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TOM TAT

Pit van dé: Sy hai long cua nguoi bénh 13 chi sé phan 4nh
chat luong dich vu kham chita bénh. Muc tiéu: Panh gia su
hai 1ong cta nguoi bénh diéu tri ngoai tra d6i véi dich vu
kham chira bénh tai Phong kham Da khoa Cao dang Y té Thai
Nguyén nim 2025. Phwong phap: Nghién ctru mo ta cat
ngang dugc thyc hién trén 164 ngudi bénh diéu tri ngoai tra
tai Phong kham da khoa, Cao dang Y té Thai Nguyén tir thang
1/2025 dén thang 4/2025. Mirc d hai long duoc danh gia
bang bd cong cu chuan héa theo Quyét dinh s6 56/QD-BYT.
Két qua: ty 1¢ hai long chung ctia bénh nhan dat 95,30%, dic
biét 1a sy hai long vé thai do, nang luc chuyén mon ctia nhan
viény té (100%), su minh bach thong tin va thu tuc (99,88%),
két qua cung cip dich vu (99,24%), kha ning tiép can
(92,48%) va co s& vat chit, phuong tién phuc vu (84,91%).
Két luan: Pa s6 bénh nhan déu hai long vé dich vu kham
chita bénh tai Phong kham Pa khoa Cao ding Y té Thai
Nguyén.

Twr khéa: Sy hai long, Nguoi bénh; Dich vu kham chita bénh;
Phong kham da khoa, Cao dang Y té Thai Nguyén.
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ABSTRACT

Background: Patient satisfaction is an indicator reflecting the quality of medical
examination and treatment services. Objective: To assess outpatient satisfaction with
medical examination and treatment services at the General Clinic of Thai Nguyen
Medical College in 2025. Methods: A cross-sectional descriptive study was conducted
among 164 outpatients at the General Clinic of Thai Nguyen Medical College from
January 2025 to April 2025. Patient satisfaction was assessed using a standardized
questionnaire based on Decision No. 56/QD-BYT. Results: The overall patient
satisfaction rate was 95.30%. High levels of satisfaction were reported for the attitude
and professional competence of healthcare staff (100%), transparency of information
and procedures (99.88%), service outcomes (99.24%), accessibility (92.48%), and
facilities and supporting amenities (84.91%). Conclusion: Most outpatients were
satisfied with the medical examination and treatment services at the General Clinic of
Thai Nguyen Medical College.

Keywords: Satisfaction; Patients; Medical examination and treatment services;
General clinic, Thai Nguyen Medical College.

PAT VAN PE

Su hai long clia ngudi bénh hién dugce xem 1a mot trong nhiing chi sé quan trong
phéan éanh chét lugng va hiéu qua hoat dong cta co s¢ kham chira bénh, d@)ng thoi la can
clr dé cai tién chat lugng dich vu theo dinh hudéng cia Bo Y té [1]. Theo T chirc Y té
Thé gi6i (WHO), chét lugng dich vu'y té 1a muc d6 ma cac dich vu cham soc gitp tang
kha niang dat duoc két qua strc khoe mong doi, phit hop véi kién thirc y hoc hién tai,
trong d6 su hai 1ong ctia nguoi bénh 1a mot chi bao quan trong vé kha ning tiép can
dich vu, quy trinh tha tuc, co s& vét chat, thai do nhan vién y t&¢ (NVYT) va két qua
diéu tri [2].

Tai Viét Nam, cac nghién ctru gan day cho thay ty 18 hai long ctia ngudi bénh d6i
vo1 dich vu kham chira bénh nhin chung & muc kha cao, nhung con khéc biét gitra cac
tuyén va cac loai hinh co s¢ y té. Nghién ciru tai mot s tram y té va phong kham da
khoa thudc Trung tdm Y té huyén Soc Son, Ha Noi nam 2023 ghi nhéan su can thiét tiép
tuc cai thién kha ning tiép can va chéat lugng phuc vu tai tuyén y té co s [3]. Mot
nghién ciru tai Trung tim Y té thanh phd Udng Bi ciing cho thiy mirc d6 hai long khac
nhau giita cac nhom tiéu chi, trong d6 co s vat chit va phuong tién phuc vu thudng 1a
nhém c6 ty 1& thap hon so véi thai do, ning lyc chuyén mén cta nhan vién y té [4].
Phong kham da khoa Cao dang Y té Thai Nguyén 1a co s kham chita bénh ban dau va
kham bao hiém y té cho can bo, giang vién, sinh vién va nguoi dan trén dia ban, di c6
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nhiéu nd luc trong dau tu co so vat chat va nang cao chét lugng phuc vu. Vi vay, chiung
t61 tién hanh nghién ctru véi muc tiéu danh gia sy hai 1ong ctia ngudi bénh diéu trj ngoai
tra dbi v6i dich vu kham chita bénh tai Phong kham Pa khoa Cao dang Y té Thai
Nguyén nam 2025.

PHUONG PHAP NGHIEN CUU

Poi twong, thoi gian va dia diém nghién ctru

Déi twong nghién civu: Ngudi bénh dén kham va diéu tri ngoai trt tai Phong kham Da
khoa Cao dfmg Y té Thai Nguyén tur thang 1/2025 dén hét thang 4/2025.

Tiéu chudn liwa chon: Ngudi bénh diéu tri ngoai trd, tir di 18 tudi trg 1én, co day
da nang luc hanh vi dan sy theo quy dinh phdp luét hién hanh, d@)ng y tham gia va tra
101 ddy du bo cau hoi khao sat

Tiéu chudn logi triv: Ngudi bénh khong di kha ning nghe, hiéu hoic tra 101 phiéu
khao sat tai thoi diém thu thap sb liéu.

Thoi gian va dia diém nghién ciru: Tt thang 1/2025 dén hét thang 4/2025 tai phong
kham Pa khoa Cao dang Y té Thai Nguyén.

Thiét ké nghién ciru: Nghién ciru mo ta thiét ké cit ngang.

C& miu va phwong phap chon miu: chon miu toan b, 1dy 164 ngudi bénh dap tng
tiéu chuan Iya chon trong thoi gian nghién ciu.

Chi tiéu nghién ctru: Pic diém chung cua nguoi bénh (gidi tinh, nhom tudi, dan toc,
s6 1an kham/diéu tri tai phong kham); mirc do dap ung mong doi ciia ngudi bénh; nhu
cau quay lai kham hodc gidi thiéu phong kham cho ngudi khac; mire d6 hai long cua
nguoi bénh ddi voi dich vu kham chita bénh. Panh gia muc do hai long theo 5 nhém
tiéu chi: kha nang tiép can dichvuy té; sw minh bach thong tin va thu tuc kham bénh,
diéu tri; co s& vat chit va phuong tién phuc vy; thai d ing xt, nang lyc chuyén mén
ctia nhéan vién y té; két qua cung cap dich vu.

Tiéu chi danh gia: Nghién ciru sir dung phiéu khao sat duoc xay dung dua trén bo cau
hoi thu thap s6 liéu theo Quyét dinh sb 56/QD-BYT cua Bo Y té ngay 08/01/2024 vé
huéng dan phuong phap do luong muc d6 hai long ciia ngudi dan dbi véi dich vu y té
cong giai doan 2024-2030. Mdi ndi dung dugc phan loai theo 3 mirc: rat hai 1ong, hai
1ong va khong hai 1ong. Ty 16 hai 1ong cua timg tiéu chi duoc tinh bang sé nguoi bénh
Iira chon timg murc d6 trén tong s6 ngudi bénh tham gia khao sat. Ty 1 hai 10ng chung
ctia tirng nhom tiéu chi dugc tinh dya trén trung binh ty 1& ctia cic ndi dung thanh phan
trong cung nhom ti€u chi.
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Phuong phap thu thap va xir Iy s6 liéu
Diéu tra vién phat phiéu khao sat va huéng dan ngudi bénh cach dién phiéu trong
thoi gian cho kham, cho 1am xét nghiém, chd nhan thudc hoac thanh toan. Phiéu duoc
thu lai sau khi nguoi bénh hoan thanh kham, xét nghiém hodc nhan thudc tai quay.
Cac sd liéu nghién ctru duogc kiém tra, md hoa, nhip va xu 1y bang phan mém
Microsoft Excel 2016 va SPSS 22.0.
Dao dirc nghién ciru
Nghién ctru dugce thuc hién theo quyét dinh phé duyét dé tai sd 567/Qb-CBbYT
cua Cao dang y té Thai Nguyén; tuan thu cac nguyén tac dao dic trong nghién clru y
sinh.
KET QUA NGHIEN CUU
Pic diém chung cia ddi twong nghién ciru

Bang 1. Pdc diém chung ciia doi twrong nghién ciru

Pic diém S6 lwong Ty 18 (%)

Nam 28 17,07

Gi6i tinh
Nit 136 82,93
<40 4 2,44
. 40 - 59 52 31,71

Nhom tuoi

60 - 79 107 65,24
> 80 1 0,61
Kinh 121 73,78

Dan tc
Khac 43 26,22
S6 14an kham/diéu <51an 13 7,93
tri tai phong kham > 5 1An 151 92.07

Trong 164 nguoi bénh tham gia nghién ctru, nit gidi chiém da sé véi ty 18 82,93%.
Nhom tudi 60—-79 chiém ty 1€ cao nhét (65,24%). Pa sb dbi tuong 1a dan tdc Kinh
(73,78%). Pang chu ¥, phan 16n ngudi bénh (92,07%) di kham/diéu trj tai phong kham
tir 5 1an tro 1én.
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Mikc dd hai long vé dich vu kham chira bénh tai Phong kham Pa khoa Cao ding

Y té Thai Nguyén
Bang 2. Murc do hai long cua nguoi bénh vé dich vu kham chita bénh
. S6 Ty 1¢
Murc do hai long lrgng (%)
o
Mike db <80% 2 1,22
dap &tng 80 -<90% 31 18,90
mong 4ot > 909 131 79,88
Chiéc chan khong bao gio quay lai 0 0
Nhu cdu  ghene muén quay lai nhung c6 it lua chon khéc 0 0
quay lai . . .
kham/gigi Muon chuyén sang bénh vién khac 0 0
thi¢u cho g thé s& quay lai 0 0
nglr(‘).i < < ~ . - s A Nt r
khac Chac chan s€ quay lai hodc gidi thiéu cho nguoi khac 164 100
Khac 0 0

Phan 16n dbi twong nghién ciru (79,88%) danh gia phong kham dap tung duoc

mong doi tir 90% trd 1én. 100% nguoi bénh cho biét chac chan s& quay lai p
hodc gioi thiéu dich vu cho nguoi khac.

hong kham

Badng 3. Su hai long cua nguwoi bénh vé kha nang tié'p can dich vu kham chita bénh

Rit hai long Hai long

Khong hai
long

Noi dung . .
So Tylé So Ty 1€

S6  Tylé

lwgng (%) lwgng (%) luwong (%)

Céc so do, bién bao chi dan duong

dén cac phong trong phong kham 147 89,63 17 10,37 0 0
1 rang, d& hiéu, d& tim.
Cac IOLI di tro?g ph(ing khém, hanh 163 9939 | 0.61 0 0
lang bang phang, dé di.
Co6 thé tim hi€u cac thong tin va 145 88.41 19 11,59 0 0

dang ky kham qua dién thoai, trang

Tap chiKHCN YD I Tap 5, s6 2 - 2026 |



tin dién tir cia phong kham thuan
tién.

Ty 1 hai 1ong chung A - 9248 - 7,52 - 0

Ty 1¢ rat hai 1ong ctia nguoi bénh vé chi tidu “Kha ning tiép can” 1a 92,48%.
Trong d6 yéu t6 “Céc 16i di trong phong kham, hanh lang bang phang, dé& di” duoc
danh gia cao nhét véi ty 1 dat 99,39%.

Bang 4. Su hai long cua nguoi bénh vé sy minh bach thong tin va thu tuc kham bénh,

diéu tri
Rit hai long Hai long Khong hai long
Noi dung S6 Tyle S6 Tyle S6  Tylé

lwgng (%) lwgng (%) lwong (%)

Céc quy trinh, thu tuc kham bénh

don gian, thuan tién. 164 100 0 0 0 0
Panh gia viéc tiép dén, hudng
dAn lam thii tuc dang k§ kham, 10+ 1000 0 0 0
D,anh~ gla’ thot gian cho to1 luot 163 99,39 1 0.61 0 0
bac si kham.
Ba,nh gia th(y} gian dugc bac si 164 100 0 0 0 0
kham va tu van.
Danh gia thoi gian cho lam va
nhan két qua xét nghiém, chieu 164 100 0 0 0 0
chup.

Ty 1€ hai 1ong chung A2 - 99,88 - 0,12 - 0

Ty 18 ngudi bénh rat hai long vé chi tiéu “Sy minh bach thong tin va thi tuc kham
bénh, diéu tri” 13 99,88%. Trong d6 cac yéu td vé viéc tiép don, thu tuc kham, thoi gian
khém cua béc si, thoi gian chd lam xét nghiém déu dat 100%.

Badng 5. Sw hai long ciia nguwoi bénh vé co sé vt chdt va phwong tién phuc vu

Rit hai long Hailong  Khong hailong

Noi dung S6 Tyl S6 Tyle S6  TyIé
lwgng (%) lwgng (%) luwgng (%)
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Phong chd c6 du ghé ngdi, co

quat (diéu hoa) day du, hoatdong 134 81,71 30 18,29 0 0

thuong xuyén.

Puoc bao dém,su: riéng tu khi

kham bénh, chiéu chuyp, lam thu 164 100 0 0 0 0

thuat.

Nha v¢ sinh thugn tién, swdung o0 5317 44 2683 0 0

tot, sach sé.

Mbi truong trong khuon vién

phong kham xanh, sach, dep. 139 84,76 25 15,24 0 0
Ty 1€ hai 1ong chung A3 - 84,91 - 15,09 - 0

Ty 1é nguoi bénh rat hai long vé chi tiéu “Co s vat chat va phuong tién phuc vu”
dat 84,91%, trong d6 yéu t6 “Puoc bao dam sy riéng tu khi kham bénh, chiéu chup,
lam thi thudt” c6 ty 1& rat hai long dat 100%; yéu to c6 ty 1& rat hai long thap nhat 13
“Nha vé sinh thuén tién, sir dung tbt, sach s&” véi 73,17%.

Bang 6. Sy hai long cua nguoi bénh vé thai do wng xur, nang luc chuyén mon cua

NVYT
Rit hai long Hai long Khong hai
long
Noi dung . . .
So Ty 1€ So Ty 1€ So Ty 1€
lwgng (%) lwong (%) lwong (%)
I\‘Il'lar} .Vler{ y t? (b.ac 517 Adleu’ dudng) c6 164 100 0 0 0 0
101 no1, thai do, giao tiép ding muc
Nhan vién phuc vu (hd 1y, bao vé¢,
ké todn...) ¢o 101 n6i, thai do, giao 164 100 0 0 0 0
tiép dung muc
D}rqyf nharll vién y té Eon tr(:)’ng, (301 164 100 0 0 0 0
XU cong bang, quan tam, giup do
Na;ng II{C chu’yelrl mon cua bE}c si, L64 100 0 0 0 0
diéu dudng dép rng mong doi
Ty 1€ hai long chung A4 - 100 - 0 - 0

Tap chiKHCN YD I Tap 5, s6 2 - 2026 |



Tat cd nguoi bénh déu rat hai long ve thai d§ ing xur va nang luc chuyén mon
cua nhan vién y te.

Badng 7. S hai long ciia nguweoi bénh vé két qua cung cdp dich vu

Rét hai long Hai long Khong hai
long

No6i dun . - .
) 8 So Ty 1€ So Ty 1€ So Ty 1€
lwgng (%) luwgng (%) lwong (%)

Két qua kham bénh da dap Ung

duoc nguyén vong cua Ong/Ba. 159 96,95 > 3,05 0 0
Cac hoa don, phiéu thu, don
thuodc Vf‘l ké‘g qua kham bénh duoc
cung cap day du, ro rang, minh 164 100 0 0 0 0
bag:h Vé:l duoc giai thich néu co
thac mac.
DaA’nh gia muc do '[ll’lA’ tuong vé 164 100 0 0 0 0
chat lugng dich vu y té.
Qanh gia mirc do hai long ve gia 164 100 0 0 0 0
cadich vuy té.

Ty 1€ hai long chung As - 99,24 - 0,76 - 0

C6 99,24% ngudi bénh rat hai long vé chi tiéu “Két qua cung cap dich vu”, trong
d6 phan 16n cac yéu té déu duoc danh gia rat hai 1ong voi ty 16 100%.

Bang 8. Murc do hai long chung cua nguoi bénh

Nbi dung Ty 1é rat
hai long (%)

Kha ning tiép can (A1) 92,48
Sy minh bach thong tin va thu tuc kham bénh, diéu tri (A2) 99,88
Co sé vat chat va phuong tién phuc vu (As3) 84,91
Théi d6 tmg xir, nang lyc chuyén mon ctia nhéan vién y té (As) 100
Két qua cung cap dich vu (As) 99,24

Hai long chung (HL) 95,30
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Mirc d6 hai 1ong chung dat 95,30%. Trong d6 yéu t& “Théi do Gmg xt, nang lyc
chuyén mén cuia nhan vién y t€” co ty 18 rat hai 1ong dat 100%; yéu t6 “Co so vat chat
va phuong tién phuc vu” c6 ty 1¢ rat hai 1ong thap nhét (84,91%).

BAN LUAN

Trong nghién ctru cua chung t6i, nit gidi chiém da s (82,93%), phu hop vai bdi
canh phong kham da khoa tuyén co sé, noi phu nit thudng 1a nhom sir dung dich vu y
té nhidu hon. Két qua nay cao hon so v&i nghién ctru cia Nguyén Ngoc Huyén (2024)
tai tuyén y té co s 1a phong kham da khoa ciia trung tam y té v6i ty 18 nit gi6i chiém
61,3% [3].

Vé phan b tudi, ddi twong sir dung dich vu cha yéu 1a nguoi cao tudi va trung
nién. Nhom 60-79 tudi chiém 65,24%. Pay 1a nhom bénh nhan c6 nhiéu bénh man
tinh, can theo ddi, tai khdm thudong xuyén. Pang cht y, phan 16n nguoi bénh (92,07%)
da timg kham/diéu tri tai phong kham tir 5 1an tré 1én. Ty 1 tai kham cao cho thay
phong kham la diém dén quen thudc ctia ngudi bénh, co tinh lién tuc trong cham soc.

Két qua nghién ctru cho thay mirc do hai 1ong chung ctia bénh nhan vé dich vu
kham chira bénh tai Phong kham da khoa Cao dang Y té Thai Nguyén dat 95,30%, mot
ty 1& rat cao va dang khich 1&. Két qua nay cao hon so véi nhiéu nghién ctru trude day
tai cadc bénh vién cong 1ap & Viét Nam, nhu tai Bénh vién Da khoa Ca Mau ndm 2023
(85,16%), tai Bénh vién Da khoa tinh Thai Binh ndm 2024 (90,2%) [5], [6].

Ty 1& nguoi bénh danh gia rat hai l1ong vé cac ndi dung nhu thai do tng xir va
nang lyc chuyén mon ctia nhan vién y té (100%); sy minh bach thong tin va thi tuc
kham bénh (99,88%); két qua cung cép dich vu (99,24%). Ty 1¢ déng thuan g?m nhu
tuyét dbi cho théy phong kham da xay dung dugc hinh anh uy tin, than thién, tao cam
gi4c an toan cho bénh nhan va 1a nén tang thuan lgi dé duy tri cling nhu mé rong mang
ludi bénh nhan trong twong lai. Két qua nay c6 thé lién quan dén dic thu phong kham
thudc cao ding y, quy md vira phai, it qua tai, quy trinh kham va thanh toan don gian,
d6i ngii nhan vién thudng xuyén dugc dio tao vé giao tiép — thai do phuc vu, cing véi
viéc da s6 bénh nhan 13 ddi tugng di kham nhiéu lan nén cé trai nghiém tich cuc. Tuy
nhién, co s& vat chat va phuong tién phuc vu kham chita bénh con han ché, ty 1€ nguoi
bénh rét hai long méi & muc 84,91%. Cu thé, yéu t6 "Nha vé sinh thuén tién, st dung
t6t, sach s&" 1a yéu td c6 ty 18 rat hai long thap nhat (73,17%), trd thanh diém nghén
chinh trong trai nghiém dich vu tong thé. Piéu nay ciing phan nh ding thyc té chung
tai nhiéu co so' y té cong 14p cua Viét Nam, noi ngudn luc dau tu cho con ngudi va quy
trinh thudng duoc wu tién hon so véi viée duy tu, nang cip ha ting [2]. Nghién ctru cia
Sadatsafavi va cong su (2015) cling khéng dinh moi truong vat ly, dac biét 1a khu vuc
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v€ sinh, c6 tac dong truc tiép va manh m& dén cam nhan cua nguoi bénh [7]. Két qua
nay 1a co s¢ dé nha quan 1y wu tién dau tu cai thién ha tang, dong thoi tiép tuc phat huy
cac mat manh nham duy tri va nang cao hon nita sy hai 1ong ctia nguoi bénh.

Nghién ctru cta chung t6i cho thiy phong kham da thuc hién tét khdi quy trinh
(tht tuc, thai d6) va két qua (murc d6 hai 1ong), nhung van con han ché vé khéi cau trac
(co s& vat chat). Cac nghién ciru gan day & trong nudc ciing cho thdy yéu t6 lién quan
dén thai do, giao tiép va ning luc chuyén mén cta nhan vién y té thuong dat diém cao
nhat, trong khi co s vat chét, tién nghi nhu phong chd, nha vé sinh thuong 1a nhém c6
diém thép hon. Cu thé, nghién ctru ciia Ngo Tri Tuén va cong su (2023) tai Khoa Khdm
bénh Bénh vién Than Ha Noi ghi nhan ty 1€ nguodi bénh hai long véi nhom thai do,
nang lyc nhan vién y té chiém cao nhét (94,6%), ty 1€ hai long v6i nhoém “co s¢ vat
chit — phuong tién phuc vu” chi chiém 65% [8]. Nghién ctru ciia Nguyén Thanh Van
(2025) tai Khoa Khdm bénh Bénh vién Pa khoa tinh Tién Giang (2023) ciing cho thay
ty 1¢ hai long chung dat 81,1%; hai 1ong vé thai do va ning lyc nhan vién y té dat
86,81%, hai 10ng vé co s& vat chat chi chiém 68,24% [9].

Két qua nghién ctru cling cho thdy gan 80,0% ngudi bénh cho rang phong kham
c¢6 murc dap ing mong doi trén 90%. Pang chi , 100,0% ngudi bénh khang dinh chic
chan s& quay lai hodc gidi thiéu phong kham cho ngudi khac, phan anh murc d6 gan bo
va tin tudong 16n d6i vai dich vu. Két qua nay tuong ty véi nghién ctru cua Pinh Thi
Thu Huyén va cong sy nim 2025 (99,7%), cho thidy mirc d6 gin bo rat cao ctia ngudi
bénh voi co so y té [4]. Ty 18 dong thuan gan nhu tuyét ddi cho thiy phong kham da
xay dung dugc hinh anh uy tin, than thién, tao cdm gidc an toan cho ngudi bénh va la
nén tang thuan loi dé duy tri ciing nhu mé rong mang ludi ngudi bénh trong tuong lai.
KET LUAN

Ty 1& hai long chung dat 95,3%. Cac nhom tiéu chi dugc danh gia cao gom thai
do tng xu, nang luc chuyén mon ctia nhan vién y té; su minh bach thong tin, thu tuc
kham bénh; va két qua cung cp dich vu. Tuy nhién, co s vat chat va phuong tién phuc
vu, ddc biét 1a nha vé sinh, van 1 ndi dung can wu tién cai thién. Phong kham can tiép
tuc duy tri cac diém manh hién co, déng thot tdng cuong cai thién, nang cép co s& vat
chit va khao sat hai 10ng ngudi bénh dinh ky dé phuc vu cai tién chat luong.
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