua thu dugc tir mot SP
vGi nhitng k¥ vong cia ngudi d6. Nhu vay, sw HL
ctia khdch hang d6i véi mot DV 1a sy phan ting cia
khach hang d6i vé6i viéc dugec DV d6 dap ting
nhitng mong mudn ctia ho.

2.2. Méi quan hé giita chét lugng dich vu va su
hai long cia khdch hang

Chat lugng DV va sy HL khdch hang mic di [a
hai kh4i niém khac nhau nhung c6 mdi quan hé mat
thi€t v6i nhau trong 1y thuyé&t vé DV (Parasuraman
& ctg, 1988). Cac nha nghién cttu trude day da cho
riang chat lugng DV 13 y&u t6 quyét dinh d6i véi su
HL. Ly do la chat lugng lién quan d&n qué trinh st
dung DV va sy HL chi dat dugc sau khi da dung DV
dy. N&u chat lugng c6 cdi thién nhung khong dwa
trén yéu ciu cta khich hang s& khong bao git
khach hang HL v6i DV d6. Do d6, khi lya chon DV,
néu khich hang cdm thiy ring DV c¢6 chat lugng
cao, ho s& HL v6i DV. Ngudc lai, néu khach hang
st dung DV ¢6 chat lugng thap hon, viéc s& xuat
hién khong HL.

2.3. Cdc nhan to anh huéng dén su hai long ciia
khdch hang vé chat lugng dich vu tai khdch san

Dua theo m6 hinh SERVPERF cia Cronin va
Taynor (1992), phan loai chit lugng DV theo cdm
nhan ctia khich hing bao gom 5 y&u t& sau:

(1) Phitong tién hitu hinh: cAn phai ludn chi y
dén hinh thifc bén ngoai clia nha ctra, trang thiét bi,
ngudi phuc vu va cac phuong tién thong tin.

(2) Su tin cdy: 1a chi tiéu du tién lién quan dén
uy tin cia DV, DV ludn s@n sang, phuc vu ding thdi
gian giao hang v6i cung mdt cung cich va khong cé
sai Jam. Su cung cAp phdi giong nhu trong quing
cdo, 1i gidi thiéu, sy hita hen ctia khéach san.

(3) Sw phdn hoi: phuc vu khach hing mot cdch
nhanh chéng, hing hii khong d& khich hang chg
lau. Trong trudng hgp DV bi sai hdng phai phuc hdi
nhanh chéng d€ khong 1am mét di cdm gidc tich cuc
clia khdch hang vé DV.

(4) Sw dém bdo: 1a thyc hién viéc cung cap DV
t6i khach mot cach lich sy, kinh trong. Nhan vién
phdi thyc su quan tim d&n khach va gitt bi mat cho
ho. Piéu nay lién quan dé&n tdc phong va sy thanh
thao nghiép vu cia ngudi phuc vu.
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(5) Su cdm thong: thé hién & viéc chim séc chu
ddo va chu y t6i cd nhan khich hang, qua dé tim
hi€u nhu cAu, s§ thich cd nhan va cd gdng tim moi
cdch thod min ho.

Mbi trudng vat chat xung quanh phdn 4nh mot
phan chit lugng DV, bao gdm cic yé&u t&: quang
cdnh xung quanh; cdch trang tri khach san; cdc
y&u t& x4 hoi; phuong tién thong tin; gid ci; bau
khong khi;...

3. Nghién citu

3.1. M6 hinh nghién ciiu

Pé tai nghién citu s dung 5 thanh phan cda
thang do chat lugng dich vu SERVPEREF, d6 1a: (1)
Phuong tién hitu hinh; (2) Sy tin cdy; (3) Su phan
hdi; (4) Su ddm bio va (5) Su cAm thong dé do
luding sy HL ctia kh4ch hang ddi véi chat lugng dich

vu clia khach san. Ngoai ra, Gi4 cd ciing 12 yéu to

anh hudng dang k& gép phin vao sy HL ctia khach
hang, do d6 ngoai 5 thanh phin cla thang do chat
lugng dich vu, y€u t6 gid ca ciing dugc sit dung dua
vao mo hinh @€ ti€n hanh phan tich. (Hinh 1)

3.2. Gia thuyét nghién ciiu

H1: C6 mdi tuong quan duong gilta “phuong tién
hitu hinh” véi “su HL ctia khach hang vé chit lugng
DV tai Khéch san Sunny Ninh Thuan”; H2: C6 mdi
tuong quan duong gitra “su tin cdy” véi “su HL ctia

Hinh 1: Mé hinh nghién ciu
Phuong tién hiiu hinh J\

]\ H2+

Sy dam bao

Su cam théng

(
[sus
( Suphan héi
(
(

Nguén: Nhém
J tdc gid dé xudt

[ Giaca

khdch hang vé chit lugng DV tai Kh4ch san Sunny
Ninh Thuan”; H3: C6 mdi tuong quan dudng giita
“sur phan hdi” v6i “su HL ctia khdch hang vé chat
lugng DV tai Khach san Sunny Ninh Thuan”; H4:
C6 moi tuong quan duong gifta “sy ddm bdo” véi
“sy HL clia khdch hang vé chdt lugng DV tai
Khdch san Sunny Ninh Thuan”; H5: C6 mdi tuong
quan duong giita “sy dong cAm” véi “su HL cia
khich hang vé chit lugng DV tai Khich san Sunny
Ninh Thuin”; H6: C6 mdi tuong quan ducng giita
“gid cad” v6i “su HL clia khach hang vé chat lugng
DV tai Khach san Sunny Ninh Thuin”. C4c bi€n
trong md hinh dugc do ludng bing thang do Likert 5
miic do. (Bang 1)

Bdng 1. Thang do va cdc bién quan sat

STT Thang do Ky hiéu
1 Co s6 vat chat va trang thiét by clia khach san day dd, hién dai PT1
2 Nhan vién khach san trang phuc gon gang, lich su PT2
3 | Vitriclia khach san thun [gi PT3
4 | Mbitrudng canh quan cua khéach san dep, hdp dan PT4
5 | Phong clia khéch san rong rai, dep, tién nghi PT5
6 | Noidodn tiép khach thoang mat, sach sé PT6
7 | Quykhach tin tudng vao khach san ST1
8 | Nhanvién cung cép thong tin day du, chinh xac ST2
9 Khach san thuc hién DV phti hgp va chinh xac nhu cam két ST3
10 | Tuvén cac DV dé quy khach co dugc su lua chon t6t nhét ST4
11 | Giai quyét thoa dang khi co su thic mac, su cd xay ra ST5
12 | DV dudc thuc hién nhanh chéng SP1
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STT Thang do Ky hiéu
13 | Nhan vién ludn san sang gilip d8, giai thich moi thac mac clia quy khach SP2
14 | Nhan vién dap (ing kip (vé thdi gian) nhiing yéu cau thiét y&u clia quy khach SP3
15 | Doingl nhan vién cd kién thlc chuyén mén nghiép vu tét dap (ing yéu cau clia quy khach SD1
16 | Nhan vién lich sy, nha nhan véi quy khach SD2
17 | Dam bao chuyén riéng tu kin dao SD3
18 | Bam bao an toan cho quy khach va tai san clia quy khach SD4
19 | Nhan vién thé hién quan tam, than thién véi quy khach trong qua trinh luu trd tai khach san SC1
20 | Nhénvién chay dén diéu quy khach quan tam nhét SC2
21 Nhan dip ki nié[n cac ngay |&trong nam, nhiing dip dc biét khach san c6 nhiiing hinh thiic thé hién SC3

su quan tam doi vé6i quy khach
22 | Nhiing dich vu quy khach da chon 6 khach san tuang xting véi chi phi ma quy khach bo ra GC1
23 | Giaclakhéach san t6t hon so véi déi thi canh tranh GC2
24 | Giaphong phu hgp véi quy khach GC3
25 | Quy khach HL véi chat lugng dich vu clia khach san SHL1
26 | Quykhach HL véi gia ca clia khach san SHL2
27 | Tong quat quy khach HL khi d&n véi khach san SHL3

P& thu thap dit liéu nghién cttu, nghién cifu st
dung phuong phdp bang hdi. Thuc hién trén co sd
diéu tra thuc t& y kié€n ctia 150 khach hang, két hop
véi viéc thu thap sd liéu thit cdp & cdc phong ban
trong khach san va trén cidc bdo, Internet. Nhitng
phuong phip nghién citu dudc st dung trong dé tai
nhu: phuong phdp thong ké md td, phuong phip
phan tich hé s6 tin cidy Cronbach Alpha, phuong
phdp phan tich nhan t6 khdm pha EFA, phuong
phép phén tich tuong quan va phan tich hdi quy.

3.3. Két qua nghién ciiu

3.3.1. Bdanh gid do phit hop ciia mé hinh

Qua Béng 2, m6 hinh nghién cdu c¢6 R? (R
Square) 1a 76,5% titc mitc @6 phtt hgp ctia mo hinh
12 76,5%, hay la bién doc lap gidi thich dugc 76,5%
su bi€n thién c6 bién phu thudc, con 23,5% bién
thién do 4nh hudng bdi cic yéu t6 khac khong c6
trong mo hinh.

3.3.2. Kiém dinh dé phit hop ciia mo hinh

Kiém dinh F si dung trong bang phan tich
phuong sai nhiim khing dinh gia thuy&t vé do phu
hgp ctia mo hinh hoi quy tuyén tinh tong thé. Xem
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Nguén: Nhém tdc gid thuc hién

BAng 2. K&t xudit mé hinh héi quy tuyén tinh bdi

Model
1
R 0,875a
R Square 0,765
Adjusted R Square 0,755
Std. Error of the Estimate 0,38420
R Square change 0,765
F change 77,683
Change df1 6
Statistics df2 143
Sig. F change 0,000
Durbin-Watson 1,943

Nguébn: Tinh todn tong hop
bi€n phu thudc c6 lién hé tuyén tinh v6i todn bod tap
hdp céc bi€n doc 1ap hay khong.

Gid thuy&t: Ho: By =B = B3 =Py =Ps=0
Gia tri thong ké F dugc tinh tir R Square ctia mo
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hinh véi miic y nghia quan st 1a 0,000 rat nhd. T
day, ta bac bd gia thuyé&t HO cho riing cdc hé sd hoi
quy bing O (trir hiing s6), tiic md hinh hdi quy tuyén
tinh boi c6 thé st dung dugc. Phuong trinh thé hién
su hai long clia khdch hang d6i véi chat lugng dich
vu khdch san du dodn theo tit ca cdc bi€n doc lap:
Su hai long =-0,802 + 0,135 (phuong ti€n hitu hinh)
+ 0,747 (suf tin cdy) + 0,110 (sy phan hdi) + 0,083
(su ddm bdo) + 0,118 (sy cam thong) + 0,093 (gid
ca). (Bang 3)

trong bd phan KD ctia khdch san. Nhan vién ti&p thi
bing cdch nghién ctfu thi hi€u va nhu cau cia
khich hang, sé gitp khach san hiéu rd rang va
nhitng gi khdch hang thyc sy mudn. Cudi cung,
nhém nay sé& phu trach cic chi€n dich va khuyén
mai cua khdch san.

- Xdy dung doi ngii qudn 1y va nhdn vién chuyén
nghiép: Thi€t 1ap mot tiéu chuén o rang vé hiéu
qué cong viéc va ki€m sodt hiéu qua cdng viéc theo
mot quy dinh nhat dinh trdnh sy 16n x06n khé hi€u

Bdng 3. Kiém dinh tinh phi hdp cia mé hinh

Tong binh phuong Bactudo Trung binh binh phuong F Mc y nghia
Héi qui 68,800 6 11,467 77,683 0,000b
Phan du 21,108 143 0,148
Téng 89,908 149

3.3.3. Kiém dinh vi pham da cong tuyén

P& do tim hién tugng da cong tuyé&n clia md hinh
hdi quy tuy€n tinh, ta dua trén céc gid tri sau: Hé s&
phong dai phuong sai VIF (Variance Inflation
Factor) 16n hon 10; Do chip nhian clia bién
(Tolerance) nhd gin bing 0; Ki€ém tra cic hé sd
tuong quan tuyén tinh giita cic bié€n gidi thich trong
ma trin hé s6 tuong quan tuyén tinh.

Mot phuong phdp khic 1a vé dd thi phin tin
(Scatter) bi€u hién phan du (Residual) thay ddi
theo mot trat tw nao d6 cu thé nhu parapol, dudng
cong... thi d6 12 dau hiéu ctia Pa cong tuyén (Hoang
Trong va Chu Nguyén Mong Ngoc, 2008).

Trong md hinh do ludng sy hai long, cic gia tri
clia dd chap nhan bién Tolerance cich xa gid tri 0 va
hé s6 phong dai phuong sai VIF clia cdc bién trong
mo hinh déu thap (tir 1,083 dén 1,302) nhd hon 10;
va tit cd cdc dd thi phan du k&t hgp giita cdc bién
ddc 1ap va bién phu thudc cia md hinh khong c6
hinh dang cu thé nao nén ta k&t luan mo hinh hoi qui
khong xuft hién hién tugng da cong tuyén

3.3.4. Gidi phdp ndng cao su hai long ctla khdch
hang doi vdi chat lugng dich vu tai khdch san Sunny
Ninh Thudn

- Tdang cuong hoat dong nghién ciiu khdach hang:
Khéch san nén xay dung mot doi ngli chuyén gia
ti€p thi. C6 thé tuyén dung thém nhén vién tiép thi

Nguon: Tdc gid tinh todn téng hop

gy tic ché& cho nhan vién va kip thdi ddm bdo kénh
lién lac gifta nhan vién khach san nhanh chéng va
hiéu qua. Thudng xuyén nang cao trinh do chuyén
mon, dao tao va nang cao ky ning ctia nhan vién,
ddc biétla ngoai ngi.

- Cdi thién méi truong canh quan khdch san: Cai
thién moi trudng canh quan xung quanh khéch san,
bén trong khach san, tao diém nhan cho khich san
va tao su thich tha cho khach luu trd. Xung quanh
khéach san phai ludn sach s&, trong lanh, khong dé
canh hang rong trudc khach san. Trugc cita, trong
sanh va trong mdi khach san nén dit cdy xanh dé
khdch cAm thdy thodi m4i, gan giii.

- Xay dung nét van héa ddc trung cia khdch
san: Piéu cin thi€t ddi v6i khach san hién nay,
xay dung nét doc ddo ctia khach san tao nén mot
thuong hiéu riéng biét d€ khi nhic d&€n khich san
12 khach nghi ngay dé€n nét viin héa nay. Lam cong
viéc phut hop véi chinh sach chat lugng clia khach
san va lam dugc theo phuong cham 5S (Smiles - nu
cudi; Speed - toc dd phuc vu; Satisfaction - thda
mén nhu cau cda khich; Services - dich vu; Staffs -
nhan vién).

4. K&t luan

Nghién cttu da xay dung dugc mot thang do don
huéng @€ danh gid su HL clia khdch hang vé chat
lugng DV. Thang do HL cho di€m theo Likert 5
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mic d6 va dugc ki€m tra do tin cAy bing hé s&
Crombach Alpha, tinh don hudng cta thang do
cling dugc xdc dinh bing phan tich nhan t5. Thang
do nay da ddnh gid dugc sy HL cia khdch hang
mot cich cu thé, xdc ddng. Ngoai ra, da 4p dung
Thang do chat lugng DV SERVPERF va phan tich
hdi qui dé€ xdc dinh dudc cdc nhan t& 4nh hudng
dén sy HL ctia khdch hang vé chit lugng DV cda
khéch san: (1) Phuong ti€n hitu hinh; (2) Sy tin ciy;
(3) St phan hdi; (4) Sy ddm bao; (5) Su cAm thong
va (6) Gia ca.

K&t qué nghién citu da chi rd chat lugng DV clia
khach san Sunny Ninh Thuin lam HL khdch hang &
mic truong ddi tot. Trong d6, sy HL ctia khach
hang vé y&u td su tin cAy va su phin hoi 1a cao

TAILIEU THAM KHAO:

nhat. Sy HL ctia khach hang vé sy cam thong 1a
thdp nhat con y&u t6 gid cd anh hudng nhit dinh
dén sy HL cta khdch hang. Md hinh ciing chi ra
riang d€ tao sw HL cho khich hang, trong giai doan
hién nay khach san nén tip trung ngudn lyc vao dé
cai thién c4c thanh phan theo thi tu vu tién 1an lugt
12 gid ca, phuong tién hitu hinh, sy phdn hdi, su cdm
thong, su tin cAy v6i nhitng noi dung cu thé da dé
nghi s& c6 tdc dung manh mé trong viéc cai thién
chit lugng dich vu ctia khich san. Tuy dé tai da tim
ra cidc nhan t6 dnh hudng d&€n sy HL clia khach
hang d6i véi khach san Sunny Ninh Thuan, nhung
van con nhiéu nhan t& khiac 4nh hudng ma nghién
cttu chura dé cap dén. Pay ciing 12 mot trong nhitng
huéng phat trién clia dé tai trong thdi gian t6i W
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ABSTRACT:

This study examines theory and practice in order to identify and evaluate the factors affecting
customer satisfaction with the service quality of Sunny Ninh Thuan Hotel. There are six factors
affecting customer satisfaction, including: (1) tangibles; (2) reliability; (3) feedback; (4) assurance;
(5) sympathy; and (6) pricing. Based on the study’s findings, some solutions are proposed to help
Sunny Ninh Thuan Hotel improve its service quality and increase customer satisfaction.
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