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1. anuitanalafon1suanteannieIsualitarauidnluniauinves
yanasedmilsdslayanadududosu fiuusfuaandeusousiuaznisneuauesining
Heen1svesyanafign1snouldfuyanadulardeineg Tudinuszdiuiliudasaud
ﬂizaumsaiﬂm%‘aug”?ﬁﬁ%lﬁ%’umauLmuLLmﬂGiNﬁu
2. pufisnelatinannisUsziliumnunananesznindsiinandaty
afilgsuassluanunsainis
3) prrufaneladsunlaslinaoniiatmiudadouindeuuas
a0uNsaITAnTY mmﬁaweﬂaLﬂuﬂamiﬁmau?ﬁim?wﬁaﬁﬁuLLiJiVLﬁmaﬁ]ﬁsJﬁlﬂJLﬁaaﬁﬁaa
fluANAIATISURIYARALLULAAT AN NI Al uaﬂmﬂﬁmmﬁawﬂaL’ﬂummiﬁﬂﬁu,amaaﬂm
Tussduanntesld TusgfuarmuuaninsvesnmaUsadiudeildfusiatudsinantsly
uennianuiienelavesyanalayaranilazgnimuninanuiinvosusas
yAAa Tn891NN15RANTUIALUANAIITENINIHARDULNUTLAPT LS suaTHARBULNUTLNT]
Anufdninmsegldduuds dmnnaneuunuiildduaiannniansuunuiiuinininey
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lasugenaznaliiinanuianelady Jarunelavsunvievesviielifianalauu Jusgiu
ANUYATTIUYBIHANBULIY

2.4.3 Yadviiiinadanruiiswslavasgsuuins
unIngdeuiing (2558: 44-45) mufianelavessuuinisilunisuansesn
fannuidnlunisuinvesdiuuinisdenisliuinns dedadefifinademufisnelaves
SUUsNs idndeye i (W Inedealaviesssunssw, 2535: 39-40)

ey

1. @a1ufiusnis nasddenisuinisldazain wWedsswuiiainy
Fosnstouneliiinanufianelasenisuinis e Ane uaznisnsratganuUsNslivThas
Wiedhueanuazmnuilszrvuiadudedify

2. mMsduaTuLuz n15U3ns Anufavelavesdfuuiniafntuld

31NN15legudayavnIas ¥seunnadunavIuinunIMeaInIsuINsiulunisuIn Fmin

Y
A & dAag

asafupuBelionfifezlinnuidniuuinisnenans suduusgslandnauliiaudesnis
Rl

3. flu3nng Juimisnisuinisuazfuiavinsduduynaaiil
unumdAyFeansUftRnuuinisligsuuinninanufoelardy fuimsnisuinsd
MeuleuienisuinistaeilatianudAyresssrvudundn genaiunsanouaueay
deamsvesfFuuinstiiAannuiianelalding Wufsrfuduiaaunsontnauuinnsi
pszmiindeUszrmududidy uanmginssunsuinisuaraussuinsdeduuinisiifesnis
sheauaula tlaldegrasiuiisednaninvesnisuinig

4. @NTNLINONYDINITUINIT LALUTIUINIAVBINITUINITUDNT WA
anuftanelavesi3uuinisudegni deindusuan muindouveanisuiniaiieatesiunis
ponLUUDIASANILT mannussngludemeiinosuarnslidsu nedaudsiuidudndan
naonauBBNLULTaRIAT oINS

5. AFUIUNITUINNT Tonsinaueuinislunszuaunisuinisiludiu
dfglunsasresrnuienelalniuuszevu UszansnineeinisdnnisseuunITusnIsama b
nsUJURnuLAguuInsinundewlavausanufen1TvesUssrvLlaetgndel
An I Wy nsdunalulagaeuiiwesitnindasyuudeyaveinisdisesioin 1sasuvse
amenstu nsldinTeshnasuiusmlu@ 1wy

Mndadedinaasuliin anuflaeladsuuvadldnasanainiy
Jadourndeuuazanunisaifiintu Sstuuuslumutatefidunifedestuanumevimes
yanaluldazanunsal Pranamiyanasaazlinelasedmiansgliduldmudiananis
wilugranamilsonafiswelasdedmilsfinnanialildsunisnevaustogiegnimyanaaunsa
WasumrmiEnifudedaiuldedstuiiviula uonaniarufoveladuauidnitanse
wanseanlusziuintosldduegfunuuansuesnisUssiuadildsuaietuasiaandel
drulnguszrruarldnanduninsgiulunisseuiisuanuaianiawenisuinis
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Heider (1953 #14lu 3l5a1] Iwdfiune: 2540) Ifefureds Jadeiiduasie

ngRnssuesyARa wavtindeenddnfonelasedene I6ded
1. Mo Moy

 Aawande
- mwidudeveseufn
. MFIATILRAINA YiS0da1UNT0l
- Usgaunisel HareenIsNIesil IMANG ANLAINITH AIIUNEIE
- 91538l AUSEN waLLInAR
- aandilaseynnady
. MIANARBULNY

O 00 N O 0 A W DN

. ANUANAN IS
10. NS edsUselovinazlne
11. ANSNAKNARDEIUTIY

2.5 uurAnitiatasfiunnsliuing

nedeuassvdun (2555: 8) n1skiusnis Wunihfindndrdgylunisuiniseuly
a3y Inolenzauy Negdesiinsindoduiusiulssnvulngnsslngvtisnunagidmiig
flvsnsivihitlunsdeien1su3nis (Delivery service) ToungSuusnis

John D. Millett (1951:397-400) na131391 AMAIUTENITUINYDINITUTNITNU $FA9
fanmado nufiRnusemsliuimsfidelfAnaufimelafsdidnuuezddy 5 Usenisie
nsliusnsegaviieniu (Equivalent services) nstiusnisegnesiadviunan (Timely
services) n1sliu3n1segafisane (Ample services) n1sliusnig agaseiies (Continuous
services) WarNSIAUIN150819N1INUT (Progressive services)

wns wadlnsida (2550: 15-16) YagtuasAnsvateuns loiinmsiaunannInn1susnig
oeieidosuaziduszuy mszaaunmnisuinsiedudadefididyiivilvesdnsussay
Anudi§ Tuedndnnsuszifiuquamnnsuimsananasgiuiiesdnslammualy uidmiy
Jagtuduiiveniuiuin auamnsuimsanansaialdanmssuivesfiuuing

Parasuraman (1985) lAna1191 AMAINAITUINIT AB AINEINISOLUNITAURIAIY
Foen5veeaniuUing WeRasanaunmuesdud fhazfinnsanandduduazdnionad
duAmauauesmudensluddy Tudnludeslsfensyuiunsndaundmsununimues
1315 aefiaruwnnsnstueenilidemndnuurdifyvacuinisie uinsluddidudeslls
fiauvainuangludes lanusauuen vieiusnwls ilinaninnisusnisgnuseidiy
fsannszuaun1sliuinis (Process) wagnadnsfAaduvesnisuinisiu (Outcome)
lnglanensiufduius (interaction) seninelilasySuusng

Scardina (1994) IdlausuunAslunsUszidiununinuinig SsUsznoude
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1. A9dudesld (Tangible) 1HuA 1§mthil yaains Ludus indesdiouas
gunsaleinag
2. anandlesiusioflfuints (Reliability) 16uA aamannsalunisliuinisedng
FINET QNABY Uaginunzay
3. M5AUDINBULFUUINNT (Responsiveness) laun arumeudiazlvuinng
AIUAIUABINTS
4. mslsimnandesiugFuuinig (Assurance) loiun Anug Ssendoveadmini
wazAuannsalunsaism el iuagiuuing
5. autenlald (Empathy) leun mifﬁ]LLﬁLLﬁ%ﬁUIR]EEﬂ’JEJ@Ei’Nﬁ’JﬁG
Jumn yayuanng (2539) Iilkanumsnevesnisuinigin udsidudalsondenan
anwildine vinmsaeituiuiuasdaeuliifuiud dudu n1suinsiadunssuiunisves
AonssulunisdaeuuinisanngliuinisludegSuuinng uiusinglusdvesian annui
suuuv wanuAndesuemedninelifnanufinela Ssmssiuniwdnguanin SERVICE
393l 7 fadnws uazamnsliaumaneld fodl
S = Smiling & Sympathy Buudu wazienlawnldlas Wusnwiulasenny
AUINENBINVBIHUTUUINNT
E = Early Response foUaUBdsaAuUsyaeAIngunFuuin1seg19sing,
viule lnglideaseunisenies
R = Respectful uansmnutiudiowagliiesiungunfuusnig
V = Voluntaries Manner mslyuinsiviedisasinsla iisila
|

Image Enhancing N133nw1n manualvesgliuinig uazandnualues
DIANTAY
C = Courtesy mugaution saulyy
E
H3UUINIAANTS
andle AU (2534) N33 Tumsviaulidnsa wazliuszavsnwligandn 4 5 fe
330 M Gevdes wazsudlesily raemrudesiinnuaidavesiiousiunuduiiugiu
g1y Asyle (2530) N1 waLdBveIANA1T U URTIwNTdmansEnulaens
sonsliuInsuAUszveg nande auailumsufiRsunsiduaiveuileiluge

Enthusiasm A210AS28UNTELAY NSEADIA5U hagliusnIsUINNINT

Fuman wasideuuszavian nasnsuiidiuvhansassivesUssansuiifinesvnis é?fuﬂama
Yospua1dItunsu]iRsivniserainantdadudiuyana il
1. svhaudilaifiuey
. VIAANUTURAYDU
. INANNNTERDIDSUI NI

2
3
4. y1anseualaglndtn
5. PIANTAAAILY

6

_PINTEUUNITIALAULNASNTUTEANS AN
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7. wiwauselevldiun
8. viInAL Rl MSYIhUgnees

2.6 1@nasNE T

nsAnw sty enufanelalunisliuinistuy ddlvarwaulavhmsfnuide 13lu
annuaneudu fasaluil

UnTIneAewding (2558: unasudmsuguIng) lafnw anuitanelavesussyivusie
ANINNTIAUSNNSVRIWAUIAUATIRNTBY BNBNTENLUY TanTnaynsa1ns Han13ANY
WU ANUAINBLUBIUTEYIPULTUUINTVOLNAUIAUATEBNNRY S1LABNTEYULUN F9nTn
aunsanas aunseunuiivsediu 4 §u Usenaudae arufimeladeduneunisliiuinng
anufianelasiedomnanisliuing anuftswelaseidmindigliuins wazanudfianeloseds
91 wwazan lunms wui Ussrvudanuiwelalunaninnisiruinslussiuanniian
Yovay 97.62 fazuuunmuainnsliuinsoglusedu 10 Gnnnidesas 95 Tuly) feuiis
wolaluaunmnisliusnisgedfian fe suusnisduasisuge dszfuanufisnelaves
ASuu3nisSouas 98.05 sevasunluuuuinisaunsdeu dszduanuianelaves
ASuuInisieray 97.90 MuuIMIMUTMUIgNYULAzaiafnTdaY Seeay 97.43 1UUIANT
muselinsen® IszauanuianelaveFuuinsiesas 97.39 uay MuUsNsAules) N3
YBaUYINNDa31e dszauaduiianelavesysuuinisiesay 97.35 aua1au lagynaud
azuuunnwMsliUInseglusedu 10 @innidesas 95 Tuly)

YUgA1 I58NUS (2555) ladnwn auiianelaveslssuisudon1siiuinisuedasdinis
UTN15dUAIUaTIULAT SUNBNIUNDY JIMTAYAYT NAN1TANBINUT AURanelaves
Usgy9uson15IAUIN1590909AN 15U MsAINAI UaUIULAT B unenIunes JamTnvays
Tnesaeglusefumnuiisnelanniign Wefiansan WWusefu wui fuiddnadenniian
AB A1UNITIIUTNITOENNEIND T89AUAD ATUNITITUINITOEIUANDNIALAEAILNTT
usnsegesnnmi auaau tnsludunsiiuinisegiaiisane Usssvudanuiianelaly
Fesormsanuiliuinsiinnumangan Tudu nsliuinisedaauenia Uszvmuiinm
famelaluiFodmiiiuinsseanubuudy wisla warludunisliuinisesdisdname
UszrnvuiimnuitanelaserimidigliuinsianusuiaveunassjsiulunsufoRau sams
WiguLguAuLANA19eIAUianelaveauseu1vuson1siAUINITY0I 89ANITUSISAI
AIUAUIULAT BUADNIUNBY TINTAYAYT WU INA 918 ADTUANANTA N1SANYI Uava TN
peiu Ianuisneladensiiuinisvesesdmsusmsdrumuatnumn guneniunes Jamin
Yay3 Liunneneiu

wInedemalulagsvusnagdssagil (2555 unasuguing) ladnwaauiianela

g a (3

YBITUUTN1TVRIRIANTUTMTAIuTImIansruATATRYsET Nan1sANYINUIY AUanela

Y a 13

YOI TUUINITVRI0IANTITUIMITAINT M IANTEUATATRESEY 19 3 uu3nsly 3 Yseiu
U547 §3uusnisianuiianelalusnuuinig suussmansisadeluseduunn 9uusnig
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AusaguIAdoud waznuiudnnueldinnuianelalussivunnign waglunmsuis 3
NuUINseglusEAuNINyign
MFBUATIIYENN (2555: unasuiuIng) ladnwauiianelavesgsuusnsnise

Y
D

AUNINNISIIUINISYRtRIANTUNATRsEINT Bl Tuwndaniauassvdun Usedndeudssuna
2555 Han1sAN®INUIN NguseegelinuisnelasieAmnImNITIIUINISYRIRIANTTUSIN A
svatasnlng Tnenmsameglusedu “uin” danadewindu 4.36 Tassudmthiglvuinng
fAnafogeanuinty 4.37 sesaan Funszuauns sunounisliuing Senadewinty 4.36
uazduAsneAuazaIn danads Wiy 4.34 suddy il

1. frunszurums duneunsliiinis wan1sdsre wui nauiiegns fianu
faneladenmnmnsliuimsvesesinisuimsdiusvaalvgludunssuiunis Suneu
nsl#usng Tnesaneglusedvann fanadominfu .36 lneiiestosmisnisliuinig
vannvane flAedegeanuiniu .48

2. i igluinig nan15d159 wuin nguddegaiaudfielasie
Aunmnsliinsvesesdnsuimsdmsuaalnalusnudmihigliuing Tneseglu
spaUIn Snadewindu 4.37 Tneesanduiuesiuussvvuisnfuuinisveadivi 3
AnAugeaainiy 4.8

3. fudesnamINaYAIn Nan15E19I9 WU ngufigiiauiianelase
AunmNsTRUIMsvesesAmsusawsiuaEnlralusnudsswsauazainlaesy of
Tuseduunn fanedsuinfu 434 Inedesanuilliuinsvie sun. deegluuvasiiasainu
msdumslusuins fianadegsgainiu 4.40

AndAsy dufwuna (2553 undade) ldAnwiarufiswelavesszyrvuiidsonis
Tiusnisdulassadafiugiures esdnisuimsdiusualuwnsiineluulneg Sovia
UATTIYANT MNHANITANYIMIIINT U sERvuilianuieneladent sIiuTn1sve09ANS
Uimsdushuadulassadieiugiusie 3 d1u s duauu dulwihuasaing uasdiulssd
Sniseiuaufianelavessemvureausazsualuundineluulng Smiauassvdun
suedorauauugingg Welfiluwumslumsnuuimuinisliusmsilasaiiugu
Ttuseansnmuazasisnnuianelaliunussvisusialy
AnAty Budamna (2553: 11-12 $aila g5 Samuseniu. 2546) liAnwinuianela

vosUszrvuiauimsvesdtinauifudmiadednl awiasd nanis@nvimudn Ussuou
dulngfiennufinslaluseduinn feludunisufifau nsUfoiau magaan/usem way
nsliduuziuInuveadmiii anuazainlunisinde Windidauiaiuaiunse
Tiusnsmeanudnlavasduing uwuzd/Wideya/Wanuiedndaau Tiusnsaudiu
rouvdaazdannusiniilunisliuinis Wivihiinssiedodu dalavhen uinsldgnses
asutulifianatn aunsaudlatdymanuiendeuresusyanvulasgiesinsy A1svinaudl
AugRsssy Undetie Wuluseanulusda ga3m aunsoasaaeuls uaznisvenenainis
Uinsidunan 08.00-18.00 u. drwsnuiivszvmuiianufiswelasnnigafo anuiuazuiim
Tngsoufinuazainauis suneulunissuuinis sveznanlunisiuuing ngsedeudld
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Asssilenitisy Tuvazfidusnsnmdadmiig uasansussnduiudlvamnuiuiussvvy
Uszrrudanufisnelalussduuiunats uenaniunansfnuidoiauonusiio amsispuy
walulagadelndundiglunisusnisussnivu aszideunmsmaulviianugniesdaay
maamuwwmmmmwnNwimmmmmmummmuﬂulm Uidgsszuumsuinisyssenou
biinAruazain 53057 gissauuntu udlvseideu nmang Funousingg Afimnudads
ddiou Waunauiauaiuse uasinueingg uidmdiludunsliuinisuiussea
wazUgnIndriinvesnmafugliuinng fimsussifiutasinmamanuresyaainsegisainiaue
a$19viy $avhe wagiruafvendminiiiieliusysuinanufioveladionnsuuinis

Ingndeyuvuulgesaau (2553: unfnge) lad1sianazuseiliuauianelaves
U389 1¥UADUINITVORIANITUTITAIUUaU Ui Used1l 2553 Han1sAne) wuin
amseuflnelavesFuuimsiisonislruinmslunmiuvesesdnmsuimsdiusvaiig
uzi dnoglusziufianelounn danadowihiu 3.87 Aalufosas 77.40 waziilefiansundu
esmlaoiFesdifuaeisinnlutes nuin gFuuinsiaudmeladenusunisuing
LAYS B NALAINYBIBIANITUTMSAUUA aglusziuianelasnn fidiadewiity 3.99
Anifuferay 79.80 waznufumsiamIMsUImsiamstudesiia eglussdufianelann
fAadewiniu 3.99 Andudesay 79.80 sesaunferuiueyintduaiufayanssm 913n
Uszindluazgitynyviesdu egfluszduiiaonelann danadewindu 3.91 Andudesay 78.20
wazauF UM HRNAUMsdLE AU MR nsiRmAuLardseu daanin eglusydu
flawelaunn fidnadswindy 3.83 Andufesay 76.60 se9a8n Ao MusUATRALITEUY
Tnssadsfiugrunararsiaulnn eglussdufimelaun danadswinfy 3.82 Andudosay
76.40 srusunTHAUIBYNENINeINTEITUIRLALE WIndew oglusydufianelauin
fAndswindu 3.81 Anduesay 76.20 wazauiumsiauIiuLATYgAa Msduaiunig
amu Wdlvd Fmanssu Audyuvulazmvioniion eglusziufiswslann JAedemindu
3.77 AnvluSosay 75.40

synedomeluladsvusnadiuun weiiufidesse (2553) WAnwanufianelaves
Uszrvunan1siiusnsvesmauamuariemed guneulaty $amindesss nansane
WU

1. anufewelagiidladmdifseanudeiulunmslivinsroussevy
YounAUIaiIuaiganedl lunimsiu wud gildnladiudeiinnuianelasenisliuing
wazaadesiulunisliuimsveamauiasuaisannad eglusedusniian (X = 6.02) uas
winifisuiuaSesay ssiiAdosaredszning 76-80 winfiansandusiediu wudn audia
welavesfidmlsdndiiionudeiulunisliuinmsseyUssvvureanauiaiuaFsmisd
unitgalu 3 Sufuusn e NIEIUILAINNAEAINUATNITHOUALBIATINADINNTVBIUTEV 1YY
(X = 6.07, fovaz 76-80) Mainnadugvs denshaveamasau (X = 6.05, evay 76-80)
waznsiinuszleviguuesdszanau (X = 6.01, Sovaz = 76-80)

2. anuilanelagiidrulddiudenidenislduinisuazanudosiulunig

Tusn1sveamnauIaduaissmem lunmsin wudn glldnladiudsiauiianelasienis
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THuinsuazarudesiulumsliuinsveanauiasuaisamnsi sglussdumniign (X
=6.08) wavmniieuiuAsesay axliAnfesazegsening 76-80 mnfiansandusiesu wuin
anufisnelavesdildlddruiidensliuinisuazanudeiulunisliuinisveanauia
fuaisawnad unfigalu 3 Suduusn Ao Mutdmii/yaainsgliuing (X = 6.16,
Zpeay 76-80) AUNTTUIUNS/Aunounislsiusnns (X = 6.13, $ewaz 76-80) WAZAUANAIN
Yan13WUENT (X =6.10, Seway 76-80)

unAingrdemaluladsvausaadiuu waiuflidesse (2553 819de 19-20 alswn
ungnw (2549) IiAnwnsUszlunanuilanelavesszavuiiidenisliuinisves
BIANITUIMTAITMINRLTUNTY HANTITY WU sEAuAUianalasenisliuinisues
psAnsUImsduiminandanfifidusuiniian fe sunsliuimaeiesdnna iwu ns
gounsn Uulgauu Uiuiluil gnaenundai yaaengAaed™ dAads 4.70 sgluszduiiunn
fign Andu 94 Wosidud drwsusiugavine Ae uszuuasaumALAzUTEELTUS Tidade
4.02 agluszaunin Anvdu 80.40 Wesidud szauaiuiianaladenisliuinisvesesdng
Uimsdndminasdannidsusiuniign fe ewssUszansammsinuvesdi nii
iWissnasionislvuinisiiAiade 4.23 eglussiuiiun Andu 80.60 Wesidud drudusiy
aavhe Ao famnudmihidfiesesonisluing fiaade 4.02 eglusduainn Aadu 80.40
Wesidud

Friinnuiaundinuuazausiunseayd (2550) ldvinsAnunisyssdiuaiuiis
wolasionislruinisves dinnuimundsautazausiuasesysd Sminguasivsti
2550 nan1sAn® wud sunnsluinsvendiniind/ yaains wuin Wmthaliuinig
yaanst] Wuimsdesesiuanimduing/Ssended uinmsfennuagmniniiguaielald
nsvfesosu wnlaliuinis warliiduuniviensudednaulidueged Tnanmsinegly
sefuan (X = 4.26) funszuaunstuseumsliuinmadussuuuandutuneu Sszevina
Tuimsiunzan Uinmaiduszuuneu-vdsogisgfsssn fiadesileliusnnsiiviuasio flonans
wiuthe Wiy vese udsoyan1ee wasdduaniannufniiu lnen nsiudssynsgnouluy
Funwaifinnuiianelosglusziuan (X = 4.27) fudsdrursanuazaindieg W s
HSUUINS anuiiudnisazormdusedou audaauvesteieg wuy Jneussorduiug
UBNAUINT InsAwvianssaiy U3nsthay feesn et Tneninsaudneunuudun vl
anuitanelasglusziuin (X = 4.07)

yayida ysunsal (2546) :1nnsAnenideidesainufisnelavesuszavuluin
wautauAsFednddeduinIsmautauasdsud wudl Ussvsudanuianelaneuinig
wavauasgedniluidazau Ao auaudivewusmsiuseiuunn Amelanunisujifng
ulone uazdunasureuivsluseduuiunas sl Sowudn Yafediufvosssanan
lawa 818 seAunsAnwikazgiaiul Insnasenuianelaguivig uazuseyrvulali
JolauauuzAn mAU1aAlTaTINNINTINNTiANg Aanssunmsildiusiunienisiiieslviun
Uszrwuliunzauiuladvdiuyeana
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95581 Weunming (2545) Anwiaruiisnelavesgnatsienislduinisvearinemiys
a1 ndealud wudn neunisfuuinisgnadiulngiiinnnuaianisdagsiuedluseduuin
Aenfuiladesuniuaznin uazanudasafovesiiaensa Jeidusvesing uazenundede
yosduf A fiewilavan arwdfisnelavesgniiluvaziuuinig wuingniidanudfianels
Tnosweglusziuannlutedoiundnias sinuazanuil uazilaufionelalaesiuegly
seavlrunandludadedunisdaaiunisnain anuianelavegnAmausnisuas wudn
anidmnuiianelalaesiuegluseduunn luladesuaniudiuaziiaufianelalaesiuegly
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