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=-=,'>)*-%a\ ,$UD%a V$U U$,$#)(D *=A;S:&D'#)C' * A+&':=DZ.D)+=,*D'9

\=A+$*D$\ [' S$,*D'V D =&-.%D'V >)[C$ O&-=U$/ U)C,$U, & A+$%)*CDUD'>]

K$ D DCC' BOCU%V' &*DZU=&$ &:)#C)J/ +'$()*$CD$ N+>-\ $ A+&'& ,) 

O=A+$*CD$ ).=SO(Z U#D'C,$]

UNIVERGE SV8100 I).D#C)J/

kA%V' &$.'&AD'%&'` GH "78Kf

]-9:4%28 /, "27 -.",%,868!9-."

#D%&C' &$=,)=)*$CD$\ * ,-> )=,+&'['CD$ ) *-.+$C-%a &:$+&'CD$%a\ ,$UD%a 

V$U A)[$+\ A)SR%&'CD$ & AD'#Z(CD$+UR #O. =,$C A+)%'=;* A+&'>-=S)*-%a]

l$[:'>O U)>OCDU$,)*D >)[C$ A+&-AD=$/ ):A)*D':CD A+D)+-,',]

X>"4 /E28$08,6-286%58$0% 

A) C$%DJCDZ%DO A+&-%D=UO 0k0 * $A$+$%D' ,'#'B)CD%&C-> =-=,'> O=,$#D

A)S)['CD' $A$+$,O D A)*D$:)>D A+$%)*CDU;* N+>- ) A),+&'.D' A)>)%-]

O5:04%2,dM84Y>-.4e

W)&A)&C$V'\ (:- $A$+$, ,'#'B)CD%&C- V'=, A)&)=,$*D)C- * A)S)['CDO

A)&D)>-> D CD'&*S)%&CD' '>D,OV' =-(C$S $#$+>)*- :) DCC-%a

A+$%)*CDU;* & *'&*$CD'> A)>)%-]

*+,G-.->H.3,>68,2 H!/$B,.8! -,./;!8D

'()*++,XR,T_OQ
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I).D#C)J/ * .D&C'=D'b 0A+$*:&)C$ ,'%aC)#)(D$ "78K T A'*C)J/ D 

.'&AD'%&'`=,*)

b 0U$#)*$#C)J/ ): 3 :) L?E AOCU,;* 

:)=,ZA)*-%a\ $ C$*', *DZ%'V

b @,+$U%-VC$ %'C$

b 0UO,'%&CD'V=&- U)C,$U, & A+$%)*CDU$>D\ $ A+&'& 

,) #'A=&$ ).=SO($ U#D'C,$

b QC$%&C' )(+$CD%&'CD' U)=&,;* A)SR%&'` C$ 

,'#'B)C- U)>;+U)*'

b GC,'(+$%V$ & BOCU%V$>D %'C,+$#D 012344

b P)($,$ )B'+,$ $A$+$,;* ,'#'B)CD%&C-%a :#$ 

+;[C-%a ,-A;* O[-,U)*CDU;* D J+):)*D=U A+$%-

b QDC,'(+)*$C$ U)>OCDU$%V$ iM8j T 

*=A;S:&D'#)C- :)=,ZA :) U$,$#)(;* N+>)*9

-%a )+$& BOCU%V$ H+'='C%' T DCB)+>$%V$ ) 

:)=,ZAC)J%D A+$%)*CDU$

b l)>OCDU$,- ,'U=,)*' D $#$+>- O>)[#D*D$VR%' 

=&-.UD' :&D$S$CD' * ):A)*D':&D

b k%a+)C$ DC*'=,-%VD T *-U)+&-=,$CD' ),*$+,-%a 

=,$C:$+:;*\ * ,-> ),*$+,'() DC,'+B'V=O 

*D$:)>)J%D\ ,'%aC)#)(DD 0GH )+$& &():C)J/ &' 

=,$C:$+:'> X@H



bU??

H)#'%$C- *->$($VR%-> A+$%)*CDU)>

.DO+)*->

b 6$&*$ m CO>'+ :&*)CDR%'()\ 

+'V'=,+)*$CD' A)SR%&'`

b ^'*CZ,+&C$ U=DR[U$ ,'#'B)CD%&C$f 

L44 *AD=;*

b l=DR[U$ =-=,'>)*$

b l#$*D=& $#$+>)*- 0k0

b G:'C,-NU$%V$ #)U$#D&$%VD

b I)[#D*)J/ *=A;SA+$%- & &'=,$*'> 

=SO%a$*U)*->

M*??,]-9:4%28 -!

H)#'%$C- A+$%)*CDU)> =SO[.- &:+)*D$ 

D a),'#D

b 6$&*$ m CO>'+ :&*)CDR%'()

b ^'*CZ,+&C$ U=DR[U$ ,'#'B)CD%&C$f 

? *AD=;*

b l#$*D=& $#$+>)*- 0k0

b G:'C,-NU$%V$ #)U$#D&$%VD

b ^D$:)>)J%D ihIW0j

b K+-. (S)JC)>;*DR%-
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bf??

H)#'%$C- A+$%)*CDU)> .DO+)*->\

*->$($VR%-> &$$*$C=)*$C-%a

BOCU%VD (S)=)*-%a D A+&'=-S$CD$

U)>OCDU$,;*

b 6$&*$ m CO>'+ :&*)CDR%'()\ 

+'V'=,+)*$CD' A)SR%&'`

b ^'*CZ,+&C$ U=DR[U$ ,'#'B)CD%&C$f 

L44 *AD=;*

b  l=DR[U$ =-=,'>)*$

b  l#$*D=& $#$+>)*- 0k0

b  G:'C,-NU$%V$ #)U$#D&$%VD

b  ^D$:)>)J%D ihIW0j

b   H+&'=-S$CD' U)>OCDU$,;* 

+)&(S)=&'CD)*-%a

b   I)[#D*)J/ *=A;SA+$%- & 

&'=,$*'> =SO%a$*U)*->\ * ,-> 

).=SO($ ,'%aC)#)(DD P#O',)),a

XV??

H)#'%$C- * J+):)*D=U$%a A+&'>-=S)*-%a 

)+$& ,+O:C-%a *$+OCU$%a\CA] * =SO[.D' 

&:+)*D$\ J+):)*D=UO A+):OU%-VC->\ a$C9

:#O D >$($&-C$%a

b 6$&*$ m CO>'+ :&*)CDR%'()\ 

+'V'=,+)*$CD' A)SR%&'`

b ^'*CZ,+&C$ U=DR[U$ ,'#'B)CD%&C$f 

L44 *AD=;*

b l#$*D=& $#$+>)*- 0k0

b ^-U+-*$CD' #)U$#D&$%VD

b @#$+> I$C9:)*C

b ^D$:)>)J%D ihIW0j

b H+&'=-S$CD' U)>OCDU$,;* 

+)&(S)=&'CD)*-%a

b I)[#D*)J/ *=A;SA+$%- & &'=,$*'> 

=SO%a$*U)*->\ * ,-> ).=SO($  

,'%aC)#)(DD P#O',)),a



^ A'SCD &DC,'(+)*$C$ U)>OCDU$%V$

g>84",G-<1$5"4%",0:F,58,G%"!.75/9,!85"9

UNIVERGE SV8100 MCDN': 8)>>OCD%$,D)C

N:7%4"77,O-44"OQ,G-5.868,:0">4-6%$%D,>5%8<84%8,$8<"0,-!=84%58$0%!

%,5.%A275/D,"J"2 /.4-#D,G!8$/C,h8G".4%8,4%"582<H$-4/,G!5"G</.!

%4J-!98$0%, .".41 !5, %, 48, 5".41 !5, E!9/C, gF/ 2-.4%$/, 9-=1,

48.%158D, 2-4 82 , G!5"5,  "6"J-43, 2-9G: "!3, :!51>5"4%8, 9-;%64"3,

J827/,%,7%"D,G!5">7%A;%-!7 .83,8,.75/7 2-, -,;"5,./7%<2:C

PO=DC'== 8)CC'8K ,) U)>A#'U=)*' +)&*DR&$CD' :) &DC,'(+)*$C'V 

U)>OCDU$%VD\ U,;+' O>)[#D*D$ O[-,U)*CDU)> :-C$>D%&C' A+&-V>)*$CD'

+;[C-%a +;# * N+>D'f $('C,$ %)C,$%, %'C,'+\ )A'+$,)+$ )+$& A+$%)*CDU$] 

W)&*DR&$CD'\ U,;+' &.O:)*$C) * )A$+%DO ) C)*)%&'=CR ,'%aC)#)(DZ 

]6', N+>- ID%+)=)B,\ U)+&-=,$ & V':C'() ='+*'+$] M[-,U)*CD%- 

O&-=UOVR :)=,ZA :) BOCU%VD C$ =*)D%a U)>AO,'+$%a #O. ,'+>DC$#$%a 

,'#'B)CD%&C-%a i>).D#C-%a #O. "78Kj] @A#DU$%V$ :)=,$+%&$C$ V'=, C$ 

AS-%D' "1"\ $ DC=,$#$%V$ V'=, *-VR,U)*) A+)=,$] 

^SR%&'CD' :):$,U)*-%a BOCU%VD #O. :):$CD' 

C)*-%a O[-,U)*CDU;* *->$($ V':-CD' 

$U,-*)*$CD$ U)#'VC-%a #D%'C%VD]

N:7%4"77,O-44"OQ

b  PO=DC'== 8)CC'8K ,) +)&*DR&$CD' *-VR,U)*) S$,*' * O[-,U)*$CDO 

D *->$($VR%' CD'*D'#UD%a C$US$:;* C$ =&U)#'CD' A+$%)*CDU;*] 

GC,OD%-VC- DC,'+B'V= O[-,U)*CDU$ A+'&'C,OV' C$ 'U+$CD' ,-#U) ,' 

'#'>'C,-\ U,;+' * :$C-> >)>'C%D' =R D=,),C' :#$ )A'+$,)+$\ $('C,$  

%)C,$%, %'C,'+ #O. A+$%)*CDU$]

b   PO=DC'== 8)CC'8K V'=, S$,*- * DC=,$#$%VD D O,+&->$CDO] H+)%'= 

DC=,$#$%VD ):.-*$ =DZ &$ A)>)%R U+'$,)+;* DC=,$#$%VD\ $ 'U+$C 

0-=,'> n'$#,a A),*D'+:&$\ %&- *=&-=,UD' D=,),C' U)>A)C'C,- 

BOCU%V)COVR A+$*D:S)*)]

b   PO=DC'== 8)CC'8K )B'+OV' A+'%-&-VCR DC,'(+$%VZ & ,'#'B)C$>D "78K 

)+$& ,'#'B)C$>D U)>;+U)*->D] 0-=,'>)*' U=DR[UD ,'#'B)CD%&C' 

=R :)=,ZAC' ,$U[' & ,'#'B)C;* "78K *-A)=$[)C-%a * BOCU%VZ 

A+'&'C,$%VD DCB)+>$%VD C$ ,'>$, :)=,ZAC)J%D] ^D$:)>)J%D ,'U=,)*' 

>)(R .-/ A+&'=-S$C' :) O[-,U)*CDU;* ,'#'B)C;* "78K )+$& 

U)>;+U)*-%a & :)*)#C'() >D'V=%$ * PO=DC'== 8)CC'8K]

b   PO=DC'== 8)CC'8K )B'+OV' &DC,'(+)*$CR U)>OCDU$%VZ * A+&-=,ZAC'V 

%'CD']

b   0,$C:$+:)*$\ &$$*$C=)*$C$ BOCU%V)C$#C)J/ :)=,ZAC$ V'=, VO[ * 

A$UD',$%a ).'V>OVR%-%a V':C'() )A'+$,)+$\ $('C,$ 8)C,$%, 8'C,'+ 

#O. A+$%)*CDU$] "):$,U)*' BOCU%V' #O. U)#'VCD O[-,U)*CD%- & 

:)*)#CR U)>.DC$%VR +;# >)(R .-/ :):$*$CD * A+)=,- =A)=;. :&DZUD 

$U,-*)*$CDO #D%'C%VD i*-SR%&CD' C$ A)&D)>D' )A+)(+$>)*$CD$j]

b   PO=DC'== 8)CC'8K A)&*$#$ O=A+$*CD/ BOCU%V)C)*$CD' N+>-] 

8)C,$%, 8'C,'+ PO=DC'== 8)CC'8K O>)[#D*D$ U#D'C,)> U)+&-=,$CD' & 

V':C'() AOCU,O U)C,$U,O A):%&$= +'$#D&)*$CD$ A)SR%&'` (S)=)*-%a 

#O. A+&'=-S$CD$ *D$:)>)J%D '9>$D#]

AS-%D' "1"\ $ DC=,$#$%V$ V'=, *-VR,U)*) A+)=,$] 

^SR%&'CD' :):$,U)*-%a BOCU%VD #O. :):$CD' 

C)*-%a O[-,U)*CDU;* *->$($ V':-CD' 

$U,-*)*$CD$ U)#'VC-%a #D%'C%VD]
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Business

ConneCT
Contact 

Center
Operator Employee

*+,G-.->H.3,>68,2 H!/$B,.8! -,./;!8D

N:7%4"77,O-44"OQ

b   c':C) +)&*DR&$CD' :#$ A+$%)*CDU;*\ )A'+$,)+;* D %'C,+O> 

U)C,$U,)*'() i8)C,$%, 8'C,'+j

b   ̂ -[=&$ 'B'U,-*C)J/\ '#$=,-%&C)J/ D *-:$VC)J/ A+$%)*CDU;*

b  c':'C AOCU, U)C,$U,)*- :#$ U#D'C,;* :&D$S$VR%- * =-=,'>D' L<mF

b   MA+)=&%&)C$ ).=SO($ A)SR%&'` T O[-,U)*CD%- &$+&R:&$VR 

*=&-=,UD>D B)+>$>D U)C,$U,O & A)&D)>O *S$=C'() U)>AO,'+$\ 

%) &C$%&CD' )(+$CD%&$ %&$= )%&'UD*$CD$ D #D%&.Z O,+$%)C-%a 

A)SR%&'`

b   MS$,*D'CD$ :#$ O[-,U)*CDU;* >).D#C-%a D :)>)*-%a] I)[#D*)J/ 

,+$U,)*$CD$ ,'#'B)CO =,$%V)C$+C'() D U)>;+U)*'() V$U) V':C'() 

O+&R:&'CD$\ & A+&-AD=$C-> :) CD%a V':C-> CO>'+'>

b   ̂ D'#)VZ&-%&C' U)>OCDU$,- D DC,'+B'V= O[-,U)*CDU$ 

I)CD,)+)*$CD' D :)=U)C$#'CD' A+)%'=;* .D&C'=)*-%a 9 +$A)+,- 

C$ ,'>$, :)=,ZAC)J%D O>)[#D*D$VR >'C':['+)> J#':&'CD' 

$U,-*C)J%D &'=A)SO D OS$,*D$VR &*DZU=&'CD' *-:$VC)J%D 

A+$%)*CDU;*

b   P'&AD'%&C' U)>OCDU$,)+- DC,'+C',)*' D >).D#C'\ +)&.O:)*$C' 

&$+&R:&$CD' BOCU%VR H+'='C%' )+$& U=DR[U$>D ,'#'B)CD%&C->D

b   GC,'(+$%V$ & h),O= 6),'=\ ID%+)=)B, kO,#))U )+$& ID%+)=)B, kBN%'

b  QDC,'(+)*$C' +)&*DR&$CD' 9 V':'C ='+*'+ T OA+)=&%&)C' 

 J+):)*D=U) $:>DCD=,+$%-VC'

b  kA,->$#D&$%V$ C$US$:;* C$ =&U)#'CD$ O[-,U)*CDU;*



I-8$##=
6)*- =,$C:$+: &$+&R:&$CD$ A)SR%&'CD$>D * U$[:'V N+>D'

h88.847-.848,-;7<:=8,G-<1$5"P

^&+)=, *-:$VC)J%D ).=SO(D A)SR%&'` )+$& O=A+$*CD'CD' ).=SO(D U#D'C,;* 

:&DZUD A+&'U$&-*$CDO D=,),C-%a DCB)+>$%VD C$ ,'>$, :&*)CDR%'() & 

N+>)*-%a .$& :$C-%a\ CA]f kO,#))U\ @%,r\ I$sD>D&'+\ 0th 0'+e'+\ 8WI 

<\ 0$('j\ .'&A)J+':CD) C$ AO#AD, O[-,U)*CDU$ V'=&%&' A+&': ):'.+$CD'> 

A)SR%&'CD$] Q A)&D)>O U)>AO,'+$ H8 :)=,ZAC' =R C$=,ZAOVR%' )A%V'f 

=&-.UD' *-.D'+$CD' CO>'+;*\ *=U$oCDU &$VZ,'() CO>'+O *'*CZ,+&C'() 

Phu i.O=- #$>A N'#:j )+$& =,'+)*$CD' U$[:-> A)SR%&'CD'>]

X6",2-75 :01,4%"->";!84",G-<1$5"4%8i

^DZU=&)J/ N+> C$*', ,'() CD' *D' T CD' =A)=;. &$+&R:&$/ ,->\ %&'() 

CD' >)[C$ &>D'+&-/] K->%&$='> I-8$##= O>)[#D*D$ CD'&*S)%&C' 

O&-=UD*$CD' DCB)+>$%VD C$ ,'>$, CD'):'.+$C-%a A)SR%&'`v O:)=,ZACD$ 

:$C' * %&$=D' +&'%&-*D=,-> C$ ,'>$, ).=SO(D A)SR%&'` * %DR(O :CD$] 

uOCU%V$ I-8$##= *=U$&OV' UD':- >)[' .-/ *->$($C$ :):$,U)*$ 

).=$:$ =,$C)*D=U * )U+'=$%a *&>)[)C'() +O%aO\ $ ,) & U)#'D *AS-*$ 

C$ V$U)J/ ).=SO(D U#D'C,;*]

T68,082%$B,E!9,G!5"548$5-4-,M/O8667i

I-8$##= &C$V:OV' &$=,)=)*$CD' * U$[:'V N+>D' iCD'&$#'[CD' ): *D'#U)J%Dj\ 

* U,;+'V ,'#'B)CD%&C' U)C,$U,- & U#D'C,$>D =,$C)*DR D=,),C- '#'>'C, 

.O:)*$CD$ +'#$%VD T I-8$## ,) +)&*DR&$CD' CD' ,-#U) :#$ 8$##8'C,'+] 

I)[#D*)J/ C$(+-*$CD$ +)&>;* ,) ,$U[' A)>)%C' C$+&Z:&D' * ($.DC',$%a 

#'U$+=UD%a D DC=,-,O%V$%a NC$C=)*-%a\ U,;+' >)(R *->$($/ :)=,ZAO :) 

&$+'V'=,+)*$C-%a +)&>;*\ CA] $.- C$ D%a A):=,$*D' +)&*DR&-*$/ =A)+-]

R!-=!89-.84",868!9/

I-8$##= A)&*$#$ C$ O=,$*D$CD' &DC:-*D:O$#D&)*$C-%a $#$+>;*\ 

:)=,)=)*$C-%a :) A),+&'. U)C,+)#D] G=,CD'V' >)[#D*)J/ O=,$*D$CD$ 

+;[C-%a $#$+>;*\ * ,-> :),-%&R%-%a A)&D)>O CD'):'.+$C-%a A)SR%&'` 

* :$C-> )U+'=D'v #DCDD\ U,;+' CD' &)=,$S- &*)#CD)C'v A)SR%&'`\ U,;+' 

A+&'U+)%&-S- O=,$*D)C- %&$= ,+*$CD$ #O. %&$= A+&'&C$%&)C- C$ D%a 

):'.+$CD'v $('C,;*\ U,;+&- )AOJ%D#D =,$C)*D=U$ D,:] K$U &$A#$C)*$C- 

=-=,'> $#$+>OV' =OA'+eD=)+$ :)AD'+) *;*%&$= (:- *->$($C' V'=, 

:&D$S$CD']

h8!51>584%",G-<1$5"4%89%,.,$587%",!5"$5/.%7 /9

^-J*D',#$%&' :$VR%' >)[#D*)J/ >):-NU$%VD *-(#R:O 'U+$CO A)&*$#$VR 

C$ =&-.UD' :)=,)=)*$CD' :) &>D'CD$VR%-%a =DZ *->$($` +-CUO] 7U+$C 

>)[C$ * A+)=,- =A)=;. :)=,)=)*$/ &$A'*CD$VR% CA]f A)A+$*Z ).=SO(D 

A)SR%&'`\ >)CD,)+)*$CD' D &$+&R:&$CD' U$>A$CD$>D +'U#$>)*->D\ 

U)C,+)#Z U)=&,;* A)SR%&'`]]

T5%8<84%",.,-2!"7%",48 AF"4%8,!:$B:

uOCU%V$ #)()*$CD$ * U)#'VU$%a @8"\ O>)[#D*D$ $('C,)> %$##9%'C,'+ 

+'$()*$CD' C$ *$a$CD$ C$,Z['CD$ +O%aO]

j8 .",7 "!-.84%",2-6"0289%,./.-<8P

0OA'+eD=)+&- >$VR >)[#D*)J/ =,'+)*$CD$ U)#'VU$>D @8"\ >)(R #)()*$/ 

$('C,;* :) U)#'V'U & A)&D)>O *S$=C'() =,$C)*D=U$\ .'& U)CD'%&C)J%D 

=U)>A#DU)*$C'V A+)%':O+- A)C)*C'() A+)(+$>)*$CD$ =-=,'>O @8"]

j8 .",48=!/.84%",!-59H.

W)&>)*- ,'#'B)CD%&C' >)[C$ i* =A)=;. ='#'U,-*C-j C$(+-*$/\ 

):,*$+&$/ A)C)*CD' )+$& 'U=A)+,)*$/ C$ $:+'= '9>$D#\ %) OS$,*D$ )+$& 

*=A)>$($ A+)%'= =&U)#'CD$ A+$%)*CDU;* ).=SO(OVR%-%a A)SR%&'CD$\ 

C$(+-*$CD' A)&*$#$ +;*CD'[ =UO,'%&CD' +)&=,+&-($/ =A)+- :),-%&R%' 

A)SR%&'`]

UNIVERGE SV8100 Q$+&R:&$CD' A)SR%&'CD$>D

V,G-.->H.3,>68,2 H!/$B,.8! -,./;!8D

'()*++,M/O8667

b h'A=&$ V$U)J/ ).=SO(D U#D'C,$

b  ^&+)=, *-:$VC)J%D A+$%)*CDU;*

b   ̂ =A$+%D' * &$+&R:&$CDO\ $C$#D&D' =A+&':$[- 

)+$& A+)*$:&'CDO :&D$S$` >$+U',DC()*-%a

b  ^=A$+%D' A+)%'=O =&U)#'CD$ A+$%)*CDU;*

b   W)&=,+&-($CD' =A)+;* :&DZUD BOCU%VD C$(+-*$CD$ 

+)&>;*

b   0&-.U$ +'$U%V$ =OA'+eD=)+;* C$ &>D$C- 

C$,Z['CD$ +O%aO A)SR%&'` :&DZUD DCB)+>$%V)> 

O&-=UD*$C-> * %&$=D' +&'%&-*D=,->

b   H+'&'C,$%V$ DCB)+>$%VD C$ ,'>$, ).=SO(D 

A)SR%&'` C$ 'U+$CD' * %'#$%a >),-*$%-VC-%a
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I-8$##= C$ .D'[R%) *-J*D',#$ *=&-=,UD' D=,),C' 

DCB)+>$%V' :),-%&R%' A)SR%&'`\ * ,'C =A)=;. C$ 

U$[:- A+).#'> >)[C$ &$+'$()*$/ C$,-%a>D$=,] 

G=,CD'V' >)[#D*)J/ DC:-*D:O$#C'() O=,$*D'CD$ 

A)*D$:)>D'` * &$#'[C)J%D ): &$D=,CD$S'V O=,'+UD] 



GCC' $A#DU$%V'
^DZ%'V +)&.O:)*$C-%a $A#DU$%VD\ *=AD'+$VR%-%a *=A;SA+$%Z D &*DZU=&$VR%-%a
*-:$VC)J/ A+$%)*CDU;*

UNIVERGE SV8100 k,a'+ $AA#D%$,D)C=

14  

Q$ A)>)%R V':C'() U#DUCDZ%D$ >-=&R

O[-,U)*CD%- O&-=UOVR :)=,ZA :) ,$UD%a

BOCU%VD V$U CA]f =&-.UD' *-.D'+$CD'

CO>'+;*\ A)SR%&'CD$ U)CB'+'C%-VC'\
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