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¥faeld Inefinsanfafuesvioadfinisliuinadenmadunldusnindundn

2) shuenufswelavesiFuuins Ae azuszdiuaneuidniianelavesussrvuilduuinisan
wiheuwesds Wy sliuimsassueaunsonevauessonnudesnsiedeiunieves
Usgmvulaviseld danuanenialunishiuinisviely



2.3 wurAnRgfunsUszfiunsliuinig

Stufflebeam, D.L.: 1985 n1sUseiliulunszuiunmssiunuuaginsgivayasginlussuy
ilensivaeunazdndunuan Insliouiiisuiuinariviesnsgiu (Sudes gumans wavaas, 2540:
206-207)

nsuszunsiuims

mMsUszifiumslivinisueayamnsvemenimewns  Hinguszasdiiiensuuusanagiamn
AunmMYDINslfUENT agUasdUszney FansUsadiu wasmadeildlumsdssdunslduioms dd

asAUsznaUNsUsTunsTuINTS
Tnevhlunsusziunsbivinsamsafiansananamuvesnsiiiiunuyessdngvie
meuAiuins Jeusznaude 3 asAUsznou fo
1. Asthudn (nput) Téun suvszana mstadedavnninenns sauﬂ’jﬁa@ gunsaling 9 fig1eny
avmntunsaniiua s
2. M33AN5 (Processing) Usenausig 1UmMuUWATATaNISIANIT N15AIUAN NSAMILA Lagau
Usmssuansaume JJusu
3. Wa9u (Output) FunafiinTuainnssiunuueseinsisomhenui Usnns wu Usyavsnm
n3iu3nTs Uszavisnanisliusns enuduean Wusiu

NAUTINITRAITUIAUNINATIRUZNNS
desnaunmiduFesfiaduduteunasiosdusznounietadenaeeduidmiedossu

dwaliinsuesnunmandufesinnisuesmnvanedunmuamnisliuing - Tnefiugiuwdiiudy
Fesinillosnnsssumamiuliwiuoureanuuinsidudeslilitaraamneauin 3dldfiens
wgromnininnsnlagdeidesunsmeeudumuumensussidunieiaganimns
Thusmsfianusaasyieulifiufaliivosnsuitfaramnsaun  Tgnswamnguamnsliuinig
ogaisutaiian

n38u3a (Gronroos, 1984: 38) letausuuifalidn Aanmiamaia (Technical Quality) uag
AuABanTA (Functional Quality) L“ﬁJum‘wLLmﬁasuaq@mmwﬁdqmamzmlﬂﬁqﬁgammmw%
uagmssuiionuamnisliing - waramnmnsliuinsasiinntienifiode  Tusgiusziuves
Auamdanalin  ueraunnBmihiitues el nseusdldnamiunasinisfinsanauammnis
vimshannsaadliAnduldmundn 6 Usens namie

1. mﬁmuuamﬁlj‘wLLa”mim/lﬂ‘tﬂ”“UaﬂBﬂMU’iﬂ'ﬁ (Professionalism and Skill) tJun1siansan
TgFuTEmsansfusldanmadniuiinsangliuinsifieruiasineeluauuing B9
annsaaiunsualadaymising 4 ldegraszuuiasiuuuwny

2. firuARLaTNOANTIUVRIEIIUINT (Attitude and Behavior) H3UUSN5avIAnANIANLA
mamaﬁ;ﬂﬁu’%msaﬂaﬁwﬁwLﬁumiuﬁlsuﬂaumwm q Aetusey i duins wardudunsudle
Uynognatseniu

3. madnulsegnsienasiinnudangulunisliuinig  (Accessibility and  Flexibility)
fsuuimanefinsananaouidaliliEng  wesnaildfuuinmsandliuing sudsszuuns
Uinsidawdeuly esnnemuazmnlitugsuuins



4. eulhndlanazeudediold (Reliability and trustworthiness) §3uUu3n15agsinTs
fisamdannildsuiinaduiiteuiesudr  Fsmslivinsvesiliuinisardesufifnuilesu
NIANAINY

5. msudlvanumsal idug nwUnd (Recovery) Ransanannsifaimannsaiilails
ppmsaidmiinisturieiamanisiifiound  wardlidmsaunsoudloaniunsi q 14
yiuafisne s nsfivsnzan Guhlianiunsaindugnnzund

6. Foidusuazanundodie (Reputation and Credibility) Q’%’Uu%mmL%aqﬁaiu%aﬁawm
frusnsannsfigliuinisdiduianmsmefuinaen

wunArluFesnmnniigndiusiaman i Wuamnmmsliuinisfignévdedsuuinigug
Tneinananuduiussenineeiusenaunesdeding q iddy 2 Usenisie

1. A mAignAvierSut3nsnan s (Expected Quality) Bsld3udvidnaaniadesia o
1#uA nsdeansmisnisnatn (Marketing communication) ananwalvesesdnsgsna (Corporate
Image) MsdeansuuUUINAeUIN (Word-of-mouth communication) LAZANADINITURIGNAT
(Customer Needs)

2. puamiliAnanuszaunsallumslduinsvesgnvideruuinig (Experiences
Quality) Gslg3udvinaaniiadsing q Usznause amdnunivesesAnsgsia (Corporate Image)
A Bamain (Technical Quality) uagAaA MWL (Functional Quality)

virmuzi3esnanmnsliuinsdanan aunsaasulain gnéfisuuinissinaginnsusediu
annmyesnsliinislaemaitisuiisuamnmitniavisfuann milinainUszaunisalvesnsld
U3 1 Aua AUty aeedesiuvdoliviediaruuandstusgndls dadletnanfinnsan
$ifuud aznaneifunanwitgné3uiiianun (Total Perceived Quality-TPQ) wagvhmsasunady
g avheiduannmil $U3le (Perceived Service Quality-PSQ) tfules FamnuainnsiUSeuiiioy
wuln AunmiliAnanUszaunsalliifuluvdoliaenndesiuguamiinianisaeviiliinisiuives
gnenfiaviselsifeendlsinguarasdvesnsUsziiunansu iRy

nsftesdnsagnsuimiinaulaaunsléfundanouumlugivesiuieou afarnisludu
audesofuuulssiiunansufoinuiiiaunindetio fanuaonndesmssiudnuusvesin 3
binsuimdnauldldanuianuannse  wasvinvedigndnduiuazuimslamuainunesnis
vosmhsauvesesinsviell naswiildduiumneuumuimhsnuniessdnsigliviols Tusdin
FohmsUssiiunansufiRnuiuFesanziveamingu defu Fadumsussidunans
ﬂﬁﬂ’aqwuiuL?aqamé’ﬂwmz (Traits) AMUANTaIMeNE (Deficiency) wazANaNLNsa (Ability) B
vinssliAnaiunu Tneferudeauiiiinsdnud Suadnd wiolifinsieemauldiniiauid
AnanTRnsedy dagtuuudedlfiudouudadu msviauaglfmnudfyfunamuiiiatu uazie
Wvsnevessudundn  Tuownandefirrmudiduedneds  msUszsifunansuFoRausaunde
adelmifosdusznevedtes 3 Usens fe wWudesmadndlun1sufoRau (Results oriented) 8
Wwneuay Ingusvaauadaddns (Focus on goals or objectives) WagaasilausuiugUedulayn
TunrsAmundunnesiu (Mutual goal setting between supervisor and employee) W eide
Tufentinnuildwsniunsivundmnevioingusyasdvesuielfidunsiineudisa
voansvhauudr Bnasuiverhliinauiseufioelalunu wesvililerunseieTesufia
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ilinuussamng  wasmuduanlunisyieny wsegninnuass
ussqulnnaneg

SO ENIRIVER RN EORTE

nann1susEliunan1sujuRnuy

vanmsddnye AHduiumenmsussdunanisufifnuielinisssiiunanisu i
Dullegugniesuazussamuingusvaa fetadl
1. m3Uszfiuran1sufiRnulunszuiunsussfiuamanisufifo Sleuszdiuyana (Weigh
the Work — Not the Worker)
2. MmyvszdiunansufoRemiduduniwemihiuaranusuiinve vvedsdudyuynau
3. MyUseiiiunansU uRuazdoanuwiug lun1susediu
4. MyUszidiunamsufiRamuazseadintesiiondntislunsuseiiu
5.m5Usziiunan1suURnuardeslinisudmanisuseiuias nsananisuseiiiunanisu foRan
MevdaniasafunTUsziud
6. MyUszilunansUiRemagdosdinisdidunmaduluegseiilos
wuuUsziunan1sUjuReu (Performance Standard)

wuuUseiliunan1su Uy (Performance appraisal form) Juenansieenuuutuuite
tufinuazyszanatoyaiinafunsufiinuveminnuilsodlsdunadisaths vildunteswinle
wazdiiesla wuulszidunaeiauusladu 3 dnwaraniSnsneunuuuszdiung laun
1. BnsUsziiudunuude lawnmsdaviludnvar sisaunisufofauvesnidna (Staff report)
eAmuantelszilularlideusigan lnelvesinlvinsendeyalunuuyseiiiy
2. Bansussluduwuunshiezuuy deudamuuuszidiududosasnziuunsevinlunsalih
iepannglutesnng
3. Bmstssduduuuunensesndey  azdmusvideusuiliuiiosuednuasiiveinans
UFtRnu uazenaimuaazuuunntesluvin vielriussidiuvinaiesmneaduindeiinssiuna
nsUseidlu
TgvhlumsdavhuuudssfiusensufoRouazuisoonmussdundney wagiluudseluild
dmuiunidvdmane  efmusdenisussiulimngauunszdusurtsnuuasdnuas
e mngasimushdeUsyfiuagsdedimnadesudsiiazUiensanisussdunsuf iRy
AL 9 ag19gniRmInEaNNIIAdaURUUYsTEuaINsavinlalagde Taglvdsdudyynay
vilsnsfinsanuuuUssdulasuaninudaiufiuddly  vieoranmaediufiRatdaslduuy
Ussifiuwas  silunaveaesiumsagvnaeslunaesiumans ssiulussdnanisyssiunans
UitRnuduedesdlofifiruddysenisuiuiusoududsmansdouisnmaianminensuywdlu
osng Huedostinanuduiusssriannudauannanesinnutuemuaaviieminea
geluefnmsUssidudilidussuulifinginam doundsflszuuiiiunmsussidiunudnuuyUsza &
uazsaay  aunseiluteiumsUssiiunansufiRnuieunsussfiunadiSaveanuiiimue
g s
sanginsslumsufifnulaeitilvesnimsasisadeuufoinuyanainfensussduss
nsuftRnuifidemansy 10 Usznissuldun wdnniswesvema Tagusvassulovis nssuiuns
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Useillumaunasdsnis  wuudssliuna  JadeuaznisarsdmdnAndndnany  wuanisudaium
Ussillunanasdofiese T MvuaTukassyesain1sussdy  wasanvingAon1shIILasnnIaNanIs
UUReU
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UNN 3 A9 TUNI5IAY

TunsfinunisUsslivanuiisnelavessSuuinisdenisiivinisvemenmeuns(esdnis
I P a e AN Y a \ o a v a
www) unsAinwdssliunnuiieanelavestssvvuiliusnts Tuduvesypmailuidiubey
Y3 voNNeURs (@9Rnsunwu) Wneldsyideuddodelsuna fall
3.1 Yszvns fie mbedayaynmihefdesnisAne Tunsdiilfie Ussuswinlunauladiudeusy
AANITUVDINNNBAMBUAS (BIANITUITL)

3.2 NGUA29E1Y

nduUsEriluynndueny e1dn Tu ngsmamuas warU3umma AdruRenssansidaiu
TN TiLaUTDIBN INEUAT TIIUNGUFIDE19IAIANIT 100-300 AL FATIAUTEYANINLAITIS
Aanssuivenimeuns 1Wunand ey

3.3 Rasdlellunmsmusudeys
suvssidiuliuuuasunubueiestondnlunmsivioyslaeiituneunsasauuuaeuaudsdl
1) AnwuunAanguiiiiieadeatu auwelavesifuslag wazauuinig

2) Anwsuiuumsliusnisvesren nguns(eIAnsumvw) Yssldunnsinveansvinau wazi
LNAUAEN AN AL UUaRUA

3) Usellluannmaaskuuasunulaensenaial way MuguInsvemenmeuns(@snnsumw)
wpsfleflliluniaifiunuudoyansifei §ideldlduuuanuniu (Questionnaires) sialignou
RouLes (Self-questionnaires) tipapunudeyaannguiedng Tnelduuuasuamguuuuiiedty
v

3.4 MaAUTIUTINdOYE

& v v I3 A o« vaa Y | . .
Nuteyalaelduuvasunuluniaaile warldisn1sguogauuuiatzas (Purposive Sampling)
InefinnuvesfUszdivavidluluuinaiuiidnfanssuiafiudoys sewineiudiansisening
SudunaIIINLUUdsUIUlAsUaYRaINTINIY Busiou Fawnau 2565

3.5 MIIATITITYA

ANWUTAINILLUUNINSIEIUUTZUUAT (Rating Scale) Femanuunaztaiimasuliidonludnwely
msuseiuandu 5 seau Ineldanimdnaguuu el

STAUAMUAALITY
Wiusheegnads mnefedeudeanisuinian  Wegiuu 5 aziuu
WILAIY vNgRelANRBINSUN Tinzuuy 4 Azluy
Uunans munetedlanuaesn1suiunans Ay 3 AzLUY
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Lyiwiusne anefediaudenisies IAATULY 2 AzUUY
Liwiugngegneds nunedadiaudeinisiesiign Tinzuuu 1 Azuuy
nsasUran1sUsiiu Wisladnafevesnzuuuidasdaud dinniguiunaeinisussdiung g9

o

NSHUANANNUSZAUANRALIINDUASAIATY A9

AzLULRADEINT 4.21 1Nl
AYLULOADSYMING  3.41 - 4.20 170
ATLULRREIENING 261 — 3.40 Urunans
ATLULLRAETEAI 1.81 - 2.60 1oy
ATLULLAUAINT 1 - 1.80 ﬁaaﬁqfﬂ

(v A a < v
FTAUAZLUULNDAALUUIDYAY

JEAUATLUY 81-100 1nilan
JEAUATLUY 61-80 1
FEHUAL LU 41-60 Uunang
JEAUATLUL 21-40 ot
JEAUATLUL 0-20 tfouiian

Y ¥

fAdoiinseiteyamelusunsuduiagumeadidmiunsidomaedsnmmansiite vz an
aenndosiutoyaisrusin mydnseidoyalaglinadn fod

1. A $ovay (Percentage) dmiuiinseideyainly

2. indeiavadin (Mean) dmsumssiuamnudesnisvosusyanay

3. AdBaunanAsgIu (Standard Deviation) dwsuianisnszaevesdeya

4. A1 t-test WagA1 F-test (One-way Anova) @15 ULUSEUTEUAIIULANAIIIERINGFILUS MNNUIN
finnuuansnsegnadifuddoymnsada .05 FRdginnswIsuliigusnee

5. drumauuaneilalunuvaeuniy ¥nsATIEAtie (Content Analysis)

dyanwalneana
m33%’aﬁiﬁﬁﬁmé’ﬂwaﬁmuﬁﬂa%mam’mvimsJ et
n §1UUNAUABEN

X Aadoiauadin

sd. Adeauunnsgiu

t A1 t-test A1 F-test

14



uni 4
HaN133LATIZdaYA

M5 1 YaUANUFILYRINGUAIDENS

o

Joyaiugu M fowas
9y #nin 20 40 16.3
21-459 160 65.3

46 - 60 U 32 13.1

61-701 10 4.1

71-801 2 8

80 Jauly | 4
33U 245 100.0

nsenw dndSanes 38 15.5
YTy w3 160 65.3
ganIUSyan3 43 17.6

lalsey 4 1.6
33U 245 100.0

DTN Hniseu Unfine 88 35.9
WHUNITUUTENLDNTU 53 21.6

B oUW kiU 39 15.9
UsznauoIndasy 29 11.8

U1519N1T NENUVDITT 24 9.8

lalszy 8 33

uq 4 1.6
334 245 100.0

nausegwdvgiongsyning 21-45 U ImsfnwseaudSyang wasdsenauendninisey

UnAnw ninuUIEMenu InBuaey Wetuviseudinu
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[

M1TN 2 YRINNNIIN NoAMEUNT (BIANITUNIVL)

FoynaiFin vienmeuns (esdnisuym) WA Jouay
feudnuugin 94 38.4
Facebook e nguns 87 35.5
Website vienmeguns 23 9.4
YouTube nen1neuns 12 4.9
Insvied 7 2.9
IMNGYINONNEUAS 6 2.4
ey 3 1.2
VSGRITHGY 2 8
Lidnunneu 28 11.4

o

nausheg1sdnilvginvenineuns (esdnsumuy) nnsuuzthvesnuiin Saduniduyssisiu
fatvayui gheeiumadundenmie dhimianssuvemmenmeuns aseulamivie
oovilatl nelafuguuuumsliuing Tududeduaziiiudaauin doseulay loun wiatda iulud
uaz YouTube vasvanneuns (esdnisumaw) iudesmménivinlingushoaaginduve

ANYUANS (BIANITUMNVY)

A1 3 AISLAUNUIRRAINGUAS (@ﬂﬁﬂ?ilﬁﬁ’]‘ﬂﬂ)

NMSAUNNUIMOAMNEURNT (DIANITUNIUL) D Sovay
FAIUYAAA 185 75.5
oA 27 11.0
5a5UNeEs e (WANT wnsu) 9 3.7
LTI I 24 9.8
334 245 100.0

nausegdungidumatiumenmeunsesrnisumvy) lagldsaguddiuynaa

AN519 4 USN5%50N9NTIUVBINDNMNEUAS (BIANITUAIYU) NT15IU

U3nsviieRanssuveenIneuns (esAn1sumnTy) s AA Souay

YUNNTHUNLALANTIANT 195 79.6
o3y 1WAdu 93 38.0
YUNNYUAS 87 35.5
lgusnisiesaynuazlanyinuanIuilin N3ees 40 16.3
ANy 38 155
TAIULEIUN 16 6.5

AU ) TUTATE Ui

nauFREg e ILINNNILE LTINS Sueuaz ingsanTsg, d1egy WAdY, YUNMNEUASALEIGU
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AN519 5 B MUNISNUNLTUS AT

P bun s lgusg Ad Jouay
P Jung - ans 54 22.0
P Lans - 977ind warTungaindngny 105 42.9
WU Jung - ans 24 9.8

P98 1ans - 01ind uagTuneaindngny 110 44.9

nauseg eI deuiuBeny venmeuns (sAn1sumvy) luiungaens - 817ind uag

Tungatindmgne

NN 6 ANIUILTDINGURIRE e NSTHUINNTURIveIBN MEURS (89ANITUMITL)

AUILYDINGURIBE 16D au .
Y - .. y . SEAUAIY
ATIAUSANSVRIVRIIRNMEURS (89ANTS  AxluL  LTUBgUU SLAUAT WU 2 el
r doa Hanela
UPNVU) was  wwsg whsluieuas
1. Wnthfignmiseuios Wulauinis y
v o 4.8041 45537 96.0816 UINNER
IideyansuiIY
2. funliusmsiinnyazanadIsay 4.7796 47949 95.5918 WN¥ign
fasdneanuazan Wowldwasay 47143 52791 94.2857 WNign
3. PUMBUNTANELTEULISUUSAIS | r
“ 4.6490 54251 92.9796 UINNER
AIUEZAIN TIALS?
4. 9aaUn — Ua N15USNISHAIY r
4.6367 59599 92.7347 UINNER
WY E
5. 51URIMSHaLLASaIRL TuSN15e8 9 y
- 4.2694 81538 85.3878 UINNER
LNEIND
seauANUNalaRdysI 4.6422  0.5694 92.8435 1nian

9

1w 1 1 ~ ~ [y [ = 4 A (% v A
naufegeELIINEANNNelINge AuynUsenu suddviasiuuaunelandseidvtinves

mavanmeunsegluseaugen 8 96.0816
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NN 7 AULUTDINGURIOE1IRDNTIAUINITUBIVBINBANUNT (DIANITUMITL) TIMUNGY
918 UBINGUAIBEN
AL
du JLAU | WANeNg
AMUiuTBINguMegwe n1sliuInsveweme Wewuy | Ay | 9gedl
ANEUAT (BIANITUMIYY) TILUNANDIEUDINGNAIDEN | 1w | Awede | wmsgiu | wela | dednfyy
Fumeumis | ngudunlduinisengsnin 207 40 4.5000 | .50637 | wnwian
awsdowdnfu | naudinlduimsenesening 21-45 U 160 | 4.6813 | 53048 | wwniige | L
UIns ey | ngudanlguinisenadstauly 45 4.6667 | 60302 | undian | uaneng
agen 9357 | 59w 245 | 46490 | 54251 | anndign
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Seudes wila | ngudunlduinisengsening 2145 1 160 | 48313 | 42296 | wwnige | ld
Ui Wideya | naurunlduinisengdstauld 45 48000 | .40452 | snnfiga | umnsing
AU et 245 | 48041 | 45537 | anndign
et o nauganlduinsotgindn 207 40 46750 | 52563 | wnilap
fdedweeny ., 2 : p" d :
o 1HenlE naugunldUINTeETENing 2145 1 160 | 47250 | 52545 | wwndige |
) . nauiunldusnisenedsvauly 45 47111 | 54864 | wnvian | uaneng
REREH J
R 245 4.7143 | 52791 | unvign
g oy o . | naudunlduinsengsnin 209 40 47750 | 42290 | sniiap
Wbl a2 : = d :
. nauganlduinisenesening 21-45 U 160 | 47875 | 49383 | wwnige | L
ANEZRN e 7 3 :
) nauranlguinisengdsvauly 45 4.7556 | .48409 | wndian | uaneng
I 245 4.7796 .47949 ll’]ﬂﬁ’ejiﬂ
$wensuar | nguERnlgusNIseIgsng 200 40 4.1500 | .86380 | N
|30 naugunlduIniTenysEning 2145 1 160 | 43125 | 82559 | wndige |
Wiusnisede | nquiulduinisenydstauld 45 42222 | 73512 | wnflgn | uansg
Wigane ey 245 | 42694 | 81538 | wniign
, N nauganlguinisenesing 207 40 4.5750 | .54948 | wnwian
PIIAWUA - AT . = o .
R v - naugunlduUINITeNeTENing 2145 1 160 | 4.6625 | .60280 | wwndge |
Ya AshAUSNNg e —¥ - ,
- nauiunlduInsenedsUauly 45 4.6000 | 61791 | aAViEA | WANAN
fanusngay 7
U 245 4.6367 59599 | unvign

nausegNdLNInIANunelaNga funnUsein
nauiegfideguanaviulianuiuliunnsnsiuegiefided
91gn31 200 dszdumnuneladssiiu Suemsuaziniosiu Tiusnisegiaiisans doanin

Uszihududntioy
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AN 8 AVININTBINGURTRE e N1STHUINTURITRIMBNMEUAS (BIANITUMNTL) TIHUNATY

FELHUNNTANIVBINGUAIDEN

ANUWILTEINaUAIaE e NMIlEUINsURIUes du JEHU
NONINBUAT (DIANITUWITL) I UUNAINTZAU Weaiuu A AUUANAS
M3fnYIveINgNiIBg1 U | Awede | wesge | wela | egnedlitudnAty
Funouns ANIUIQYYIR3 38 4.5789 55173 | wndian
amziloudniu USeuns 160 4.6375 54354 | w1ndian C
o s - 3 Talupneing
U3N13 fAnuazaIn ganUTyans 43 4.7209 54883 | wndian
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- ya o 2 3 AN
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WILZEN ” -
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DEUTAEIND 3
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, L sniUSeannd 38 46842 | 47107 | wniign
338100 — Un - = 3
v o A UERIRTAR 160 4.6125 61417 UNNEA , ,
ASAUSNNSEANY — — - Taluaneng
ganUseyeyn3 43 4.6744 64442 | 1NNEn
WLZEN u -
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nquilegvdIIndAunelanign  feunnUsziy nguiegsiilintsfnyiwanaaiull
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