goooooooono 0380 20090 30

godgooobobobbbbbbbbbo

—ooooooooogd ——

gooo

gooooooooo, ooboobo, obooooooobo, obobooog,
goano

1. 00004

“g0o0r obooooboboobob b, bOboboooobOobOobbbbooobbo
gooooobo. ooooobooobooboboboboooooobobo, obooobooobooo
goooo* oooor oo boobo” boboboooboo. obobobobooobooobooob
gooooobooooooogooooobobobobobogL, boboboboos ooge
g“gb” bobooooooobooobobobob . obooooboobobobobobooooo
goboooboooboboooobooooboooooboooob. cooboboooobooboooobo
go, o, 0o0bobooobooboboooboobooobobobooo bobooo ™ oboo
gooo” bobobooooooo.

gboobooooooobobo. obo* oo obooboboboboooooboobo. o
goooobobooobo, boboobobobobobobooooboobobobobbooooo
goooooooooo, booboor oooobobooboobooboooboboo, oo
gooooboboo. booooboo, oboboboooooobooboboboobooobooon
U, oboo0oboooooooooooboobobobooboooo. obobo, oobooobooo
gbooobobooooooog, obobobooooooboboboboooo.

1.1 OO0 boooor
gobooboooooo* bor obobooboooboooboob, bobobooooooboobo
go* bobobo” oooooooboboboboobo. oobo, obobooobooooo
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gobooooooooooooboono

gooooboobooob, booboboobooboboooboboo . obobo” ooboo
goooo, o0ooobobooobobooboooooboooobobooooboboo, boo
goooobooobooobobooboo. lbooooboboobooboooobobD . oboo
goobobobooooooooboooboon, ilboboooooobobobobobobooooo
goooon, stbooooooobooboobobobooobooooboobobobo, boooo
gooo, boooooooooooboobobobooooooboobobobooobo, oo
goooooo* o obobbooboboo. obooboboobooboo, tbhbobobooboo
gooobobooooobobooboooboboooboobooooobob, obobooboboboob
goooobooooo.

goooo,s obogoor bobooooobooooboobooobob, oo, oooobo
goooooooo . obobo, bobooooooob, bobob, bboboobobooo, O
goooobooooooooooobo, obooboooboooobobobon, tobboooboo
ugb,obooobooboobooooooobooboobooboobo, bobobooboobooo,
0000000000000 000000o00 00o0oUoUOoooooot.

oo fjbobgooobgo fhobooooboboboobobDoobob oo Ubo
gogoo* boor o oooogoobo” boboboob, boobooboboboobooooo
goooooboooo. ooooooboooobob, boooooo, oboboboooo,
goooooboo, oobooooooboo, obobooo, bobobobob, bboooboo
goo, oboooooooo, gboboboobooobooo. b, obobooobooobooon
goodoo pPrROODODOOOOODO, ODODOO* OD0OODOOOODOOOOODOODOOO
gogor oboboooooooobooobooboboboboboooobL. bobobobobooooo
goooooboboooooooobo, bobobobooboooobooboboboboboo. 0o
gooooboooooooo* oo bobobooo. oobobobobooobo, oo
goboboooboobooobooboooboo, booobooboooboobooo
0°.

1.2 ODO0OOOO* 00" Ooogo

o110, boooooboooboboboobo, boboobobobob, booooboobo
g“go” boooooo. ooobob, bobooooooobooboboboo, oooo
gooooboooo, oo, boboboboboooooobobobobooboo. oo
goooooboo, oo, oo, bobo, oo, oooooboo, oboob, obooooo
goooboboooooo, obobobobooboooboooobobo, obooobooobooo
goooobooooo.

gboboooooooboboboboobooo, obobobobooooooboDbo
goobooboooooooooboobobobobooobooobo. bobo, obooobooooo

52



oo od

gboobooboooooooboooboobo, obobooooooboboboboobooobooon
gboobobooboooobooobooboobobo. oboooboooobobobobooobooobooob
goooobooboo, coobobooboobobobobob0 bcoboboboboboooooo
goooboobobooooooooooboobobob, boboooobobobobobobooooo
gooogo.

goboooobgo, bobooooboobooboo* ooor, obobooboobooobo
u,ooo0booooooooooobo, obobooooooboob, bobooobooooo
gboobobooooobo. boboobobobobooobo, bobobobobooobooobooob
goobobobobooooooooooobob.

1.3 0OO0O* 00" 0bobo

gbo, boooooooboob, boboooboooooboobobobobooooobooboobo
U, gbo0booooooobooobooboobobobooobooo, boboboboooboobooo
goooobobooobobooboooboboo. boboobobooobooo, boo»obaob
oo00oooooooooood.

goboobooooooooooboboboooooooooooboboboboboooooo,
goooboobooooooooobooobo* bobobooooooboor obobooobooooo
“gooroboboooooobo. bobobobooo, boboboboboboooooo,
gboooboobooooooobooobooboboboboooooob. boboboobooobooon
gbooboobooboooboooobooboooboboob, tob1obo0obooobobooboooon
goooboo. oboooooooooobobobobobooooboobobobobo*s oooo
go” bobob. oooooooobooboboboobooooboobOo, obboobooooo
gogoboobooo. boboooobobobobooboooobooboboboobooooon
gooooobo, oooooooboooboobobobooobo, boboboboboobooboo
gboobobobooooo.

goboobooooo, oboobobo® booo boobooob, bobobooooooboobo
U, oooboboooooogoobooob, boboboooooobDobobUobobobooooo
goooobo. omoboi10boo0oboobooooo, bobooobo* boobo” bobooboboo
goooobobo. ooooooooboobobo, ooboooooboooboobo® bo» boooo
gooo, boobooobooobooi1lgbooboboboooboooobobobobooboobooon
goooobooobo. obooooboboobobobob10bobooboboobo,s bbooob” o
go. oboboooo, oboboobobobobooboooobobobobooobooobooon
go.oooocgoooobobobooo, obobob, oo obobobobobooooo
gobooboobooooogoo. bobo, oboooooboboboboooo.
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2. 00O0ODOoOOod

2.1 0JOOooooooog

gooooogoboo obobooooboobo, bobooboooobooobooboobooboooo,
pgbbobobooboobooboboobobooboboobobobobobOobooobobooobo
goooooboooooooooboobobobo. oo, oobobobobooobooo, o
gbooboboobooooboooboobooboboboboooooobo, bobobooobooooob
goooooboooboooboboooboooboboooboog, bbooobooobo
goooboobooooooooooobobob, boobooooobooboboboboobo, bOoo
goobooboboooooooooboobooboobon.

0000000000 119800 000000 000000000t 0ooooo, 00
gbooobooboooooooboooboobobo, obooobooooboboboboobooobooo
gboobobooooog, oboboboboboboobooooboboboboooboooob
goo. oboob, ooooooooobobobobobooooboobobUobD, boboooo
goobobobooooooooobooboboboobooooooboboboboboo. oo
gooobooboooooo, ooobobobobooooooboobobobooobooooon
gooooboooooooboo. gobo, oboboooboooobobobobooboobooon
goooboobooooobo, bobobobobobooobooooboboboboobooobooon
ooooooooooe.

gobobooooooooboobobobooboooo, obobobobobooooobUoDbo
gooooooboo, obooobooboooboooooobboooboos bbooooboor Oobo
goobooo. bbb obooooboboo,100b0oboobooboooboobooon
gooooo, 200boboooboobooooboob, 3gboboobooboboboobon
O0°. 00000000000 o0000o000oo0o0oo0o0ooO, 000000 oO0O0o
“gor” obobdoboboooooooboo.obob, booooboooboooboboob, boo
goooobooooobooboobob,soobobooboobr oo 3poobUobOoon
0oobO0obO0obOO0obO0obOOobooooooooooOo (@Y.
goobooboooboooooobo, ob3ooooooooo Ul oooooooood

000000000000ooOooooooo’. ‘ oooooooooo
01000 (o) oooQo, DoooooQoooooooo @ @
gbooboboooboobooboobobobobooboobobo ‘ Ooooo
goo. oboooooooooooooooboobboooo, og @ @
gooobooobooobo, boogoboo, obob, oooobooobo

goooboobooooboooooo. oboboboo, oob oo ‘ oo @) ooo
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gbootoo oooobooboooboobobobobooobo, boboboboboobooobooo
gboobodob, ooooooboobobobobooooboobooboboboobooon.

g20bgoooooo, obobobooboooooooobobobobobo, boboobo
goooooboooooooooooobobobobobooooboob . bobobooboo, 0o
gooboobooooooooboob, boboboooooobobobobooobooooon
gogooob. ooooooboooobo, obobooooobooboboboboobooobooon
gbooobooooboooobob, ooboboooboobooboobooboobooboobob. ooo,
goooboobo, boboooooboobobobobooooboooobobo, oo oboooog”
goobooboboooooooooboobobobobobooooboDo . obobobbooooo
gooobooboobo, coobobooobobobobobobooooboobobobobobooooo
g.gbooboooooooooboobooboboboooooobooboboboo, obooo
goobooboooo.

gbooboooooooobo, obobooobooooobooboboboboooo, oboobo
goooogoogoogoooooooooLoLULoLULULDULL, U0 (o) Dooopoopoo
goooobobooooooooob, boboboboboooobDobOobUobob . oooo
goo, ogoooobooboooboboobo. obobobooboobooobobooboboob, oo
goooooooooopboooooogooobog (poog) boboooo, Dopoooo
gboobooboooooobooobooboobobobooooooboboboboooboobooon
goooboobooo, cobooboobobobobooobooooboboboboobooobooon
oooooooo®.

goooooooooobooboboboobo, boboobob, boboboooooboDbo
gogoo, boboooooooooobooboboboobooooboobob . boobooooo
goo, obob tobooooooboboboboooboooobooboboboobooooon
gogooboobooooooobooobooobo, obobooobooooboboboboobooboon
gboooboobobo. oooboooboobooboboboooooobob, bobooobooooo
gooooooooooboooboooboooboeoooooooogobooo. oooo, oo
00o00o0o00o0oo0oooooooooooooooe.

2.2 0JOO0OO0OOO

gobooboooooooob, boboboooboooobooboboboboooooo, goobo
gbooboboooooobooboobobobobooboooobobob. boobooooo
goooboobo, oooooooboobob, boboooboooobobobobooobo, oo
gooooobooobbooobob, ooobooobobbooobooobbooobooobo
g.gobooboboooooooooboobobob, boboboobobobobobobooooo
goooo, oobooooooooboboboboooboooobo. bo, obooobooooo
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goooobooooooooooobooboboboooboooobobo, oboooboo, O
gbooboboooobooboobob.

gooooooboobooo,8o0nooobooos obr obbooboobooobo
oo0o0ooooo0oooUooO0o0oUoo®. JO0000 oDooooDUoooooooo, 800
gooooyrgooooooooooobo1o0bobobobooboo. oog, 200000
gbogoobooboooooooooobobobobooboobo obobobobooboobooo
000, 000000000 0000 0000000000000 00000oO*r.

() DOO (1980011997 0)

ooboooobooboooob 30boobob, b UobDoboboobooboobOoo
gooo pbobobob o000 0bobobobobo, 700 DDbOobOobOobDOobDOoo
gog, 8900 tpooooboobowooobo, boboeoboboobsoboooon
gboobobooooooobooboboboboooooboooo.

gboboooooooboo, bobooobooooobooboboboboooooobOoobo
g.gooboooooooooooboobob, boobooooobooboboob, oboo, oo
goooooobodoo, booobooobobooooboooboooobobobo. oobooobo
goooboboboooooooobo, bobobobooboooobobobob, boboooo
goboboobooobooooooboboboboooooboboboboooo.

grUbO0, boobooobooboobob, boboobooboobooboboboon
gboooboobooooooobooobooboboboboooooob. boboboobooobooon
goooboboo, ooboboooboobobobobooboooobobobobooobooobooon
g.goboobobooooooooooboobo, obooboooobDobobUobobbooooo
gooobooobo, ooooooobooboobobobobooooobooboboboboboooo.
goooooooooooooboooob, Ob0o0 obooooboo, oooOobo toboboo, obo
0000 000000000, 000 DD0000oOoooo®.

goooooooooooobOobobooobOUobOoUooboUoDbOobL, DobobOoboobooDbOooo
gooooo. ooboooobobo, boboobooobo4000b0000000," bOob
gor ooooboo, obooooboo* bobooooboor ob OO0 booobooobo
goo. oo, boooo* ooooor obobo, boooboobobobobobooooo
ooooooo®.

goboobooo, cgboboboboooboooooboobo, obobooooobooboobo
goooboobooooooobooooo, bob* boooooo” obobobooobooobo. o
U, gb0booboooooboobooboboboboooooo, oboboboboobooobooob
gooooboboooooooooboobobobo, boobobobobUobobbooooo
g.1googooooooobobobo, obi1booooobooboboboboobobooo
gogoob. boooooooooboobobobobooooo, bobobobooo* boo

56



oo od

grgbobooboobooobooboboboboooobooobog.

gobooooooooogooooobosesoooboooboooboooboobo. bobobo
g0 oboboboooooooboooboobobob, o0 poboooL, OO0 pooooboo,
goooob pboooo, obo bboobooobobL, o0 pobobobobobobooooo
goooo*. 000, 40000000000 I0000O00D0DO0ooooooog, 970
goooobo. oooo, oobobooboboboooboooobobobobooboobooon
“goobooo” oobobobooboboob . obobooobooboboobbo, ooo
gboobobooboooooobooboobobobobooobooo, bobobobooobooobooo
goo, oboboooooooooobooboboboboboooobo* bobobobor oooo
gooooobooo. bobooboooboboooboo, obooobboooboboooobo
goobooboooooo poobobobobobooobobo. oboboboboobooooon
goooooboo, ooboooo, boboboboooooobobobobo* bor oo
O0oooooooooo®.

goboooobobooobobo, bobooobooboo,s oboboobo* obooboobo
gooooob, booooogoobooboobobobo. boocobobobUobobbooooo
g, ooo0*ooooo” boboooboboboboobo. bobobobo*obobooooo
g ooobooboooo” o ooobor" boboboobobooboobobobooboon
gooo. bob ooboooooobL, tbobooboooooo, boboooboo pooboo, oo
g ooobobooooo, bob tbooobooobobobn, oo pobooobooobooobooo
gbo, boboooooooooboobobob.

ogbooooocooooboobo, 4000000b0O00ODO0ODO0, DOobUOoOobOobobooo
goooboobobooooooooboobo. oboboobooooboobobobobobooooo
gooooboboooobobooobo, stboobobooboboobobooboboboooboo.
gooooboooooooo, obobobooboooooob, bobob 40000000
goooobooooooobooobooobob. bobo, boooboboboboo, obooo
0000000000000, 0000 000 00000Do0oOoooUooo® 00, 000
goooogoooooobooooo, ooopooobooO (gopoogbo) o popopoooo
goooob pbooooooooobobobobooobooo, bobobobobobooooo
0000o0o0o0o0ooO0ooooooUooooooooogr.

goboobooooooooboobobobo, boboooboob, bobobooooobooboobo
gbooboboooooooboobooboboboboobo. bobobobobooboobooo
goboboboooooo, ooboboboboboooboooobo, obobooobooobooo
goooobobooooo. oo, bobobobooboo, obobobobobobooooo
goooobobooooooobo. boboboboobooooob, bobobobobooooo
gooo, boooooooooboooboo, oboboooboooboobobobooooo.
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(20 OO0 (19980)

210000000000000, 00000000 0000 000000000000,
000000000000000000. 00000000000000000000000°%,
00000000000, 0000000000000000000000, 0000000,
NPOODOODOOOOOO. 00000O0D0O0000O00O0O0000, 00000, 00000
ooooo, 00000000, 000000000000, 000000, 00000000
0000000000000000000000.* 00000000007, 0000000
0oo0O0O0O0* O 0000000000000 000000000, 000000000
0000000000000000000%.

20000 000000000, 0000000000 . 00000000000000000
OONPOODOODOODOODO0O0O0O0ODOOO, 000000 000000000000 000000
0000000000D0O000000C0. 0000” 000000000000000000
00000, 0000000000000, 00000000600000000000000
000, 000000000000000000000000000000000000000
00000000 . 0000000000000000000000000000000000
000000O0O000O00O00.

00000000000000000000. 0000, 000000, 0000000, O
00000O000000000000000, 0000000000000000000000
00. 000000, 000000 (000 79%00)1, 0000 (38800)1 0000000
00000000000000000. 00, 0000000000000000000000
00000. 000000000000, 00000 0000000000000 (00O
129)0, 0000 000000 (15300)0, 0000000 (10200)1 0000000000
0O000. 000000000, 00000000000 00000000000000 000
00000O00000000000000000. 00000000000000000000
0000000, 0000000000000000000000000, 000000000,
000000000000000000.

00000000000000000, 000000000000000000000000
00, 0000000000000000000000000000. 00000000000
00, 000000000000000000000000, 00000000000000,
00000O00000000000000000000000000000, 00000000
0000000000000. 00000000000, 00000000000000000
000, 000000000000000000000000000000000000000
0000, 000000000000000000000000000000000000. O
00000000000000000000, 00000000000000000000, O
00000000000000000000000000O0, 0000, 0000, 00000
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gboobooboooboooboooboooobooboobooboobooooobob. ooo,
gobo obooobobd, ooooboboobobooboobobooboboobboobon
goo, oboboooooogooooboobobob, boooobobobobobobooooo
goooooboooo, oooooobo, bobobo, boboobobobobobobooooo
oooO, 77000000000 147000000000 (200800 40). OOOODOOOO,
goobooobooboooboobooob, oobooooboooboobooboooboo, 1sogn
gboobooboooooboobog, gbobobooooobooobon.

gbobooboooooobobobo, oobooooobooboboboboobooooboobo. o
gooooobobooooooooobooboboboboboooobDobobobobboo, O
gogo* oboboooor” boboooboboboboboboooob. bobobobobooooo
go, bobooooooooobooboboboboobooooboobobobooobooooon
goooooboooooo. ooob, boboboobooooooobobobobo. oo,
goooboobooooooobooooobooob® bobooo” boboboboob, obooobooo
gboobooboooooooooboobo, oboboooooobobob, booobooooo
goobooboboooooooooboboboboboboooobL. bobobobbooooo
goobooboboooooooooob, boboboobooooboobobobobobooooo
000000, 00000000000000000000000000000000000?.

oo, ooooogobobobobooobo, boboobobobobooooobooboobo
goooooooboobobob.1bobobooboobooobobobobobobobon
gooooog, 2000000000000 b0, 3gbobbooboooooobooobooboobogo
goooooooob. ooobo, bobobooobo* boo Dobobooboboo
U, obobobooooooooobooboboboobooooboobobobobobooooon
gooogo.

(3 DODODOoOooOooOO

gboobooooo* oo bobo. ooboooooboobobobobooobooobooboobo
gboobobooo. boboboobobobobooboooobobobobooobo. boob
200300000000, DOOOobooboooboooob, bbobooboboo
gogoo, booboooooooooboobobobobo, booboobobobobobooooo
000000000000000000000*. 000000000000000000000
gooobooboooo. ooobooobooboboboooooobobob, booobooobooo
gbooobooboooo, ooboboobobobob. ooooobobobobooobooobooon
gbooboboooooooooboobobob. boobooooboboboboooo, oo
gooooooooooooo. Oooo, DoooOooOooOobooog, booooo @o)
gbo, gjboooboobooobooooboobooobL, oobooooobooboobobooboobooo.

gobobooooooobo, obobooobooooooboobobobooooo, boobo
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gbooobooobooooooobooobooobobobo, obobooooooboboboboooo,
goo* ooogr boboooboob. 2007070, DOOODOOO, DOODDOOOODOOO
gooooboooooo, oobobooboboboboboooobLOo, obobobbooooo
gooooboboooooooo, boboboboobooooboobobobobobooooo
00000% 0000000000000, 000000000000 O0OO0OOOOOO,
gooooooo* boooor obooboob ., ooooboboo» obooboboo
gboo, obooooboobooboboboboboooboooboon.

gob, gooboobobooobooboobooobooboo, ooboobobooobooboo
20080 1200000000 bhbobobotboooooobobobobgbpo.oooo,
gooobooboboooooooo, bobobobooboooobobobobobobooooo
gooboobooooooog, oboboboboooooobooboboboobooooon
goooooooo. booboobobooobobo, bbooobooboo, bboboobooobooo
ij0oooooo0oO0OC0O0OO0O0O0OooooOon (0040 120) ODODOODOOOCOD DOOOO
oooooo (oo7t 40) 0000, DOoOOOCOOOOOOOODOOOOODOOOCODODO
oo, bobobooooooobooboobobobobobooooboobobobobbooooo
00* 00000000000 o0O0O000U00DO0O0O00DU0O0, Do0OO0O0O0O 20000
goooooooooobo, boboooobobobobobooboboobo. boobo, oo
gboobooboooooooboooboooboon, ilbbobooooooboboboboooooboon
gbobooboboooooboooboobooboboobo.

. ygonboooboooooon

3.1 JO00oooooooboobo
goboobooooooooboob, bobooobooooobo, bobobobooooooboobo
gooooooboooobooobooob. boob, boboooboooboooobooo, bo
goooooooo, boooo0oo0ooUo0UoUOooLoUOUoULoDOoLO (@ 2).
igboooobgooooobooobo, bobobooboboobo* booooobooo
goooo. oo oo goooobobobobooboooob, boboboboobooooo
goobobooooooooboobobobobo. booobooboboboobooooon
goo. oboooooooooooboobobobo. oo, obobobooobo, oo
gooo, obooobob. obi1goboooboboboboo. boobobooboobooon
“goooobobor bob. o000, gbobobobooobooboobobobobobon
goo* oobooor bbb . bobo, oboboboboooobgobOobL boooooge
gooobo, ooooogooooo. obooooooboboboboooo.
gobooboooooooobooobob, bobooboooob, ibooooboboobobo, toobo
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gooooo pbobobootbo4b0bo0oboobL, bobbobboobbooobbooobo
o0o00ooooooooooooooo®.

1000, O0odoo . oo obobbo0ooo, UoboobboOoooOoooo
gooo, obooobooboooboobooobooboooDbooboooo, ooo
goooooboooboobooboboo. oL, oobboogbo* boboogr o
gooo, oboooboobodobL, bbb oobUoobbooboobobo . oo
gooo, oo, ooboo, booboob, b, oboo, boobboob, oD o
gooooobooooboobooobbooboobboobboobboobboo . boobo
gooooobooooboooboo, bbooboooobooooooDobo, boooooooo
gooboobooobooboboooboobobooobooono.

200, O0OOOO0ODOO0ODOOO. ODOODOO (Costumer Satisfaction) OO OOO0OO0O
gooooob, ooboobuodobbuoobuoobDboobUbobbooboobobouooo
goooooboooobooboobboob . obboobboobboobboo, oo o
gooooo, ogoobooboobL, ooboo, booboobboobboobbooobo
goooooboooo, oboo, booboooobooboooDboobooooboooo
gooboobooboboooboobooooboo.

300, oobooo . booobooobboobob, oobbooobooo . boo
gooooobooooobo, bobobboobUoobboobUoobbooboo . boooo
goooooboooboobooobbooboo, boobboobbooboo . boobo
00000, 0000000000000 00000000000O00O0O00O0oUOooOOOO®.

400, 0000O0OO. DOOOOOODOOODOODOODOODO, DOoDbObOobOOobOOoboOooo
gooboobouooooboobooo, boobooobooooboooboooboobooo.

02

gobooooocooo
gooooooo
gooooooooooo
ooooooood
A

4

oooooo ooooooood

oooooo oooooo SBESBEDDDDD
oooooo <» 000000000 “DDDDDDD
oooooood oooooo 0ooooooooo
gooooooo gooooooo

A

A

gooooo
ooooo

ooooo
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“goooboobobr booooooboboboboboooboobooboobobobobon
ug.goooboo, oobooooo, obobooboooooo, bobo, obooobooobooob
goooboobobooooooooobobobobobobooooboobobobobboooo.

3.2 0JOOoOoooooog

() DODO0DDODOO0O0O* O00o0oOoOooro

gboooooboboobobooob, iboboboobooooboboboobooboboobo
u,gboo0booooobo, boboboboboboboooooobob. bobooobooobooob
go, boboboooooooooobob, boboooooobDOobobUobobooboo . oo
goooooboboooooogo, oboboboboobooooboobobobob . oo, O
gooboboooooooobooboboboboooooooboobob, boobooooo
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