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ATUVLIBTBINITUINNG N5USMS (Service) TdnTumsuazfiferrigiunisuing
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TneAanssuvIonssnduauiy q liawisadudeddd (ntangible) waglideliAnnssuans
Tudswedla 9
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Sunseuaunsvesnisujdinudieddu viedntenisde nstiemieniseyinszivie
Trmnwagenn wazianssuivhiitedBumamiihiinisnu

Snsms ausle (2546, 10) lduansiruziieatunisuinisliin asuinsiufianssy
Usgley Mgammﬁawa’lﬂﬁas%’mv‘hLﬁaLauamw’%aﬁfaﬂﬁmﬁﬁﬂv‘hﬁu%mﬁ'umsmaauﬁw

aﬁ‘mm wavfasnsal (2547 : 101) Wlkrnumneveadmihidliuinsd mneds yana
fifrudeingdmyana anansevhlamufevlubedaldesindounaas wazgnees

afin dugyns (2548 : 13) AUMLIBYBINITUINIS wnefe MsinuYede 13
msmLuumstwaﬂsﬂwummwauuu aumaawanamnaﬂgum flairnstiaugiewde n3o
mimﬂsﬂ:mumawau azulumulai w,ﬂuwusmi

alun gr3sniiudin LLa a1ans eqawmufa (2548 : 18) lhAdunuieves
msmms vaneds msnsesiilas dWediewmide nslimudieivie Asefiunsiduyselowd
soffau Tnewdu msﬂg‘ummamqmm’tﬂaamammwm

5907 WU oyswn (2549 : 124) Ioﬂwmnwmammmwmwﬁ‘lwuamsm 'mmam
Uﬂﬂamwmwumusw’iumimLauamm‘s (WiiugnAn) muawﬁwamamﬁus‘uaaaﬂm "U\‘l‘Uﬂﬂa
‘lu‘wuﬂUsfmmwunmumaaﬂami anAn Fuldusng) LLauanmﬂuau 9 ws'maa'l,uaumaamaq
UsmTiuse

1A%5WR (2552 : 17 - 18) naMd1 MIUINS AB UTBUTT AUV NNAUAISE Uae
filausnis (Service Mind) Wususunia n1susnmsdadulandnveameirnu masvi
1wﬂuauiamw Li’]ﬂ’J'iiﬁﬂLLEJEl\'m’J"l stwvwwvuamﬂmmammm‘lmmmﬁ]muma A5 UL
sy mﬂ,fomLmﬂsqLﬂmwwuﬂuﬂfﬂuﬂsmu’tﬂﬂﬂmumamummﬂu Fat nnslusnnsi
Huilavasauyne vasddlaldiiedile wieddilavesmsduinuinisie

InFTuN Lm“ﬂﬂm (2538 : 8) TWiANUNUNBUDINITUIANG MBI ﬂﬁmﬁwaaﬂizmumi
mLuumiamﬂ,mamwuwawmamaaaﬂms Lwamauaumﬂfammaamwawﬂﬂaauuav
AslAnaufanslannaavean1sngzyintiy dan1suimsinesidunisnsesh fannsaausnau
mmmaqmmwLLamwmmuﬂﬁlmmanuaamﬂﬂauummmﬂa wsaumwﬂwﬂﬂamnmamm
m'm'iaﬂﬂu,a.uﬂiku’[,ﬁ]maaw‘tmﬂuna'\mmnu “lum'mwmaumamaum‘smmsmmulmw
ﬁ]vLﬂums"uimsm“l,ﬂmamsusmimwm% YBNAINAIN “N1SUINIT” aqumaumnmmmnu
AsUsMsandlvduaynulduse mug’ﬂ,mims (service providermunefia cg,wmmumummmaa
ﬁ'umsﬁ*nauaﬁué’w%au%nﬁaem“lﬂaei'lwﬁuﬁamauauaqmmﬁaqms‘uaqﬁml?’fﬂu%mi
szmﬂsa‘uﬂauwawﬂs~ﬂaumsmawusmimsmmi (service manager)u,auNﬂgummusms N30

a

WHNUUINTT (service personnel) & fSUU3NNS (customer) MUERY Nmmmmmmaqmwaaum
“30UIN1T N39919158071 N‘Uﬂnﬂ consumer) mumwwmalnammnu Na1IAD g’{ﬁﬁ
ANABINS LY AuAYIaUINS

MsUSMI3 (Service) fimnamaneey 2 szau laun ammnglussaungiingsa (Behavioral
Approach) waganunaeluseduanIUu (nstitutional Approach) (Yue 339Ua@u,2538 :181)
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mwwma‘lusuﬂqumnssuLﬂumsmwmammmsmms’lumuwLﬂunivmums
TunsuUus Miaaauaﬂium’luwaﬂmLsawuﬂmUmma'uauaammmaqmwmc’ﬂ%smi Tuudid
nsusn1ssadunsusnedeassn wsamiuminiwmismwnwaac’ﬂ%sms Fadumanununy
wLuummmﬂmaqmiusmﬂumuvwLﬂunmﬂsswumimaaulm (Motion activity)

Anuvaneluszavanity LﬂumimmqsmmmsmmﬂumuvwL‘LJuLsawaqm'sﬂimau
§3naUIN1IMSe gRamMNIIUINS (Service as a social institution) Falunum uazwthisedan
Tudnume (Sooat function) muanwmvmiwwamwmaamiusmiaanmmJ'svmwma
namaqmnsswumuauwuﬁ g luwdven1susnisanuAunLefidediveulaniieni
'Lum'lwmw,sﬂ WiesnveniienanailadinnmsuinisaauauvinelussfungAnssuduiies
dunilsesrumineseRuan1Ty

U3n1s wuredanisnseviniilenluseainutiemae ; nseiun1siduuselevd
dofau ; mslimutaemde (Lash $198dlu Uaneilu , 25361 12)

A15U3N15 vuneda Aanssunseujuanislag 'vmaaruﬂﬂawuammsﬂmLaua’mannau
Uﬂﬂawuwﬂmmmsmumaﬂm LLaJLu"LmawawaammLUuLﬁm"uaqaa’Lm Haiinnsnseindanann
§199857U ma"l,m'maanuauﬂ’mumﬂlm (Kotlor #n9lu 3R , 2530: 6)

A5U3NS Ae AansTunils maw‘uaaﬂ%niswmaamwmanwmﬂummuaamumm
lailal mimawﬂﬂlm%ﬂumawﬂﬂimanuﬁ]mmsﬂgamwuﬁsumwanmﬂuwunmuusms
way/MsegnAfuuTENKEnuA LLau/uiaaﬂmnuswumﬂmamwlmmlnLwamawaumma
Uaywwesgnin (Gronoos $ndlu ImAtiuvi . 2530 :6)

A15USNNS Lﬂuniumumwaamiﬂgummumawau muuwm“’lwmwsmsa\mw
Qmauumwmmsmsmmammasmﬂ LLaummuLwa@,auammmwmwmj@*u wazdad1uay
(@uwne , 2537 : 42)

WQUWuHSJJQ‘UU Student Dictionary ¥84 The Amencan Herltage (1944 :864) 1Al
AUMLNEVBIATIN Service INMUBD mimmwsaawwmmmumauﬂﬂaau

winsidunadildanauluduiivszausenirsfdweuiugnduaganauaeluianis
maamamauLwa’LwLﬂulﬂmﬂuﬂmumaami‘uaqanm (International Standard, 1996 : 2)

nAMIMINeUINsTind1in ansaagulean usnas nanei U1 e R R N GR D
msz’hmUmmasmnmag@umammmzﬂ,ﬁ] fianuindieusy uwazlivaramuselegiangsu
audvsneuazauslaluuinig

1.2 Ys8ANva9nIsuinig

annslFauvmnedrsiuesdiuldigsiavinisiusinnuevatsuaus ueninie
nfinanuudndugudl MsU3nSIUNMSRUAITEUIATT N1TUTNIINNNISANET N15UTNTS
Erupanutudia sghalsAmaluussangsiauinismaniu quay felladu (2538 : 181) léswun
mwmmﬂﬁhd‘lﬂaﬁwﬁaﬁqLﬁmmmaamiu%ﬂ'mfluﬁwﬁmLLﬂqlé'L*‘fJu 2 Ussiam ﬁa

1.2.1 N5U3N13AUEIAT (Business service) Famunedis AsuinsnRdnuazduiunig
Tudiegsha ganaramilailuddy nsusnnsludnuaeilliun nsuinisveamiieaius
29335 LUU NMUINMIANEISEY NMIUSNIdeNEaLATIgY udu



1.2.2 A1sUsN1sansnse (Public Service) Fanunets msmmwuaﬂ‘wm“mimmums
Imaisuusﬁﬂjn'\mwss’lwuqfnLLavmaﬂmw*’uawiwu'vuu‘l,umﬂmﬂummy msusmslusnuazil
1EuA AMSUSNNSURIMUIBNUANS 9 Y893F WU A1SUINTANSITANY N15U3N1598989ANTUNATES
duitedy nMusnsdenuanasei Wusu

1.3 29AUTZNBUYBINITUINTT

ammwnismaqmsmmiuummmLﬂmmmﬂwﬂﬂa’twmama Fasarheffliauduius
FrslAnemuuinig guae Jeiledu (2538:181-182) ) IFesueiesiusnaudifigrenisuimsi
Usznauluse 3 diu Ao

1.3.1 glAuing 3ilufifmnedotedinsiuszneugsiauinis LaryAAINTVIoNINNY
wmwmﬁlumﬂwsmi

'
L% =%

1.3.2 AEUAUNMTIUANT LIS Weosntunilefnedsnisiiuims

1.3.3. NS‘U‘U‘iﬂ’Tﬁ maaﬂﬂi"naummuﬂmummLmﬂmﬂnu"\,ﬂmuﬂivmmaamsusmi
Emmama’LuLiawaamwimi mmﬂumiusmimmsmv mumminuﬂwmamﬂiwwu
Tnevhly 'lummv‘wmsusmimuﬁimnﬁ]“wmﬂmLawwwwmmausmsuu 9

1.4 ﬂmﬂ’]‘Wﬂ"ﬁ‘Uiﬂ’]i
@QﬁWi ﬂlﬁ]iﬂ] (2539) ﬂﬁ’]’lﬂx‘]ﬂﬂiﬂ'\W'ﬂ@'\ﬁ]&l‘Mﬂ’]UM&IQJ@GVILLG\ﬂW’W\‘IﬂU‘OE}ﬂlﬂ‘UuaUﬂU’J’ﬂ,ﬂi

Y
’%“’LU“L!N'JLﬂS’]""W LLMﬂﬂJﬂ'\WUUG\@G’d’Dﬂ?ﬂUi gidlula ‘Vﬁ@@’]ﬁ]L‘UEJUEJEJﬂiJ’]LUu@WﬁIWJ’]

qunm = ewfioelavesgnd = WBmsilédsu

uSnsfieeniald
Zimmerman Wag Enell (1988 : 33.6 -33.7 ) lal AU nuNeUeeA1In AMATNNITUINNS

(Service Quality) 'nﬂmmwmaamsmmmmuwmm“a:umJmﬂﬂLUumimauaummmmmnJu

Yp9gnNATLUMUIIAT LANTINES LLavmmuaamumfmm’h Wiowhvinevesgnan
IﬂaaiﬂLLmﬂmmw’l,umsmmwmam AnuniziannzvsednuuANENTRTeINTUINI

fnoUAUBIANUABINTT LLavamm'quwa’lﬂLwa’l,mnmmmwauulumsuams

Vlﬁ]‘iﬂ{]?]ﬂﬂﬂ'ﬁUiﬂ’ﬁ

Mille(@edalu Avint,2538: 23)nanrintivunediAgyvean1suins e nsadannuitanela
Tumsliusnsvesuszaneu Tnelivdnvisouumis fe

mslwusnﬁamuauamﬂ (Equitable Service) Mg dia ANgRsIIHlUNITUINIS
numAsgREguaRTiiAunnAuBiLTNiu muuﬂimwumﬂuadmumiﬂgumamﬁmamu
Tuldyuvngving fyifinsuvsuenfaiulunisliuinig 'Usmwua%maumsﬂgw’lumu Ay
Jawnypraiiliinasgunslivinadieaiy

mslirusnnsfinsanan (Timely Service) wanedie ANSUSNN59EH09N09INNTIIUINNTANE TN

LHOINTINBIA wamiﬂﬁﬁamuﬂuawﬂaemumﬂ%’gasﬁa’i'ﬂﬂﬁﬂwaw%mwLaa fladfin1snse

ol dsazasernuldfanelaliuiuszywu
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n1slusnisegrafisane (Ample service) nunedie AsIHUSN1sa1s TR NYME
S uaunsliuInas wazannuilyiuinisednumuizgau (The Right Quantity at the right
geographical location) fialan U1 AIWLIELBAIA nIan1snTIneaan avlifianuvuielay
FfisuaunislrusnsldifisanedmSudunuveaiuuinig

aslusnnsethereiies (Continuous Service) et ms’lmsmimmsm"wL‘Uu"LiJaaN
aviaue Tnedaussleviassansisailuvedn LallgEamnufianelavemunsnuiiliuinnsiesli
mawaﬂmﬂ'mua‘lﬂnlm

nsauja (Gronroos, 1982; 1990: 17) lﬁlwmwwma’uammmwmﬂmiﬂﬁmmuuﬂlm
2 aﬂwmuﬂa mumwmmﬂuﬂ (Technical Quality) Sufeafiunadng maawmummﬂmumn
TERED ImEJmmmmyamlmmuanumwsvLmuimﬂmmwmamamm«fm (Product Quallty
muﬂmmwmwmw (Functional Quality) uJuLiaqwmmmamﬂiumumwaqmsﬂ‘szmuuum

ﬂiaau (Crosby, 1988: 15) nanaliin ﬂmmwmﬂwmmwm “Service Quality” Wy
Hunuldaidensdnnisnrssidunuuin1sfiunandeunnies uaTABUAUBINTIAY
AINABINTITVBIEUING LazaNINIaTIENIIUTeRBINYRNgnAI o UUINslA e

J9ne WwaNdssa (2543, 14-15) AuAINNTIAUIATS AamNuAanAdDItUTBIAILABINT
YDIGNAMITBLTUUINIS maivﬂ'u‘uaam'ma'mﬁﬂlums‘luusmswmauaummmmaqmwmaﬂm
‘Vﬁ’e)NiUU'ﬁﬂﬁEJU‘Vl’ﬂmaﬂﬂ’Wﬁ’ﬂNi‘U‘U’iﬂ’ﬁLﬂﬂﬂ’)’]ﬁJWﬁW@I‘-ﬂﬁ]’mUiﬂ'ﬁVIL“UWlﬂ'i‘U

A2UdAN29A WaAanIws (2550: 66) duanINwiulian mumwm'ﬂ‘wuami Wuiauas
vimummﬁa auﬁuammmmmmqlmwulmumﬂmmi mmﬂaeﬂm siuteausule
(Tolerance Zone) NsuU5msﬂﬁ]vummwawalﬁﬂumﬂwmmi ﬁziwummw,mmaﬂuaaﬂlﬂ
mmmmmmmwammavmﬂa wazauianelailio Hunauarnnisusziiunanléiu
NV 0 YBIANT

George (1991 : 263-266) ﬂ’\i‘U’iﬂ’\iaﬂﬂ’l Miamumms (The Customer — service)
Lﬂuﬂaawﬁwmn'ﬁaﬂmwﬂs gNFNIINNUILIULONTY asmnsiuszaunadnsalunisiiuinis
wARTuUINIg mjm'mwﬂmusmsmesummswumiamamuuﬂUamsUiiaLﬁmmmLav
a%ﬁammmwﬂwLmammsmwmsmu miusmﬁaﬂmmuﬂawﬁmamsammimuﬂuLiaa
N1SADUANBIANUAIANTIVBIGNAN ma&muwuﬁwufua<1LLmﬂﬂ‘mﬁmquwﬂ%aqmumﬂﬁ
ﬂvuﬂlﬂamwﬁaLﬂwma‘uaqaaﬂmi NTiANTing1INIAENUIN asfmasdudeantiiludes
YBIFTUUINT LY a1muusmwmmsmmau’iwnmm awﬁaﬁwmaﬂ‘u A9 A1TLWBIUNT A
AMFIANISUUUREIUIIN

2. wu2AALNE2UNIS IUSNITE1513604

A15USNNsA515ue (Public service) (U533, 2523 : 80-82) VU ﬁfammﬂﬂimwﬁ%’i
v anauaLeIANEBINNTEILTINVEUTE YU AU ENLA 2 Uszian fa fanssu
ﬁma‘uauaammé\'aqmﬂﬁlé’%’ummﬂaamﬁ'ﬂa&hwﬁq LaLRINTIUNAOUAUBIAINABINIS
TuguauazaInauelunsa LN
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AnsUSnnsUsEavUlnentenuuessy (Uiug , 2540:6) AsnnsUsmsUsErsulaenuIB
29953 Lﬂumimmamma L e R L LR AL ATREL MY A Fainureauenatmuali
Usggnwuluuusnisiviisauvessy Miammaumwmmaaﬂlﬂusm'ﬂuaﬂwa AINAINIU
Uszrwuile

v a o £ da o
ﬂ"l‘i‘LMUin’]’ia’]ﬁﬁm“ G GRGE 2536 :13) ﬂ'&] ﬂ'ﬁ‘V]Uﬂﬂa Wi@ﬁu'ﬁﬂﬂ'\uwuﬂquqf\lﬂuqm

fAadesfunsliuinisansise Feovauiduvesdy vivelenvu fintlunsdeneanistiuing
wAUSEUTY IﬂamﬂmwmaLwamauaummammmaqmsmaaﬂi‘"m‘uu‘lmamuim

Verma (81¢lu ngad , 2538) 1G1Wf\]’ﬁiu’1ﬂ’1ﬂvmiﬂ’\iﬁ’]ﬁ’ﬁm“‘J’WLﬂuﬂ’l'iLﬂaauEJ’]ElLSEN
ﬁ‘lwu5msmﬂmwuq1ﬂmammm dielndulunuiigeans

Fitzgerald wag Durant (§1lu Jann, 2532 1111) léﬂmmwwmaannumﬂwmmi
4571504 31 VAR msﬂivmuwamsﬂgummumumﬂwsmwawmEmu Imauwumuwmm
n5U3 (Perceptlons) mmsmuawimwLmﬁ]'iwqmsﬂsumuwauumﬂmqnulﬂ mwuuaaﬂu
Usua‘umimmma Uﬂﬂalﬂiummm ( Criteria) mmawﬂﬂam‘h smmmsmﬂau’lﬁ] (Judgement)

namlagagunisliuinisansnine IGIE Uim‘s‘uaasﬁvﬂmmmumamauaummmmaams
yaUsernvudIulng MEANUENDNA wazlusssy

Panandiker wa¢ kshirsagar (1978 : 10) nanlunistiuIn1sansnsne JungAnssy
msﬂg‘umﬂwuaamwmwﬂw5msﬂsmwwmmmmamaaﬂgummuusimmmumangsvmw
g% Tnglaidesdnilsfismnuidn ensual wazauugRfitdes viseiNour

wannnsddiifeafunisiiuinsansn sy Tunisaneves Ysilund da5n1¥(2533 : 51)
annsafazueniianson 1 5 Usens fie

1 Uinsassasduiamsiegluanuauguuerhelnases

2. UsmsmﬁwsmummmJiumf‘ﬂumsmauaummmmmmsmusammﬂsvﬂmu

3 msdaseou wagitnsaniiun1suInsansnTae denazuiludsunuadidiaye el
wingauwnausuduwianagdle

4. USNSANSITIE aedasdndniiunmsegiduie taslavasiae Lidnnsmgagedn dusns
AETE mawam“aﬂaamaﬂsvmﬂm Uiumﬁuuaaaﬂmummmamaumalmum'\maama

5. LamjuEJauuawﬁmulﬂsuﬂivimumnmn'ﬁmﬁﬁmuwnmaunu

nanalawasy wanmﬂmsmsmﬁﬁm“Lﬂumﬂwmmim s¥aerniafaUszyvulaediulvg
U3NsenumnUEanAVLTIENT

a a A Y =
3. LL‘U'JﬂﬂLLaS‘WQUﬂLﬂanUﬂQ'\uWQWE’LQ

3.1 araanevasiiawela
pufiansla (Satisfaction) punLYnIHFUNGRNTSUANERS NA1YY Juanmauidn
YDIYARRTIATNAY aamenla Wermugeanis wieustgilaldiumIneuaues
At awela (Satisfaction) AINWAUIYNITUAUIAINGT Huauanuddnluduusn
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3. E 1191nA117 Expectancy 11188 ﬂqwuwfaﬂﬁaiuﬁuqﬂﬂaﬁuﬂ %aqﬂﬂa
feufesmsuaziimmmislunanedmaisag SeirFdeensevhineisladtuis ilemeudues
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519019, 2554, w1 17) iﬂﬂemanﬂUmquwalﬂuu'im'ﬁmammmmmmzwmmnw
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1.1) mmwawalwumulé’mmaﬂwumammquauu'lumﬂwmmwaﬂs%wu AuURanela

]
a1

‘uaawumulmmmaawmmammL°uauu'lums’luU'smimaﬂswwumaamﬂmamuanquam
TunIMsIN WU wumu‘Lmqumemmmwawa’lﬁ]mamﬂwmmma“mmL*Uauu“lumﬂwsmi
YDANAUNARIUALILINIAT aa'lui mmm'waﬂ (X = 46.02) wasmnguiuA1oEaE 9 giA
fouazogsening 76-80 NIl usIeAIu WU mmwawa’Lwaawumu’Lﬂmumma
m’mLmamulumﬂwsmimaﬂ'svmﬂjwaamﬂmamuanaqwmm mn‘wam’l.u 3 JUFULSN AD
AMSENUILAINALAINLATANTABUAUBIAIINABINTUBIUTE V1YY (X = 46.07, Sovaz = 7680),
msmﬂwaauqwﬁmamsnwawmamu (X = 6.05, So8ay = 76-80) way n1siinuselagl
auu93UTEv1vU (X = 6.01, Seway = 76-80) 1Z)ﬂ'amwawalmNumulmmumwma
m{lwmmiu,aum'mmauu‘l,umﬂ‘wusmimmwawa’Lf\maamJmu”Lﬂmuwmama’lwmmmav
ﬂ'mlL‘uamulums’Lmimwaammmamuanmwwqm Tunansan nudn giidaulddiude
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maqaaﬂmwsmimumualwsam 2) L‘LliaumEJ‘Uﬂmanwmvmawimwuﬂummwawﬂwm
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°LJswzswuﬂummwawa‘twmﬂﬁmﬂ%ulmma o U Ao NS AU 098 UVBIBIANITUTNS
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ag1etion 2 wyjuu dquaufanelavesuseyrvy drunisuinisaielunay fuaIaAng
Laifipuuansnanu

g1uae ynyinulued waziinus lesasausna (2558) ) 1§15 ANYINITUIMITUUING
GHBRETVE maqamﬂiﬂﬂﬂiaqmuwamu A58l AISUTNITINAUIAANNLIATFIUN1TTAY
Uimsmﬁwsmsmuimaamqwugw WU3n nIsUSTMTUEIsIsaeiiaudfgunluyssme
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Tunsvinaugege R mwmanlmuﬂfa'mmlﬁﬁfluﬂﬁmm Xnwazupanuiivin aruduiusiu
UAuTnyn wae ANNUSURAYDUITY asrUsznauiivinlirglifianelalaun nslaluszauanudnia
WlguNBLaYAISUSMNS @nINNIinU wagnanunnsznuauiuegduin Faudsau q W 01y
LN mmmauwusnuanﬂﬂiuﬂauwﬂuLﬂmmmwawﬂmmUluwawaiﬂlumimmu
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4.1 NANTSIATITAIUNIND L TN
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4. UUININUNMTANN 4.70 49 1niiae 94.00
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g UTYYIRT 5 5.00
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