AHHOTALYA PABOYEM ITPOI'PAMMBbI JUCIUTLIAHBI
b1.5.12 CEPBUCHAM AEATEJBHOCTbD

ABTOp:

1.3.H., ipodeccop kadenpsl ceppuca ['.M. JlexTsipb

Ko u HanuMeHoOBaHMe HaNIPaBJIeHUs NOATOTOBKH, PO uIIs:
43.03.01 Cepsuc, «ConnaibHO-KYJIbTYpPHBIN CEPBUCH
Kpaimmpukauus (creneHb) BHIMYCKHUKA:

bakanasp

eab ocBOeHUST AUCHMILIMHBI:

ChopmupoBaTh KOMIETEHIIMM B 00JIACTH OpraHU3allMy MPOLECC CepBUCca, POBEACHUS BbIOOpa
pPEeCypcoB W CpEACTB C y4yeToM TpeOOBaHWUW TMOTPEOUTENS;, BBIABJICHUS, OMpPEHCICHUS |
MPeI0KEHNUS COLTUAIBHO 3HAUMMBIX BU0B CEpBHCA JUIs TOTpeOuTeNs, 00I11ecTBa U TOCy1apCTBa.

Ilinan kypca:

HaunmeHoBaHue
Ne n/m Coaep:xanue TeM (pa3aesioB)
TeM (pa3/iesioB)
Tema | CranoBnenne u | llpupoga m xapaktep CepBHCHON JeSTENBHOCTH. BimsHME HaydHO-
1 pa3BUTHE TEXHUYECKOro mporpecca Ha chepy ycnyr. Crnenuduka pblHKa YCIYT.
CepBUCHOU Ocobennoctu chepsl yeryr. Crenndrka cepBUCHON NEITETFHOCTH — KaK
JeATEIbHOCTH, (dopMa yIOBIETBOPEHMS IOTPEOHOCTEH 4YENOBEKa. XapaKTepHCTHKA
OCOOCHHOCTH €€ | COIMAbHO-KYILTYPHOM chepsl. [IporpeccuBHBIC hopMBI
HAy4YHOT'O obcmyxuBanus. KymeTypa cepuca. KontaktHas 3omHa. [lcuxomorus
aHaIm3a. mporecca oocayxuBanus. JKamoOsl ¥ KOHMIUKTEI IPH 00CTYKUBAHUU
KJIMEHTOB. AHAallU3 CEPBUCHOH IEATENbHOCTH B 3allafHOM HayKe Kak
JJIEMEHTa JKOHOMHKH ‘‘o0ImecTBa moTpebieHus”. Meronmpl aHamm3a
COLIMOKYJIBTYPHOI'O CEpBHCA B PaMKaX pa3HbIX HAYYHBIX AUCLMIIIMH U
AHAJTUTUYECKUX HalpaBJICHUH.
Tema | Kmaccuduxammss | CoctraB u crpykrypa cdepsr yemyr. Kiaccupukamus ycmyr 1o
2 YCITYT. (hyHKITOHATBHOMN HAIPaBIEHHOCTH. Obmmepoccuiickrne
Kknaccu(uKaTopel yeayr HaceneHuto. Kiaccudukamus no orpacieBomy
npuniuny. KommekcHas — knaccu¢ukanust — ycmyr.  CyIIHOCTb
COBPEMEHHOM  CEpBHUCHOM  JIEATENBHOCTH KaK o0co0Oro BUIA
B3aWMOJACUCTBUS  TPOHM3BOMUTENEH ®W  TOTpeOWTeneld  yCiyr.
CoorHomierne TOHATHN ‘“‘ycrmyra”, “oOciyxwuBaHme”, ‘‘CEpBHCHBIN
nponykt’. Ilpoumecc co3manusi TOBapOB M HPOAYKTOB CEPBHCHOTO
HazHaueHHss. OcCOOEHHOCTh YCIYr 1O CpPaBHEHUIO C BEIIHBIMHU
IpeaMEeTaMu, TOBapaMH. Yenyru, OPHEHTHPOBaHHbIE Ha
WHIWBUAYyaJbHbIE, TPYIIOBBIE, MaccoBble HOTpeOHOCTH. MHaycTpus
cepBuca. XapakTepucTHKa morpeOureneid cdepsl ycnyr. Ilpasa
norpedutens. [lorpedurtensckuil cripoc u ero koneOaHusi (CE30HHBIE,
KPHU3HUCHBIE U IP.).
Tema | I'ocymapctBenno | [IpoOmemsbl perynupoBaHus CEpBHCHON JEATEIBHOCTH Ha (enepaabHOM
3 e peryiaupoBaHue | ypoBHe. PopMHpOBaHHE PErMOHANBHONW KAApPOBOW MONHUTHUKH Majoro
CEpPBUCHOU NPEANPUHUMATENIBCTBA B CEPBUCHOM HesTenbHOCTH KadecTBo ycmyrw.
JeATEIbHOCTH. Cranpaptuzanus, ceptudurauus. JIuneH3upoBaHHE  CEPBUCHOU
JEeATEIbHOCTH.




HaumeHnoBanue

Ne n/m Conep:xanue TeM (pa3aeioB
TeM (pa3/iesioB) aep (pasn )
Tema CrpykTypa U | Beimenenue pasHbIX THUIOB, (JOPM U Pa3HOBUIHOCTEH CeEpBUCA [0
4 KJIacCU(pUKAIUS pa3HBIM OCHOBAHUSIMU W KpUTEpUAM. Polb JIOTUCTUKM B aHalM3€
CEPBUCHOU Pa3TUYHBIX PECYpPCHBIX equHuIl cdeprl yeryr. Knaccudukanms cepprca
HESITEIIbHOCTH. B IIPAKTHUKE FOCYIapCTBEHHOTO PEryIMpoBanus cepsl yeiuyr B Poccuu u

B psge 3apyOeKHBIX cTpaH. Paznmuynbple Kiaccu(DUKAIMH CEPBUCHOM
JIESITeTILHOCTH HAaY4HO-TEOPETHYECKOTO UIaHa. Cdepa
NPOM3BOACTBEHHBIX M JIETIOBBIX  YCIYr:  YCIOYTH  PECypcHO-
9HEPTreTHYECKUX KOPIOpaluil, ycayru nH(OPMalMOHHBIE, PEMOHTHBIC,
KOHCAJITUHTOBBIE, MAPKETHHTOBBIE, pekiamMuble U ap. Cdepa TOProBeIX
yCIIlyr - OITOBas M pO3HHWYHAs Toprosis. JIBa Ttuma ycuyr,
NPETOCTABISIEMBIX HACENICHHIO: COIMAJIbHOTO W WHIUBUIYaIBHOTO
xapakrepa. [lepBrIif TUTI: YCIYTH KU3HEOOECTICUCHHUSI, YIOBICTBOPEHUS
MaTepI/IaJH)HO'6BITOBBIX HYX] JIIO,Heﬁl CTPOUTECILCTBO KHUJIIbA,
JKUJTMIHO-KOMMYHAJIBHOE ~ XO3SHCTBO, OBITOBOE UM  TPAHCIIOPTHOE
o0CIyXKMBaHHE, MPEIOCTABICHNE HACEIICHHIO YCIYT CBSI3U, PO3HUYHAS
TOProBjsi, OOIIECTBEHHOE MHWTaHWEe. BTOpol THN yCIyr: yCIyrd
COIIMOKYIBTYPHOU cdepbl, T.e. B OTpacisX, AEATENbHOCTh KOTOPBIX
HalelneHa Ha YJOBJIETBOPEHHUE COIHAIBLHO-KYIBTYPHBIX —3alpOCOB
JrOZIeH, a TaKKe Ha MOJyIepKaHie UX HOPMAaIbHON KU3HENESTEbHOCTH
KaK TpaXKJaH COBPEMEHHOro OOIlecTBa - YCIYTH MEIUIUHCKHE,
PEKpealvioHHbIe YCIYTH, COLMaNbHOE oO0ecredeHre, o0Opa3oBaHUe,
(WHAHCOBBIE YCIIYTH, TMPaBOBOE, HAy4YHOe U WH(POPMAIHOHHO-
CIpaBOYHOE  OOCIYXMBaHHE,  TPOU3BOJICTBO  XYJOKECTBEHHO-
JCTETUYECKUX  ILIEHHOCTEM M KYJbTYPHBIX  NPOAYKTOB  JJIA
WHANBHUIYyaTbHOTO Pa3BUTHS, OTIObIXa © pa3BiedeHnid. [pyrue
pasHoBuaHOCTH Kiaccudukamun yenyr: 1. [lo ciennduke cogepxanus:
CO3/IAIOIIUE HOBBIE TOTPEOUTEIFHBIE CTOUMOCTH; BOCCTAHABIIMBAIOIINE
MOTPEOUTENBCKIE CBOMCTBA TOBAapoOB; OOCTY)KHBAIOIIME dYeJIOBEKa
(munoro xapakrtepa); 2. Ilo Bumam Tpynma (oOCITyXKUBaHHE YEIIOBEKa,
PEMOHT TEXHUKH, 0aHKOBCKHE OTIEpPAIIH, HAYIHbIE HCCIETIOBAHUS U JIP. );
3. Ilo xapakTepy pacrpeneiieHus: 00MEeCTBEHHBIX (OHIOB MOTPeOICHUS
- IIaTHBIE, OecIIaTHBIE (A1 He3aIIUIIIEHHbBIX CIIOEB HACEIIEHUS - IeTeH,
WHBAINIOB, TMOXKWIBIX, 00NMbHEIX); 4. Ilo Bumam motpebiaenus; 5. Ilo
thopmam obcmyxuBaHus (aOOHEMEHTHBIE, CPOYHBIE; IO MeCTy pabory,
JKUTENBCTBA, OTABIXA U T.I1.). Crenuduyeckue, peaKue yCiayTrH, a TakxKe
3aKOHOMIATEIIEHO 3armpeIieHHbIe Pa3HOBUIHOCTH YCIyTOBOH
JIeSITeTHHOCTH.




Ne n/m

HaunmenoBanmue
TeM (pa3/iesioB)

Coaep:xanue TeM (pa3aeaoB)

Tema

CepBucHas
JIeITebHOCTh
KaK nporecc
00CITy)KUBaHHSI U
MPOM3BOJICTBA
CEPBUCHBIX
MPOIYKTOB.

CepBuc kak mporecc. CBsi3b ¢ IKOHOMHYECKOW KOHBIOHKTYPOH.
OcobeHHocTH Tmpolecca BHEAPEHHWS HMHHOBAaUA B cdepy yCuyr.
JKu3HeHHBI NMKI YCOYyrH W ydeT ero ocobenHocted. [Ipomecc
obcnyxuBanus norpedurencid. GopMbl 00CTYKMBaHUS U TOKa3aTelb
3aTpat BpeMeHH. ColManbHbIe U COLUANTBLHO-TICUXOJIOTUYECKUE ACTICKTHI
pabotsl ¢ kiaueHTaMu. [loHSATHE “KOHTAKTHasi 30HA” M OCOOCHHOCTH
nporiecca 00CTy)KMBaHUSI KIMEHTOB B T'PYIIOBBIX U MHIWBUIYAIbHBIX
Bugax ceppuca. (OcoOeHHOCTH  OOCITY)XKMBaHUSI B JyXOBHO-
M03HABATEIbHBIX, XY/I0’)KECTBEHHO-3CTETUIECKUX obnactax
obmectBeHHON mpakTukd. Crenuduka 0OCTYKMBaHUS  Pa3HBIX
COIMANIGHBIX TpyNI (MHBAJHJIOB, JE€Te€ W MHOTOJETHBIX CeMeH,
MOXKWIBIX JioAed W ap.). KpeaTnBHO-TYMaHUCTHUECKHH XapakTep
CEPBHCHBIX YCIYT B cepe 00pa30BaHus, CIOPTA, HAYYHOI'O Pa3BHUTHS,
JCTETHYECKON  JIeITeNbHOCTH. [lOHSATHE CEpBUCHOTO  MIPOIYKTA.
Pa3HOBHIHOCTH CEpPBHCHOrO MPOAYKTa B Pa3HBIX cdepax CepBUCHON
JEeATebHOCTH U yciIyT. [Ipon3BOACTBO YCIYT U CEPBHCHOTO MPOJYKTA.
[Ipon3BoacTBEHHBIE aCHIEKTHI MTpoIlecca 00CITyKUBaHUSL.

Tema

KauectBO "
KyJIbTypa
cepBuca

MemnyHapoleHe " HAallMOHAJIBHBIC, T'OCYAapCTBCHHBIC, O6IlIeCTBeHHBIe
Y IPOHM3BOJICTBEHHBIC TPEOOBAHUS K KAUECTBY CEPBUCHOM JIESITEIIHHOCTH,
Kk ycayram. Oxugaembie U (paKTHUYECKUE MapaMeTphbl KayecTBa YCIYT.
CepBHUCHBIC TIPOAYKTHI PA3HOTO YPOBHSI KJIACCHOCTH, KOM(OPTHOCTH U
KadeCTBEHHOW ompeaeneHHocTn. OOBEeKTHBHBIE W CyOBEKTHBHBIC
TPYAHOCTH B ONPEIEICHUU KauecTBa U 0e30macHOCTH ycayr. CTaHIapThl
KauecTBa, O€30MaCHOCTH YCIYr pPasHOro Tuma (KOpIopaTHUBHbIE,
rocyaapcTBeHHble U np.). KOHTpons 3a KaueCcTBOM M 0€30MacHOCTHIO
yemyr. IIpoGnemMa HOpMUPOBaHWS, JTUIIEH3UPOBAHUS M CTAaHAAPTH3AINH
ycrmyr. MexxayHapoJHbIe TpeOOBaHMSI K KauecTBY U O€30MMacCHOCTH YCIIYT.
IIpoGnema kadecTBa W O€30HMACHOCTH YCIYyT B Pa3HBIX 00JaCTIX
CEPBUCHOM IeATEILHOCTH. Pa3paboTka CHCTEMBI TIOKa3aTelel KadecTBa
1 0e30ITacCHOCTH B pa3HBIX o0nacTsax cepBuca. [Ipobnema ympapieHue
kagyectBOM  yciuyr. KoHTpons  craHmaptoB u  0€30MacCHOCTH
oocyxuBanus. [loHsTHe KynbTyphl cepBrca. COOTHOIIEHNE «KadecTBa
YCIyT» W «KYJNBTYpHI CepBHCa». Pa3nnuHple mapamerpsl KYIbTYpPbI
CepBHCa B pa3HBIX CTpaHaX, B MEXKAyHapOIHOW IpaKTHKe oOMeHa
ycmyramu. llpodeccnonanmpHasi KynmbTypa KaKk OCHOBE KYJIBTYPHI
o0ciTyXrBaHUs. YPOBEHb JIMYHOTO MpoecCHOHAaTN3Ma KaK MOKa3aTelhb
WHIUBUAYAIbHOW  KyJIbTYpbl — oOcimykuBaHus.  llcuxonormueckue
ACHeKTHl KyJIbTYpHl CepBHUCA. OTHYECKHE OCHOBBL, OCOOECHHOCTH
JIEIOBOT'0 ATHKETA, CITY>KEOHBIX OTHOIIIEHUH B CEPBUCHOMN IEATEbHOCTH.

Tema

unoBaimn B
CEpPBUCHOU
JESITENILHOCTH

VHHOBalMOHHBII ~ MEHEIKMEHT B  CEPBHCHOHM  JIEATEIBHOCTH.
Oco0eHHOCTH XU3HEHHOTro mukia ycryrd. dpandail3mnr kak dopma
OpraHu3anuy mMaioro OuzHeca. MepyaHIai3uHT Kak popMa POZHUIHON
TOProBor yciyru. MexayHaponHas TOpromist yciayramu. CepBHCHAs
JEATEIbHOCTh B TOCTHHULAX U TYPUCTCKOM AESITEIbHOCTH.




Ne n/m

HaunmenoBanmue
TeM (pa3/iesioB)

Coaep:xanue TeM (pa3aeaoB)

Tema

Opranuzaius
CEpPBUCHOTO
MPESINPUSTHUS.

Opranuzanusi cepBuca Kak NpenlpUHUMATENbCKas aKTUBHOCTH B
COBPEMEHHON MHMPOBOHW 3KOHOMHUKE MHUPE, B POCCUMCKONM 3KOHOMHKE.
OcobeHHOCTH MEHeMKMeHTa B cdepe yciayr ¥ ero OTIMYHhe OT
MEHE/PKMEHTa B JAPYTUX 00nacTsaX KOHOMHUKH. CepBHCHBI OW3HEC B
CTPYKTYypE BIACTHBIX U MPaBOBBIX OTHOIICHNUH. PasHoBHIHOCTH OM3HECa
B pa3HbIX obnactax cdepsl yeuyr. KpynHeiid, cpeqHmii, Manbiii Ou3HeC B
Pa3HBIX CTpaHaX MHpa U B 00JaCTH MEXIYHAPOJHOTO OOMEHa yCIIyTraMH.
OpraHu3aluoHHO-UHTErpaTUBHbBIE (BHYTpHpHPMEHHBIC "
Mex(pUpMeHHbIe) (HOPMBI MPEANPUHUMATENBCTBA B CEPBUCHON cdepe
(rnobanbHble OOBEAMHEHUS, CTPATETUYSCKUE COK03E, COIJIAIICHUS O
COTpYJIHHYECTBE, O (paHUYAH3MHIe, KOHTAKTBI O MAapKETHHTE W Jp.).
OcobeHHoCcTH oOpraHu3alMy OusHeca cgepsl yCIyr B COBPEMEHHOM
Poccun. Pa3memienne mpeanpruHUMaTENbCTBA CPEPHl YCIYT B Pa3HBIX
pernonax crpanbl. ®opMbl OpraHu3ani KPyIMHOTO, CPETHETO, MAJIOro
Ou3Heca B POCCHICKOW 3KOHOMHKe. busHec cdepbl ycnyr Ha ypoBHE
MYHULMIATBHOTO  XO34WcTBa.  VHIMBUAYanbHO-TUYHOCTHBIE U
COIMANIEHO-KOPIIOPATUBHBIC TMPEIOCHUIKH pa3BUTHS Ou3Heca cdepsbl
ycIyr.  BHYTpUNIpOW3BOACTBEHHBIE  OCOOCHHOCTH  OpraHU3AINH
CEPBUCHOTO MPENPUATHS (PUPMBI, OpraHU3aINH, YIPEKJACHUSI U JIp.).
OcHOBHBIE BHYTPHOPTAHW3ALMOHHBIE THIBI CEPBUCHBIX MPEATNPHUATHI
(TMHEHHBIH, (hyHKIIOHATBHBIH, JTUHEHHO-()YHKIIMOHAILHBIH,
¢bunmmaneHelii U ap.). Ponms opraHuzanmy cepBUCHON JEATENBHOCTH C
TOYKM 3PEHUS TUHAMHUKH M THOKOCTH MPENNpPHUITAS Ha KOHKYPEHIIHIO,
Ka4ecTBO OOCTYXMBAHUS M MOTPEOUTENBCKUE 3aIIPOCHI.

Tema

Bunnr
MEHEKMEHTa Ha
CEePBUCHOM
TIPEATIPUATAN

PazHOBHAHOCTH MEHEDKMEHTA Ha IPEAIIPUATHN 00CTy kuBaHus. OOt
MEHEPKMEHT U ero 3ajaud. Pa3BuTue MapKeTuHra, pekjiambl, Nadiauk
PHJICHIIIH3 KaK CII0cO0O0B YIPaBIEHHUs CEPBUCHBIM IPEIIPUSTHEM U BU]
pearupoBaHus Ha MOTPEOUTENBCKUH CIIPOC, N3MEHEHNE YKOHOMUYECKOI
KOHBIOHKTYpPHI. JIMHEHHBI (TIPOM3BOACTBEHHBIN) MEHEIKMEHT U €ro
3amaun. B3auMozeiicTBue ¢ moTpeOuTeNneM yciIyr Kak yrmpaBlieHYecKas
3aga4a. Mcnonp3oBaHue JTOTHCTHKY B aHAJIHM3€ TOBAPHBIX, (PUHAHCOBBIX,
HH(GOPMALMOHHBIX M T.I. TOTOKOB B cgepe ycayr. «Jlorucruka
CEPBUCHOIO  OTK/IMKa». VIHHOBALIMOHHBIA  MEHEIKMEHT. Poib
COLMOKYJIbTYPHBIX ~ MHHOBalM B OpPraHM3alMd  CEPBUCHOU
JEATEIbPHOCTH. 3HAaueHWE aHallu3a, IPOEKTHPOBAHUS U BHEIPEHUS
vHHOBamid B cdepe ycuyr. CoruanbHbld MEHEHKMEHT, 0COOSHHOCTH
yIpaBJIEHHUs MEPCOHAIOM CepBHCHOrO mpeanpustus. Llenu, 3amaun u
obmas crmenudrka KampoBOro MEHEIHKMEHTa Ha  CEPBHCHOM
MPEANPHUIATUN. XapaKTEPUCTUKA KaApoB cdepbl YCIyr B COBETCKHM
[IEpUO] U B HBIHEIIHEE BpeMsl. 3apyOeKHbIH OIBIT pabOTHI € IEPCOHATIOM
CEPBUCHOTO NPEANPUATHSL. OO6pazoBaTenbHBIN YPOBEHB,
npodeccuoHanbHas MOArOTOBKA M IEPEHNOArOTOBKA KaApoB. YMEHHE
repcoHana paboratb ¢ KIHeHTaMH. BHyTpudupMeHHble KOHPIUKTH U
KOHGQIMKTHI C MapTHepaMu, ¢ KiueHTamu. lIpobGrema dopmupoBaHmii
rpoeccroHaIbHON MOTHBAIMH U MPo(decCHoHaIbHOrO 0TOopa KaapoB
B LenOoM MexXaHHW3M COLMAaILHOM 3aIuuThl paOOTHUKOB cepbl yciyr.
CoBepILICHCTBOBAaHUE KAdeCTBO YCIYr M Ipouecc (HOPMHUPOBAHUS
KyJbTYpbl ~ OpraHM3allMM W  KaJIpOBOH  IOJUTHKH  CEPBHCHOTO
HPEANPUATHSL.




HaumenoBanue
Ne n/m Conep:xanue TeM (pa3ieioB)
TeM (pa3/iesioB)

Tema | Onenka PasHbie TeopeTHUecKie U MPAKTUIESCKH TIOAX OB K OMPEAETICHUI0 00 eH
10 s¢pdextuBHOCTH | 3 eKkTHBHOCTH PabOTHl MPEANPHUATHSI cepBHUca. PecypcHO-3aTpaTHBIHI
CEpPBUCHOTO MOAXO[; €r0 MCXOJAHBIC LIENH, 3a/1a4d, TEXHOIOTMU peaiu3auud. Poib
MPEATPHUSTUS 9KOHOMHUYECKOT0 aHajiM3a B JAHHOM IOAXO/e. PacimpeHHbIN Moaxox K

aHaTU3y HWMEIONMXCS Ha MPEANPHITHH PECYpcoB U HAXOXKICHHIO
CIOCOOOB MHMHHMH3AIMK 3aTpaT. YdYacTHe DPYKOBOAMTEIEH pa3HbIX
nojpa3feieHui U CIEeNUAIMCTOB B JAHHOM HAIpPAaBJICHUH IMOBBIIICHUS
s dexruBHOCTH. KoMmmekcHbd moaxon K aHanmu3y 3(¢eKTHBHOCTH
npeanpuatusi. HoBele HanpaBieHUst ONTUMHU3AIMH paOOThI TPEIIPUSTHS
U pacuMpeHHbIe MoKa3atenu 3((EeKTHBHOCTH. Y4YacTHe B JaHHOM
HaIlpaBJIEHUN BCEro MepCcoHaa.

(I)Oprl TEKYIIEro KOHTPOJIA U l'lpOMC)KyTO‘lHOi;I aTrrecranum:

B xonme peammsanum gucuuiuiMHbl «CepBUCHAsT AEATENBHOCTB» HCIHOJB3YIOTCS CIEAYIOIUe
METO/Ibl TEKYIIEr0 KOHTPOJIS YCIIEBAEMOCTH 00Yy4arOLINXCS:

— IIPU MPOBEJICHNH 3aHATUH JIEKIIMOHHOTO TUIA!
METO/1 POOJIIEMHOTO U3J10KEeHHs, PPOHTaTIbHBIE 1 KOMOMHUPOBAHHBIE OTIPOCHI

— TIpH TIPOBEJICHUY 3aHATHIA CEMUHAPCKOTO THTIA!
—  KOJUIOKBUYM;
— ormpoc;
— JIUCKYCCHSI.

DK3aMeH B BHJI€ YCTHOTO coOeceJOBaHUs U 3allUThl MOJrOTOBJIEHHOTO TBOPUECKOTO 3aJaHUsI B
MaJbIX Tpymnmnax.
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