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TOM TAT: 
Hanh chinh cdng la hoat ddng thife thi quyen hanh phap, mang tinh chat chap hanh vd didu 

hanh cua he thd'ng cd quan nha nffdc nham phuc vu nhan dan, duy tri sff dn dinh va phat trien cua 
xa hgi. Tff nam 2015, Bd Npi vu phd'i hop Uy ban Trung ifcfng Mat tran To qud'c Viet Nam va Hpi 
Cffu chid'n binh Viet Nam tridn khai Chi sd hai long vd sff phuc vu hanh chinh (SIPAS) trdn pham 
VI ca nffdc. SIPAS mang de'n mot bffc tranh loan dien, chi tie't vd cha't lifpng eung ffng dieh vu hanh 
ehinh cdng va sff phuc vu cua ed quan hanh chinh nha nifdc dd'i vdi ngffdi dan, to chffc. Chinh 
quydn dia phffdng cae cd'p budc phai tap trung mgi ngudnlffcde nang cao sif hai long ve sff phuc 
vu hanh chinh trong giai doan 2011 - 2020. SIPAS giup nhan ro tdn tai va dinh hffdng cai tie'n chS't 
lifdng dieh vu hanh chinh eung mffc dp hai long eua ngffdi ddn, td chffc. Tff dd, ra quyd't dinh khac 
phuc eac tdn tai dffdc phdt hien vao cac thdng dau ndm 2019 va dinh hffdng nang cao chi sd 
SIPAS 2020 tai thi xa DT An, tinh Binh DifOng ndi neng va d 63 tinh, thanh phd trifc thudc Trung 
ffOng ndi chung. 

Ttf khoa: Chi sd'hai Idng ve sff phuc vu hanh chinh (SIPAS), cai each hanh ehinh, thi xa DT 
An, tinh Binh Dffdng. 

1. Dat van dd 
Hanh chinh cdng la boat ddng thife thi quyen 

hanh phap, mang tinh cha't cha'p hanh va dieu hanh 
ciia he thdng cd quan nha nu'dc nhdm phuc vu nhdn 
dan, duy tri sir on dinh vd phdt Irien cua xd hdi. Tff 
nam 2015, SIPAS do Bd Npi vu ehu tri thffc hien 
Iheo sff phan cdng cua Chinh phu, Thu tffdng Chinh 
phii, vdi sif tham gia giam sdt cua Ban Thffdng trifc 
Uy ban Trung ffdng Mat Iran To qud'c Viet Nam 
va Trung ffdng Hdi Cffu chie'n binh Viet Nam 
nham trien khai do lifdng, xdc dinh chi sd'hai long 
eua ngffdi dan, to ehffe dd'i vdi sif phuc vu cua cd 
quan hanh chinh nha nffdc [7]. Ke't qua cai each 
hdnh ehinh cua UBND thi xa DT An do UBND tinh 
Binh Dffdng cdng bd nam 2018 dat mffc 77,12% 
dffng hang 7/9 so vdi eae huydn, thi xa, thanh pho 
thupc tmh Binh Dffdng, giam 0,94% va tut 2 hang 
so vdi nam 2017. Sff hai long cua ngffdi dan dd'i 
vdi dich vu hanh chinh cdng ITnh vUc da't dai, dang 

ky kinh doanh nam 2016 chi dat mffc trung binh 
[8]. Vi thd', do Iffdng chi sd'hai Idng eua cdng dan 
va to chffc ve sff phuc vu hanh chinh nam 2019 tai 
UBND thi xa DT An can dffdc nghien cffu dd nang 
eao chi sd SIPAS vao nam 2020. 

2. Do'i ttfdng, khach thd va phtfdng phap 
nghidn cu'u 

2.1. Do'i tffcfng nghien cffu: Sff hdi Idng cua 
cdng dan va td chffc ve sff phuc vu hanh chinh vao 
eae thang dau nam 2019 tai UBND thi xa DT An, 
tinh Binh Dffdng 

2.2. Khdch the nghien cffu: La cdng dan va to 
chffc trifc tid'p giao dich cung nhu' nhan kd't qua thu 
tue hanh chinh lai Bd phan Tie'p nhan va tra ket 
qua eua UBND thi xa DT An, tinh Binh Dffdng, 

2.3. Lffffc khdo tdi lieu tff Nguydn Hffu Hai va 
Ld Van Hda (2010) [5], Ld Dan (2011) [4), Vu 
Quynh (2017) [9], Quye't dinh sd 2640/QD-BNV 
(2017) nham xac dinh cdc ye'u to'anh hffdng den st( 
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hai Idng cua ngffdi dan, td chffc dd'i vdi sff phuc vu 
cua cd quan hanh chinh nha nffdc. Qua dd tdng hpp 
vdi 22 tieu chi vdi 5 ye'u to', gom: (1) Tie'p can dich 
vu hanh chinh cdng cua ed quan hanh chinh nha 
nffdc; (2) Thu tuc hanh chinh; (3) Cdng chffc giai 
quye't cdng vide; (4) Ke't qua cung ffng dich vu 
hanh chinh cdng; (5) Tie'p nhan, giai quyd't gdp y, 
phan anh, kie'n nghi [6]. 

2.4. Phffffng plidp nghidn cffu: Bai vid't sff 
dung phffOng phap nghien cffu dinh tinh kd't hpp 
nghien cffu dinh Iffdng thffc hien thdng qua Bang 
hdi ehinh thffc dffdc thid't kd', Bai vid't sff dung 
phffdng phap la'y mdu phi xdc sud't - IhuSn tidn. 
Thdi gian la'y mau tff ngay 01/3/2019 de'n ngay 
31/3/2019, Sd' phie'u phat ra la 280 phieu, sd 
phie'u thu ve 280 phie'u, loai bd 7 phie'u khdng 
hdp Id, Mau hdp Id la 273 phie'u diing dd phdn 
tich dff lieu sd cap. 

2.5. Cong ciJi nghihi cffu: Dff lieu dffdc md hda, 
lam sach, nhap lieu vao phan mem SPSS 20,0; sff 

dung cdng cu LAT (Lean Assessment Tool) [11 dd 
ddnh gia ffu tidn cdc ham y quan tri. Vdi cdng thffc 
gia tri p^ (x) dd do lifdng sff hai Idng vd sff phuc vu 
hanh ehinh nhif sau: 

I neu x,<a 

MA (X) = -I 0 lieu Xj > b (1) 

- neu a < X, < b 

Trong dd: x, la mffc thanh qua thffc td' dffdc danh 
gid tai id ehffe; a la gia tri td't nha't; b Id gia In xa'u 
nhd't. 

m 
Trong dd: m la sd'nhan td'; Uj la so'chi so thanh 

qua ed trong mdi nhan td'j vdij= 1,2,3 .„m;i- 1,2,3 
...n; [1^ (x): gid tri thanh phan m cua chi so thanh 
qua thff 1 trong nhan to' thff j . 

3. Kd't qua va didn giai ph3n tich kd't qua 
(Bang 1,2, ffinh I) 

Bang 1. Phan b6' mdu nghien ciiu theo thupc tinh ngudi khao sat 

Tidu thQc khao sat 

1, Boi tuong 

2. Do tuoi 

3. Gidi tinli 

4. Trintl d6 

To CtlLiC 

Ca ntian 

T^ng c^ng 

Dudi 25 

Til 25-34 

TCI 35-49 

Til 50-60 

Tren 60 

long c^ng 

Nam 

NQ 

long c$ng 

Trung tipc CO sd 

Trung tipc ptld thdng 

Trung cap, cap dang 

Dai hpc 

Tren dai hoc 

long cOng 

"Ian so 

36 

237 

273 

15 

90 

139 

16 

13 

273 

148 

125 

273 

16 

55 

49 

135 

18 

273 

Phan tram (%) 

13.2 

86,8 

100.0 

55 

33.0 

50.9 

59 

4.8 

100,0 

54.2 

45,8 

Phan tram t(ch luy 

13,2 

100,0 

5.5 

38.5 

89.4 

95.2 

100.0 

54.2 

100.0 

100,0 

5,9 

20,1 

17,9 

49,5 

6,6 

100,0 

5.9 

26,0 

44,0 

93,4 

100,0 
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Tieu thiic khao sat 

5. Nghe 
nghiep 

6. Ndi 
cufru 

7. LTnh 
vuc thr/c 

hi^n 

Ndi trp/Lao ddng lu do 

Kinh doanh 

Nghi huu 

Cdng nhan. lao ddng trong doanh nghiep 

Can bd, cdng chile, vien chile, iuc iuong vu trang 

Khac 

long cpng 

PhUdng DTAn 

PhUdng An Binh 

Phudng Tan Binh 

PhUdng Tin Ddng Hiep 

Phudng Ddng Hda 

PhUdng Binh An 

PhUdng Binh Thang 

Huyen, thi khac thudc tinh Binh DUOng 

Tinh, thanh phd khac 

long c$ng 

Dang ky kmh doanh iien thdng cap ma sd thue 

Cap Giay phep xay dung 

Sat dai 

Hanh chinh-Tu phap 

Lao ddng, tien lUdng, chinh sach 

Cac thiJ tuc khac 

long cOng 

Tan so 

68 

53 

20 

78 

40 

14 

273 

49 

22 

43 

40 

26 

27 

19 

23 

24 

273 

55 

63 

57 

68 

17 

13 

273 

Phan tram {%) 

24.9 

194 

7.3 

28.6 

14.7 

5.1 

100,0 

17,9 

8,1 

15,8 

14,7 

9,5 

9,9 

7,0 

8,4 

8,8 

100,0 

20,1 

23,1 

20,9 

24,9 

6,2 

4,8 

100,0 

Phan trgm tich luy 

24.9 

44.3 

51.6 

80.2 

94.9 

100.0 

17,9 

26,0 

41,8 

56,4 

65,9 

75,8 

82,8 

91,2 

100,0 

20,1 

43,2 

64,1 

89,0 

96,2 

100,0 

NguSn: Ket qud xH ly vd tdng hap tU dif lieu dieu tra 2019 

Bang 2. Ket qud sQ dung cong cu LAT do lUdng cac bien cua thang do 

Yeu to 

Tiep can djch vu 
hanh chinh cdng 
cua cd quan hanh 
chinh nha nudc 

Thang do 

TCDV1 

TCDV2 

TCDV3 

TCDV4 

Minimum 

1 

1 

1 

1 

Maximum 

5 

5 

5 

5 

Diem trung binh 

Xj 

3,97 

3,99 

3,97 

3,99 

3.9B 

LAT>',»' 

0,7436 

0,7482 

0,7427 

0,7463 

0,74S2 
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YTuto 

Thu tuc hanh 
chinh 

Cdng chOc true 
tiep giai quyet 
cdng Viec 

Ket qua cung Ung 
dich VU hanh 
chinh cdng 

Tiep nhan, giai 
quye't gdp y, phan 
anh, kien nghi 

Thang do 

TTHC1 

TTHC2 

TTHC3 

TTHC4 

TTHC5 

Minimum Maximum 

5 

5 

5 

5 

5 

Diem tmng binil 

CCMC1 

CCIVIC2 

CCMC3 

CCIVIC4 

CCIVIC5 

CCMC6 

5 

5 

5 

5 

5 

5 

Diem tmng binh 

KQDV1 

KQDV2 

KQDV3 

5 

5 

5 

Diem trung binh 

GQKN1 

GQKN2 

GQKN3 

GQKN4 

5 

5 

5 

5 

Diem trung binh 

Diem Irung binh cdng cua cac yeu td 

Ket qua hai Idng ve su phuc vu hanh chinh vao cac thang dau nam 2019 tai UE 
An tinh theo LAT 

X, 

3,96 

3,95 

3,94 

3,93 

3,93 

3.94 

3,87 

3.84 

3.86 

3,83 

3,86 

3,83 

3,85 

4,00 

3,99 

4,02 

4,00 

3,84 

3,81 

3,89 

3,89 

3,86 

3,93 

ND thi xa DT 

LATM.W 

0,7390 

0,7363 

0,7353 

0,7326 

0,7335 

0,7353 

0,7170 

0,7097 

0,7143 

0,7070 

0,7152 

0,7079 

0,7118 

0,7500 

0,7482 

0,7546 

0,7509 

0,7100 

0,7025 

0,7225 

0,7225 

0,7144 

0,7315 

Nguon: Ket qud xU ly vd long hap tif dU lieu dieu tra 2019 

Ket qua tinh todn thdng qua cdng cu LAT de so 
sdnh gia tri didm trung binh cua cac ydu to. Dff lieu 
du'dc trinh bay tai Bang 2 cho tha'y: Gid tri trung 
binh LAT thd'p nhat la "Cdng chffc true tie'p giai 
quydt cdng viec" dat 71,18%; kd de'n la "Tie'p 
nhan, giai quye't gdp y, phan anh, kie'n nghi" dat 
71,44%; "Thu tue hanh ehinh" dat 73,53%; "Tiep 
can dich vu hanh ehinh cdng eua cd quan hanh 
chinh nha nffdc" dat 74,52% va "Ket qua cung ffng 
dieh vu hanh chinh cdng" dat 75,09% Cudi cung 

ke't qua hai Idng ve sif phuc vu hanh chinh vao eae 
thang dau ndm 2019 tai UBND thi xa DT An dat 
73,15%. 

4. Cac ham y quan tri nham nang cao chi so' 
hai long vd sxi phuc vu hanh chinh vao nam 2020 
tai Uy ban nhan dan thi xa DT An 

4.1. Muc tieu cdi thi$n 
Nang eao sff hai long cua cd nhdn va td chffc 

ve sff phuc vu eua cd quan hdnh chinh nha nffdc 
trong giai quyet thu tuc hdnh chinh tai UBND thi 
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Hinll i: Bieu do mang nhen minh hoa cac yeu IS anh hudng 
(Sen liet qua hai long ve sij phuc vu hanh chinh cac Ihdng 
dau ndm 2019 Igl UBND IN xd DJ An 

Tiep 

Ket qua hai long ve phuc vu 
hanh chinh tai UBND thi xa 

Tiep nhan, giai quyet gdp y. 

phan anh, kien nghi 
(71,44%) 

can dich v u hanh 
cong (74,52%) 
0.76 
0.75 . 
O.IAJT 

jni 
*0.71 
\ 0 .7 
0^9 

hinh 

(73,53%) 

Cong chffc tru'c tiep giai 
quyet cong viec (71,18%) 

Ket qua cung ffng djch vy 
hanh chfnh cong (75,09%) 

xa DT An dat mffc tren 90% vao nam 2020, pha'n 
da'u dat 95% vao nam 2025 [3]. 

4.2. Cdc hdm y quan tri nham ndng cao chi sd 
hdi long cda cong ddn vd to chffc ve stf phuc vu 
hdnh chinh ndm 2020 tgi Uy ban nhdn ddn thi xd 
DiAn, tinh Binh Difffng 

4.2.1. Hdm y quan tri ddi vdi cong chffc true tie'p 
giai quye't cong viec 

Thd nhd't, xay difng hoan ehinh De an vi tri vide 
lam, cC ca'u ngach cdng chffc, vien chffc gan vdi ed 
ca'u lai, nang eao chd't lifdng, sff dung hieu qua 
ngudn nhan life tai UBND thi xa DT An. 

Thff hai, xay dffng sffa ddi, bd sung De dn td chffc 
Bo phan Tiep nhdn va tra ket qua trong giai quydt 
thu tuc hanh ehinh theo ed che mot cffa, mdt cffa lien 
Ihdng hien dai. 

Thff ba, kien loan nhan sff bd phan mot cffa, bd' 
tri cdng chffc cd du tieu chuan trinh do, ehuyen mdn 
nghiep vu, ed pham chat, dao dffc td't, Unh thdn trdch 
nhiem cao. 

Thd tu, xay dffng ke' hoach dao tao, bdi dffdng 
cho ddi ngu can bd, cdng ehffe cua UBND thj xa DT 
An ve chuyen mdn nghiep vu, ky ndng giao tie'p. 

Thff ndm. nang cao van hda to chffc vdi md hinh 
"Chinh quyen than thien eua dan, do dan va vi dan" 
vd "Cdng sd than thien vi nhan dan phuc vu". 

Thff sdu, cd ehe dd, chinh sach dai ngd thda 
dang, chd do hd trd, phu cd'p cho nhffng ngu'di lam 
viec tai bd phan mdt cffa. 

Thd bay, tang cffdng kiem Ira, gidm sat, theo ddi, 
danh gia can bq, cdng ehffe giai quye't thu tue hanh 

ehinh cho cdng dan va to 
chffc cija UBND thi xa thong 
qua bd phan mdt effa. 

Thff tdm, tnen khai danh 
gia mffc do hai Idng cua 
ngffdi ddn dd'i vdi can bp, 
cdng chffc trffc tidp. Day la 
thifdc do thi dua - khen 
thffdng hang nam, nang 
Iffdng trffdc ban cho can b6, 
cdng chffc. 

4.2.2. Ham y qudn tri ddi 
vdi tie'p nhan, gidi quyet gop 
y, phdn dnh, kie'n nghi 

Thd nhd't, kien toan doi 
ngu cua Ban Tidp cdng dan 
tai UBND thi xa DT An. 

Thff hai. UBND thi xa DT 
An nen bo Iri Phong Tiep 

cdng dan tai vi tri thudn tidn, dd tim thd'y, bao dam 
cdc dieu kien vdt chd't can thiet. 

Thff ba, da dang hda hinh thffc tiep nhan gdp y 
qua email, dien thoai, xdy dffng muc ngffdi dSn gi3p 
y vdi ehinh quyen trdn trang thdng tin didn tff,... 

Thd tu. nSng cao vai trd trach nhiem cua ngffdi 
dffng diu trong ehi dao kip thdi khi giai quydt nhffng 
vd'n dd bffc xuc cua nhdn dan. 

4.2.3. Hdm y quan tri dd'i vdi thti tuc hdnh chinh 
Thff nhat, dep tuc day manh thffc hien eSi each 

thu tuc hanh chinh; Tap trung cai each thu tuc hanh 
chinh trong ndi bd cdc cd quan, ddn vi, UBND cac 
phffdng va cac thu tuc hanh chinh lien thdng giffa 
cdc cdquan, ddn vi. 

Thff hoi, tang cffdng cdng tac kiem tra, ra soat, 
kidm soat thu tuc hanh chinh. Nghiem tuc thffc hi|n 
viec cdng khai, minh bach thu tuc hanh chinh kip 
thdi, dffng quy dinh. Cdng chffc thffc hien dd'i chieu 
ban chinh, tranh lam dung ban sao cae giay id. 

Thffba, thye hien nghiem tue trach nhiem ngfftfi 
dffng dau trong cai each thu tue hanh chinh. 

4.2.4. Ham y qudn tri doi vdi tiep can dich vu 
hdnh chinh cong cua ca quan hdnh chinh nha nUdc 

Thff nhd't, sap xep, bai tri, cai tao phdng lam viec, 
phdng chd, quay giao dieh bd phan mdt effa khoa 
hoc, hieu qua, lien ldi ebo can bd, cdng chffc thffc thi 
nhiem vu dffdc giao. 

Thd hai, ra soat, dff trii kinh phi, bd sung tai san, 
cdng cu, dung cu can thiet phuc vu cdng dan va to 
ehffe giao djch hanh chinh dam bao sff day du, tien 
nghi, hien dai. 
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Thffba, bd sung trang thie'l bi cdng nghe thdng 
tin, thie't bi dien tff, tin hpc dap ffng yeu cau 
nhiem vu hien dai hda ndn hanh ehinh, dap ffng 
cac yeu cdu cung ca'p cac dich vu cdng mffc dd 3, 
mffc dd 4. 

Thfftu, xay difng Sd dd lam viee Tru sd Tiep dan 
- Tie'p nhan hd sd va tra kd't qua va lap cae bang chi 
ddn rd rang, khu vffe la'y sd thff tif, ndi nop hd sd tai 
cdc quay, khu vifc WC, thoat hiem, tra cffu hd sd, 
thii tuc hanh chinh, 

Thdndm, bdtri life lu'dng le tan hd trd, hffdng dan 
cdng dan va td ehffe thifc hien thu tuc, va sff dung 
cac trang thiet bi tai bo phan mdt effa khi cd nhu cau 

Thff sdu, tuyen truyen, nang cao nhan thffc ngffdi 
sff dung. 

4.2.5. Hdm y qudn tri ddi vdi ke't qud cung ffng 
dich vt4 hdnh chinh cong 

Thff nha't, xdy difng ehi tiet quy trinh thffc hien 
giai quyet thu tuc hanh chinh nham dam bao ke't qua 
dau ra dffdc ehinh xac, dung thdi gian quy dinh. 

Thd hai, xdy difng phu'dng thffc thdng bao bd 
sunghdsdchongffdidanquadidn thoai, email. Xay 
dffng he thd'ng tin nhan tff ddng ket nd'i phan mem 
mdt cffa didn tff dd kip thdi thdng bao kdt qua giai 
quye't cho cdng dan va to chffc. 

Thff ba, khao sat stf hai Idng eua cdng dan va td 
chffc khi tra kdt qua giai quyd't hd sd qua he Ihdng 
phan mem danh gia sff hai Idng. 

Thff tu, chia se dff lieu tien do giai quye't hd sd 

tren website de cdng dan va td chffc de dang Ira eu\i, 
kidm Ira, gidm sat viec giai quye't thu tue hanh ehinh 
cua cdc cd quan nha ntfdc. 

4.2.6. Hamy qudn tri doi vdi ndng cao chat lUffng 
qud trinh cung cap dich vu hdnh chinh 

Tliff nhd't, chuyen ddi He thd'ng quan ly chd't 
Iffdng theo TCVN ISO 9001:2018 sang TCVN ISO 
9001:2015 [3]. 

Thd hai, tich hdp He Ihdng quan ly cha't Iffdng va 
ffng dung cdng nghe thdng tin eung cap dieh vu cdng 
ca'p do 3, 4. 

Thff ba, dp dung nguyen tac 5S trong boat ddng 
cung ca'p dich vu hanh chinh cdng. 

Thd tff thffc hien xa hdi hda dieh vu cdng. 
5. Kg't luSn 
Ke't qua hai long vd stf phuc vu hanh chinh vao 

eae thangdaunam20l9 tai thixa DTAn, tinh Binh 
Dffdng tinh theo LAT la each tidp can khac so vdi 
phtfdng phdp tinh cua De dn do Itfdng stf hai Idng 
cua ngffdi dan, td ehffe ddi vdi sff phuc vu cua ed 
quan hanh chinh nha ntfdc giai doan 2017-2020 [6]. 
Qua do cung ca'p mothlnh anh mdi nham thiic day 
cdng cudc cai each hanh ehinh tai UBND thi xa DT 
An ed hieu qua. Ndng cao Chi sd' SIPAS vao nam 
2020 tai UBND thi xa DT An, tinh Binh Dffdng la 
mot nhiem vu quan trpng. Ddy cung id quan diem 
cd ban va xuyen sud't dd'i vdi ehinh quyen tai thi 
xa DT An ndi rieng va ca tinh Binh Dtfdng ndi 
chung trong bd'i canh mdi hien nay • 
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ABSTRACT: 
Public admiration services are the execution and enforcement of laws of the executive 

branches which exercise authority and hold responsibility for the governance of a territory in order 
to maintain the social stability and development. Since 2015, the Ministry of Home Affairs 
(MOHA), in cooperation with Ihe Central Committee of Vietnamese Fatherland Front (VFF) and 
the Association of Vietnam's Veterans (AW), has implemented the measurement of the 
Satisfaction Index of Public Administradon Services (SIPAS) on Ihe nationwide scale. The SIPAS 
has brought a thorough and detailed understanding about the quality of public services of 
governmental offices. Local authorities have been assigned to increase this index throughout 
2011-2020. The SIPAS has al.so helped local authorities identify issues and guidelines to improve 
their public services quality for the sake of people. This index has helped Di An Town, Binh Duong 
Province in particular and local authorities of 63 cities and provinces in general to tackle issues 
related to public services at the beginning of 2019 and have plans to increase the SIPAS in 2020. 

Keywords: Satisfaction Index of Public Administration Services (SIPAS), administrative 
reform, Di An Town, Binh Duong Province. 
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