go0o0o0oo0ooooon0o 0400 20100 30

gooobobbbbbbbboboboodaogd

O oo°

o 0O
goo, ooooooooooooooooooooooooooooooooooooooo
gooo. oobooooooooooboooo, booobooooooooboooooooo, oo
poobooobooooooooobOobL (bboboobbOobbOoboobL) oboobobo
gobobooobO. ooooooooobooooobooooooooobooooobooooooooooo
gooooo, ooooboooooobooooobooo, booooboobooooboooooooooo
goobooooboooooooo, oooboooooooooobooOoooooooooo.

goboooooogooboooboooboogob, oo, oo, oo, oooo,
gooogooo

1. 00004

go, dbobooobuoobobooobuodbuoooboobboobL . bboooboooboo
goboeGbPOOODOOODOODO, DOODUOOOOOODOOODOOODOODOOD.
gogooboobooboobooob, obboobooobuoobboboboobboobooo.
gooooo, doopbooboooboobuoooo, obooboboobooooboooo
goooooooo.

do0ooOooooboooobooooobooog, 200400 1IBMOODO Samuel J.
PalmisanoO OO O0ODOOOOOOOOOODOOODO COC (Council on Competitiveness) [
000 D000ooooooogo (Innovate America)l 000 . 0000, 000OO0OOOO
gooob, gbooooboobooobbooboobboobbooboobnboobo
goobooooob, boobooboboobooboooboobooooobooDoOoboooooo.

gooisBMO, 0O00D0O0O0OOO0O0OODOOOOO0OODOOOODDODOOOODDODOOOOODOO

0 ODO0O0O0ooOooooooooo
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goboooooooooooocooboono

goooooboooooboo, bobbooboobob, obhoobboobboobboobo
000, SSME (Service Sciences, Management and Engineering) OO 000000 OOO
0000000 0O0o®. 00000000000, 0000000000000 0DO0OOoooon
goooboobuoobo, oobooboboobuoobobooboobDbooboooboo.

gooodoob, obogoboboobodbuoooboobboobobUuoboooboobo
goooooboooobo. boobbooboobDboobbobDbo, booboboobo
ggboobooobooboooboon.

gooo, bobooboooooobooboooob, Dboooboobooooboooo
goooooboo. oo, oo, booboooboobooooboobooooo, oo
gooooboooobobobobobo. bobobobUobUobo, bobobobobooo
goodgoboboboooooob . bobo, bbb bUobOo, bobobboooboo
gooboooooobbooboboobboobobooboobboo.

2. 0J0bob0bobodooooobboobobbooooooobbooboon

2.1 000000

goooboooboobooboooboob, 18o0bgobobobooboobobobooo
gboobobooooooobooboobooboboboooboooobobobob. obooobooo
gboobooboooooooooboobob, bobo, boboobobobobooobooobooob
0.00,3000000000 Levit (COOOOOODOOODOODOOO) ODOODOO.
gooobooboboooooooooobooboboboboboooobobo. oboobooooo
gobooboboooboobooobob. ob 0000, DOD0ODO0O0O IbOoObOOoDbOoo
00 000o0oDo0oooOoDg Albrecht (1990) OOOD0O, ODOoOO0OOODOOOOODOOOOO
O0O0O0O0oo0O0Od Prahalad & Ramaswamy (2000) OO OOOOOO, 00O, OOOO
goooooooooOoOoooooo. pooooooooOooooooooo@ooooo
goooooooooOobooooooogoooo0oobo) bgopoooooo, opoooo
000000000000000 (Sasser, Jr. & Heskettetal.) OO0OOO0O, OO0OOOO
gooboobobobooooono.

gboboob, ooogboboboboooboooooboobobobobooooobooboobo
goooobooooooooobo, bobobobooboooooobooboboboboooo,
gbooboboboboooooo.

040000, IBMODUOODOODODODOODOOOODL, bOOobOobOobooobOobDOoo
000000000 (Chesbrough, 2005). 0000, OO0 DOOOOO0O0O0OOOCOOO
gooobooboboooo. boboo, oboboboooooobooboboboobooooon
U, goo0ooboooooooooooboobobobooobooo, boboboob, bboooboo
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O OO0

gboobobooobooboooboobobobobooooboboboboooo.
goboboooooooobooboboboobooooooboobob, booooooboobo
goooogoooooobogogooogooogogbL, boob oo, bgo, booo
0)oooooooooooOooboooooooooog.
ooooooooo, ooo, oob (oooooono)
gooOooOoOoOoOoOoOoOoOoOoOoOoOoOoOoOoOoOoOoD (oooo)
goooOoOoOooOoOoOopoOOoOoOoOoOQDODODOD (oooD
gooobo, ooocoboboboboobobo, boboboboboboboooobUoDbo
goo, Icr(q@ooogfogo) boooogooogoooo0oooopgoooo, boooooo
goooboobooono.

2.2 0J0O0OOOODOO

gooo, oooooobobo, oboooboooooboobobo, obooooooboobo
goooobobooooooo, obobobobooooooboobobobobobooooo
gooooob. ooo, ooooooboo, obobooobooobo, bobobobobobooooo
gboooboobooooooo, bobobobobooooooobooon.

oo000bOOo0ob0OobDOooboOobDOoboboOooOooOo (Langdon Morris, 2009) O, 0O0OO
goooooooooooo (Uooooo) Doooooooooooooooooooog,
gbooboboobooooboo400000b00bObOOOOOOO0. OO0, ObOoooboooboob
gooooboobooo poobooboboobb, obhboobooboboooboboboboboo
U oboboobooooboobo, tbobobobooboboboboobo, obo tbhoboooboboo
gooooboooo. oo, bo4000000000000D00, ODbODOOOODOOO
gogooobobo. oooobooobooboboboboooboooobobobo, ooboooboo
gbooobooboooo, ooboboobooboboboooooob. boboboobooobooo
goooboboooo, oooboooboobobob. oboooobobobobooobooob, O
gooooob. booooooooboooboobobobobooooboobobobobboooo.

goboobooooooo, oboboboooboooooobobo. obobo, DoobooDbo
goooobooooooooobo, bobobobooooooobob, bobooobooobooo
gboooboobobooooooboooboobobobobooooooboboboboboboooo.
oooooo (coooooooooooouooooo), Jooooo (ooooooooo
ooooooo), JoooooooOo (oooooooooooooooooooooooo
goooooooog), oooooogo, ooboboooboooobooo, ooooooooooo
gooo (goo) oooooOo, Obooooooooooooo.

goooooooboobo, tboooboob, obooboobooobooboboboOobooboo
goooboobooooooobo. boboboboboooooobobob, booobooooo
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goboooooooooooocooboono

gboooboobooooo, boboboboboboboooboooobobobobooobooo, O
0000000ooOoooooOooooo (Morris, 2009) .

o0, doogdno (009 O, OOOOODOOO, DO0OOOOOOOOO. 0ODOObOOO
gogo, obooooooooooobobo, obooooooboobobobo, boooo
gogooobooooo, bobobooboboboboooboooobobobobooboobooon
0000 (poooooogg)y ooo.o

goboboo, cobooboboboboooooo, obobobobobooooobobo
goooobobooooooooobo. obobo, boobobobOobUobobboo . oo
go, bobobooooooooboobooboboboobooooboobobobobobooooo
0.

3. ugoooon

3.1 ODO0Oooogo

goboobooooooooboooboboboobooooooobob, bobooooobo, boobo
g ooobobooooboboboooboboboobooooboobobob, boboobooo
ooooooooo (@, 1991, 2004). DO 10O00D0OOODOOOOO.

Oob01 Oooooboooo

0oooo (@O)

oooooooo @Eo) gooo

0000 (2004), p. 22.

o0, 0bobo0obooo00d, bOooDoO0oOoU0oOOoO0DOO00DOOO0 (o) ooooboood
gooooobooob. ioboobooo oo, oboobobobboobobDoobobobOoo
gogobobooooooooboobobob. boobooooboobobobooobooooon
gobooboo. oob, oboobooobooobooooooooobooboobobooboobooo,
gbooobooboooooooboooboobobo, obooooooboboboboobooobooon
ug.gooobooo, booooooboooboobo, oo, 00, 00O, boboboooo,
goo, obooooogooobo, obboboboboobooo.

gobiooooooooboo, obobooobooooooob, o, oboooooobOoDbo
0,00 (goboboooboo) oo (obooo) ObbooboOoUoooogoo. booo
gobooobooob, obooboobo. oboobooooooooobooobobooboobooo,

80



O OO0

goobobobo. oboooob ogboboboo o, bO0oOO0b0 tbhbobOobooboobooo
gooooooooboobooobobooboobobDoob, boobobobo . oo, ¢
gooobobobooooo, oooboobobobooboooooboobobobobobooooo
gooooooooooboooooog, boo0o pObooopboooooooooogo (@
gooooo) booooboooooogoooobo. oo, 001000 () o (@) oooo
gboobobooooboobooboobob.

3.2 UOOoogo

gbobobooobooobooobob, bobooooo 3ogoooboooboobo.

0 0obooooooobooboboooooon

gooooooobooboobo, bo obobooobooboooobboobboboobooobo.
goo, bobooooobdob ioboboob, bobo obbobbo pbooooboboob. b
gboobobooboooooooboobobobobob, ooobobobobooobooobooob
goooobobooooooooo. obobo, booooobDobobUobobbooooo

gooog.

oo, boooooobobobob, obooooooboboboboo, oooboobo
goooooo, (gobooooooo) booboobooboo. oobooooo, oo
U, gb0booooboooboobobob.

oo, ooooooboboboboooooooboobobob, booooooboobo
goooobobooooooo. oboboboboboboooobDobobobobbo, DOoo
gooobooboboo. boooboobobo bbb ooobobOobobobobono oo
goooobooooooobo, boboboboboboooooboobob. booobooobooon
gooobooboooooooooboooboobobob, bobooobobobobooboobooon
go, boboooooooo, oboboboboooooo, obobobooobooobooo
goboboboo. ooo, ob otbobobooooodbobobobooooo.

0 obobooooogoooogood

gobobooooooooboobob, booboooooooboboboboboboooo.gobo
goooobooooooooobo, boboboboooooooboobob, booobooooo
gbooboobobooobooooooobooboboboboooooobooobo.

goo, ooboobooobooboo, bbooboo, booooboobo, oboooboo
GpSsUbogooobooboooboUobO, ooooboooboobDooboobUoOoboDbOooo
goo, oboboooooogoooooboboboboboooobDobob . oo, DoOoo
gooboooboooooo, ooobooboboboobo, bobobobobobobooooo

goooooo.
goboobo, oooogoboboboboooboooo, obobobobooooobooboobo
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goboooooooooooocooboono

000000000000000000000000000®. 0000000, 000000
goooo, booobooboooboob, obboobooboboobooooboooo
go. 0o, 0doobooboooboobooobooboooDboobooooboooo
goooo. boooboobo, bbooboobobooboobDboub, oobboooo
gooooobuoooboobuodbL, bbb oobUoobbUoobooboboooo
gooooobooooa.

U bodbbooboobooboooboo

gooodo, oobooooooboobooobo, boooboobooooboooo
goooooboo, booboooboobooobooboo . booboo, boooo
goobooobdoobo, oobboobooobuoobouobobooo.

O0000oOoo0 IBMOOOOOOOOOOO0OOOOOOO®. BA service is a provider/
client interaction that creates and captures valuel (00O OO0, D0O0OOOOOOOO,
gooooooooooooo.)

goboodoo20000000000. 000 10, OOO0OoDODDOOoOobOoOooboooo
goooboobooobooboobn, oobooboboobooboboobooooboooo
goooo. boobo, ooboobb, Dbbbobbooboobbooboooboooo
oo, ooboobboboboobuooo.

020, 000000oboobobOobobo, booboobooboboboooooOobDOoDbo
0000, 000000000000, 000, 00000000000000000000
gooo, 0bodo oo boobooo . oobooooDo, obbooobooobooooo,
goooooboooobooboooboobo, bboobooboboo, ooboooo
gooooo.

4. Doooooobood

41 0O0O0ODOO0ODOObOOObOOoboOobDog

gbobooooooobobo, obbooboooooobobobo20b0b00oboOobOoDOo
gooo.

() 0000000000000 0000O000O0O0O00oo0Oon

gbobooooooobooboboboooboo, oboboboboboooboooo, gooo
gooo, ooooooobooooobooo, booooboo0. booboo3goooooo.

010, ooooocoobooob, boboooboooooooboobobob, booooboDbo
gogobobobobooooooo.

020, 00o0oocobobobobooobooooooboobobobooooooboDo
gooog.
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O OO0

o330, ogooooooooooboooooooooboooooO, Dobobooooboooo
gooboboboooooooooooooobob.

goooboooboobooboobobobo.es70gooobooooooboo, 0o
goooobooooooooobo, bobobobooobooooobo . boboboooboo, 0o
O OThe Third Place (O 300)0 0DO00OO0ODOOOOOOOOO. OoOoooobooooo, O
goobooobooobooob, boooobooooboo, obboboooboboooobooboooobo
gbooboobooooog.

oo, gooboooooboooboboboobooogoooboobobobobboobo, bobo
000000000 D. D00D0O0D0D0O0O0, 00 (20D0D000000000000D0DOO0
goooboobooono.

(20 DODO0DO0O0OO0DOOODOOO0OOO0OOOODOODOO0O0O0OOOODOOOOO0OOO0Oo0O0OO

gboobooooooooboobo, oboooboooooboobobobobooooo, boobo
00 (toooooOoOooooooooOooooooooooon), bcoooooooooo
goooobobooooo, oobobooboboboboboooo. obobobo 20000Ooo
go.oooo,

A. 0000 (booooo)y oooo
B. OOUOOOOOOODDO (bboOoOoooo)yoboooooo

gooo, DoooQoOooOoOoOoOoOoOoOoOOD (ooopooooooooo) oooo,
gboobobobooooooobooboboboboooboooo, obobobooobooobooob
goooobooooo.

gooo, oooooooooO0O0oboo0o0ooOo00D (oooooooboo) obooog
g.oooo, ooob-0booobo, oog, oobobooobooooboooboooboooo, oo
gbooboobooboobooboobobobobooooboooboon.

tgbooooboooobobbooboobobobobi10obobbooboboooboOobooboo
u,0bo0boooobo ipbobooobooboboboooooobobob, booooobooo
gooooboboooooooooboobobobo, booobobobUobobbooooo
goooobob. oooogoooobooboboboobooooboobobobo, bi1s000
gooboboooooooooboobobobobobo, oooboobobobooobooooon
000000000 00ooooooo®.

oo, booo, booooooooboooooooooboooooo, Dbboooo 200
gbooobobdooooooboo. oboboboboobooooooboobo.oboboooo,
gooooobooobboooboboo, bbobooobobbooobooobbooobooobo
goooooo.

00200000000000000200000000000000. 000000, (D
0000000000000 0@ooo0o000000000ono0onoonon, 000000
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goboooooooooooocooboono

000000000000000. 000000000000000 (20000000000
00o0oooOo, 00 (2 00000000000000000000, 00000000000
gogoboobooooooooobooboobo.

002 O0O0OO0OO0OO0O0OO0200000

() 0oooo
00000000000000000
000D00OD
A. 000000000 (0O0)0
@ 00000 000D00000000000000
ooooooo B.0ODOOOD (0OO)O
ooooooooooooooo

goooo, boocgooobobobooboo, boboboboboboboboobo, bobo
gooobobobooooooooboooboobobobooboobo. bobobobobobooooo
U, oboo0obooooooooooobobobobo, oooobobobo, oobooooo
gooooboooo, ooboooobooboboboooboooobobobobooboo. oo
gbooobooboooooooboooboobobo, obooooooboboboboobooobooon
U, gbooboooobooboo, gboboboooooboooboon.

OO0 (2009 ODOODODOO-O0O0ODOOODOO, OODODODOOOODODOOODO, ODDODOO
goooooob, oboboooboboobobobobobobobobobobobooo. oo,
goooooboo, ooooooooboobobob, booooobo, bobobooooooo
gooooobooboooboobo. bob-0oboboobobobooboBOObOODbDOO
gog.

b, boboooooboboboboooboo, ooboboboboboooooboobobo
goooooobo, sfboboboobooboobooboboooob0oboboobobOoo
O0. 00000D0oobD0ob0o0, O0DO00DO00000000000 (Heskett et al.
1994) OO0, OOO0ODOOOODOOOOODOOOODO.

4.2 0DODOOODOOOOODODOO

gboobooooooo, oboboboooboooooobob, bobooooooboobo
goobooboboooooooooboob. boboboboooobobOo, Ubbobobooooo
gooobo, obooooooooooboboboobooooboobobobo. boooo
goooooboooo. ooo, oboo, obo, o0, Dooboobobobooobooooon
gooobooboooooobo. boboboboboooboooobobobobooboobooon
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O OO0

gboobooboooo, oobobooboboboobooobooo, bobobobooobooobooob
goooobooooo.

goooooooooobooobobobooboooooobo . b0, boboboooobg, o
gbooboooboooboobooboobooobooboobo, boooboobooboooboooo.
gooo, booboooooooooboobob, boobooooboobobobooobooobooon
guo.

Pine & Gilmore (1999) OOCOOOOOOO, ODOQOOOO, DOOOOO, OOOQOOO
goo (¢oo), bob 20000000000 0D000DO, 400000D00OOODO (O
03.000,4E000@IO0O0O0O0OOOODODODODOGO ODOOOOOODDODDOGO ODOOO
gooooLg obooooooooobob Oooo. oo 400D0000O0OO0OO0ODOOOO
g, ooooboobobobooobo. obob, 4eb0b00D0O0O0O0O0OODOODO1I0ODOOO
gooooobooooo. oo, obobobobooobooooboobobob, bboobooo
gbobooog.

003 0000000000000 400

ooboooooogoo

ooooogdoooo ooooopgoo
@o) @o)

Entertainment | Educational
oooog

ooooo
Esthetic | Escapisy

onooooo | ooooo
@oy | @oo)

gooooooooo

0 00 Pine & Gilmore (1999) (00O 00O, 2005) p. 57.

Ramaswamy (2008) O, 0 0O00OO0O0D0OO0O0O0O0O0OOO0 OO0ODOOOOOOOOOOOO
g.opooocgoogooocfooobgooboog, oooboooo0 (gooobogo)y oooo,
gooooboobooobooboobooboboooboobo. ooooboobooobooboo, boo
goooooboooooooooooboo. obob, bobooooboobobobo, booboo
gboobooboooo, oooboobobobooooboobobobooooo.

gbobooooooboobobobobooobooobooobooboboboboooooboobg, O
goobooboobooooooooboooobobobooooooobooo.

gbobooooooobobobob, obboooooobooboboboboboooobOoDbo
gogo

0 oboboooboobooboobobobobobooooo.
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goboooooooooooocooboono

0 0OO0oooOooooo, oobooooo0ooooO0oO0 (oooooooooo)oooo

oooboobo, ocobobobobooboooooooobob.

0 oboboooooboboboboooooooobobobobobooooobOoD.

oo, o0o0oooooooooD (obo) ooobooooooooo. Ooob, oooooo
goooobooooooooooobooboboboooboooobob. bobooobo, oo
gboobobooooooobooboobooboboboooboooobobobob. obooobooo
gooooooicroooodooboo, ooboooooooooooooooobooooo
goooo. obooooo, boboboboboboboooobOo, obobobbooooo
goboboooo.

OO0 (2005) 0, ODoOoOooOoOoOobDOOoOOoOOO0O0DOOODOOD, ODboOoOooooo
goboooboooobooooboooboob, obooboobob pbobooooobooobo. oo,
igoooooooOoooo, ocogooooooooUoOoUooooooUooUuooDoo (oo
g0)oooooooooooooooUoUoUL, oo oooooLDoLooDoo
goo, [O0]lJ 0000000 0DO00oDOo0oDO0o0oDO00oDOOo0ooOoOooOOoOoooDbOoboOoon
goooo, oobooooooooobobo. obooboooobobobobobobooooo
gooobooobo, oooooooboobobobobooooooboobobobooobooooon
gooobob, ooboooooboboboboooooobobobobooooo.

5. 20000

goboob, 2000000000000000, OOOobOobOOobOOobOooboboboDbo
goooboobobo. ooooooboobobo, obooooooboobobobooobooooon
goooobooo. oo, oobooboobob, boooooobobobobooboobooon
go. obob, ooobooobooboboboboooooobobobobooooo.

O01. 000000O0O0OoOooO®

o0, 0bOO0O0ooo00oooboboooobooobobO, boooobooooDbDo (ooboboo
gooo) ooobooooboooooogoooooo. obobgoboooooo, opoooo
gooooob oobooooobooooooOoopoo@o, boooobooboo) booo. OoDbo
0,00ooo0ogooLo@o, DooooL, DooL), U0 (booooUooooboo
goooooo), oogoo (ooooo, oo, ODooog, OO0, 0DoCoOo) ooooooo
goooo, obboooooooobooooboobob.

o boboUoaQbouboooobobobobo, boobobbobobobOobDOoo
gooobooobo, bosoooboooboobboobbooboogsecobooooboooon
gooooobo, oooooooooboobobobooobooo.bo.obob, bbooboo
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O OO0

gbooobooooboooobooob, ooooooob, ooooobooo, bobobooboobooo.
gooooboooooon

goooboooboobooboooboo, grgobogoboboboooboobobobo
goo.dob400, DO0OOODOODOOOOOOOODOODOODODOO, oOobooobooo
goooboobooooooooo, boboboboooboooobobo hoboobooboo
go. oboboooooo, obobobobobooooooboboboboobooobooon
gooooooooo. ooooooLoo4UL, booULoU0L (Do) bopoopoo
g,1987000o00oooglebobdbobooby toobooooooboobobob. b
gooobobooooo, boooobobobobo, boboobobobobobobooooo
gooooobobooooooo. oboo, bobooooooooboboboboooo,
gooooooooooobooob (pooooo) boooo, Doooooooooooo,
goooooboooooooooooboo. obo, boobooobobobobooobooo, o
gbooboboooooooboooboobobobobobo. ooo, obobobooobooobooob
goobooboboooooooooob, bobobooooooboobobUobobbooobo. o
go, oogoooboooobobooboboobo, bobobooobobooboboobo, oo
goooooooooooooobo. bob, bobooooooboobobobo, boooo
gbooboobobooooo.

goooboo, ooooboooboboboooboooo, oboboboboooooboobo. o
u,oboo0oboooooooooboobobobob, bbooobobobobooobo. boo
goooobobooooooooob. boboboboboooo, obobobobobooooo
goooobobooooooo, obooboboboboooooooboboboboooo,
goboobobo20300o0bo0oboboooboooobooooboboono, oobooboo
gbooboobooooooooobo. b0, oboboobooboobobobobooooo.

gbo, boboooooboboboboooboooooboobobobobooo, boboobo
gooogoosoecodno, oooooooooobooooooooooo, boooooo
gooooobooo. oo, bbb oboboooooobDoboboboboo,
gogoboobobooooo.

gbobobooooobobobob. oboooooboobobobobooooobooDo
g.gboobooooooooooobobob, boobooooboboboboobooobooon
goooo. boo, booobooooboobooboobo. ooboob, oobooobooo
gboboboboobobo, bobooboboobob boboboooboobobbobo o
gobooooootoooboooboobo . oo, toboboboobob, Doo,
igbooooboobooooooooooobo . obbobobobooboooobobOoboboobo,
gooooboooooooooooboobobobo. ooooobo, bob, booobooooo
gboobobobobooooooo.
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goboooooooooooocooboono

goo, 1980, DO00oboooooboooboooooboooobooooboobD. oo
gooooob, booooogooob, bobobooboooobDobobUobobbooooo
goboooboooob. oboobooobooooboobooobooobooobooobooboobooo,
gooogo pboboobooboooobob, oobooobooboooobooboooooboooo. boog, bo
gboobobobooooooooboooboooboobob.
gbooboobobooooog

199400 0000000000 0oboooOooobOoobOOobO0oOD bobobooboooo
gooooboboooooo o, obobobobob . ooo, obobobobobooooo
U, oooooobooooboooooboooboobo. b0, bobbobooboo, Doo,
go, bobooooog, ooboboboboooooobobobooooo.

2006000, DODOoOOOOOOOO, D000 DOKAERIDODOOODDOOODD 0DO
gooooobooooobooooobo. bobobob, bobooobobo, obooobooooo
goooboboooooooo pobobobooboooboooobobobobo. boob, O
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