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Trong hdn hoi th~p kj qua, de thfch Ung viii Slf chuyen doi m(Jnh me aia nen kinh te chi a St, Sll Thue 
Australia do trien khai m9t chien llltfc wi each, marl<eting va truyen thong toiln di~n, kem theo chuung 
trinh tuyen d!Jng VQ tf(Jo t{IO chuyen SOU, qua d6, gop phd'n trien khai thanh Cong chfnh sach Thue hiJng 
h6a va dfch v~;~ t(Ji quoc gia nay. Tren cu sll phon tich, danh gia nhihlg gidi phdp (nhu: Lang nghe c9ng 
dong, thiet ke chuung trinh thay doi, doi mf1i dfch V!J, giam chi phi tucin thi'l ... ) mil Sll Thue Australia tip 
d~;~ng, bcii viet g¢ mll bcii h{Jc kinh nghi~m dol vf1i Vi~ Nom trong vi~ hoiln thi~n chfnh sdch thul. 
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AUSTRALIAN EXPERI ENCE IN TAX ADMINISTRATION 

During more than. two last decades, the 
Australian Taxation Office has applied 
reforms, comprehensive marketing and 
communications, in-depth recruitment and 
training programs to the tax policies on 
goods and services. On the basis of analysis 
and measures (e.g community listening, 
designing programs of change, service 
innovations, reducing compliance costs, etc.) 
applied by the Australian Taxation Office, the 
paper suggests lesson for Vietnam. 
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Kinh nghi~m W di each thue a Australia 

Trong nhan thuc rua d~i b9 ph~n nguOi dan, So 
Thue Australia khong con la m9t to chuc quyen h,rc 
chinh tr~ rna la mot phan thiet yeu, cong bkg va 
than thi~n trong CU QC song cua ngtrai dan (Tran­
Nam, 2016; Olesen, 2018). 

Quan ly thue 6 Australia b~t da u thay doi m~nh 
me tu cuoi nhfrng nam 1990 v6i vi~c Chinh phu 
nu6c nay cong bo chi tiet chuang trlnh cai each thue 
v6i ten goi "Cili each thue - I<hong phai thue m6i, 
rna )a m9t h~ thong thue m6i" f trong do, d iem nhan 
guan trong cua h~ thong thue m6i nay la gi6i thieu 
thue himg hoa Va dich Vl,l. 

lao 

De' trie'n khai va quan ly Thue hang hoa va dich 
Vl,l, 56 Thue Australia da danh gia cong tac quan ly 
tl1Ue va quyet tam thay doi hO<;it d9ng cua CO' quan 
nay thee phucmg cham "S6 Thue m6i cho m9t h~ 
thong thue m6i" . Nha do, So Thue Australia da dap 
ung kip tha i ve the che, phap lu?t va gop phan nang 
cao nang lt,rc quan lli, dap u ng yeu cau thay doi tlr 
chinh tht,.rc ti~n cua Australia. 

Thue hang hoa va dich Vl,l duqc SCt Thue Australia 
trien khai tit nam 2000 v6i nhieu yeu cau m6i d~t ra 
nhu: Ck lo~i h1nh kinh doanh phong phu da d~ng; 
Niem tin cua thi truemg vao can b() thue dao d9ng; 
H~ thong cong ngM thong tin doi hoi phai duqc 
nang cap, ca che ho<;1.t dong cua Sa Thue can co quy 
trlnh m6i, t11u tvc m6i, de hu6ng dfu1 va dieu hanh 
hi~u qua hon; Dao t<;lO va pho bien thong tin kip thai 
cho doanh nghi~p va nguOi n9p thue ... Cung v6i 
do, S6 Thue Australia da trien khai mot chien luqc 
cai each, marketing va truyen thong toan di~n, kern 
theo chuang trinh tuyen dvng va dao t~o chuyen 
sau, qua do, gop phan quan trQng vao vi~c trie'n 
khai thanh cong chinh sach Thue hang hoa va dich 
Vl,1 t<;ti Australia, cv the nhu sau: 

- Ldng nghe c9ng dOng: Hieu du qc c9ng dong de' 
CO nhung giai phap, CO Chtnh sach phu hqp v6i tht,.fC 
ti~n. Sa Thue Australia chu dong tht,.fc hien chu cmg 
trinh "L~g nghe cong dong" nh~m hu6ng den ba 
mvc tieu chfnh la: Tang cuemg tuan thu thue, nang 
cao chat Iuong d~ch Vl,l va tinh on din}l, than thi~n 
giup nguai dan va doanh nghi~p trai nghi~m d~ 
hen (Langham & Paulsen, 2015). 

- Thiel kt chucmg trinh thay t!Oi: So Thue Australia 
nang cap h~ thong cong ngM thong tin de ccH tien 
m~h me c;;k san pham va dicl1 V1,1. cUa CO' quan Thue 
(Ascenzo, 2015; Olesen, 2018). Mvc tieu ctia chuong 
trlnh nay nh~rn cai tien dich Vl,l cung cap cho ngucri 
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dan, dong thoi dong bo h6a cac ho?t dong cua So 
Thue va nang cao nang ll,l'C XU ly thong tin, dam bao 
tuan thu cac nguyen t~c trong ho~t dong quan ly 
thue. Chuang trlnh thay doi nay gom 2 sang kien: (i) 
Xay dvng Cong thong tin di~n tir d?i ly thue, nh~m 
cung cap cho Cclc d?i ly thue giao di~n tn,rc tuyen an 
toan v&i so Thue va thl,l'C Sl,f Ut mot cuoc each m~ng 
trong moi quan M giua d~i ly thue va So Thue; (ii) 
Cong thong tin di~n tu kinh doanh cho phep cac 
doanh nghi~p giao tiep trvc tuyen v6i So Thue, giup 
giam thieu chi phi tuan thu. 

Chuang tri.nh thay doi duQ'c So Thue Australia 
trien khai lam 3 dqt, gom: (i) Trien khai h~ thong 
quan ly moi quan h~ v6i khach hang, nhb cai thien 
trai nghi~m cia khach hang; (ii) Thay the 187 he 
thong quan ly Vl.,l Vi~c b~ng mot h~ thong tich h(Yp 
quoc gia c6 k.ha nang xu ly chu6i cong vi~c, qua d6, 
theo doi va qwin ly rui ro hieu qua tren toan quoc; 
(iii) Trien khai h~ thong cong nghe thong tin quy m6 
16n nhat ru tru&c den nay cua S& Th.ue. 

Ban chat thay doi m?nh me cua chuong trlnh 
nay doi hoi each thuc m&i ve tu duy, ung xit, va 
nh~ thuc (Olesen, 2018). S& Thue Australia chuyen 
doi ru mo h1nh "lay to chuc !.1m trung tam" duqc 
chuyen sang mo hlnh "Jay nguoi su d\IDg dich V\l 

lam trung tam"- d~t nhu cau cua cong dong len 
hang dau, n~m ro tinh hl.nh cua khach hang, am 
hieu khach h2mg han, cong tcic t£ch Cl,fC VOi khach 
hang, d~i ly thue va cac ben lien quan deu hu6ng 
den phat trien SID pham va dich Vl.,l thue ngay dmg 
tot han. Sv chuyen doi toan di~n nay la mot loi chia 
tay dut khoat v&i qua khu. Dong thOi, phu h<rp v&i 
xu hu&ng phat trien cua nen kinh te n6i chung va 
nen kinh te chia se n6i rieng. 

Chuang tr1nh thay doi nay da dinh d~ng l~i 
to~m bo h<:l tang cong ngh~ thong tin cua 56 Thue 
Australia b~ng each thay the cac M thong thong tin 
rOi fi,lC, CU ky hang th~p ky v6i mot nen tang cong 
nghe thong tin tich hgp duy nhat (Tra.n-Nam, 2016). 

Chuang trlnh nay da thay doi hoan toan each thuc 
quan ly thue t?i So Thue Australia, dem l~i nhfeu 
lqi ich Cl.,l the' nhu: Tiet ki~m hem 150 tri~u USD m6i 
nam; Tuan thu thue tang len va giam phan thanh 
toan hoan thue khong; Ban hanh va trien khai cac 
th.ay doi chinh sach nhanh han; Kha nang XU ly V\1 
viec tang ca. ve so luqng va toe do de' pht\ hqp v&i 
Sl,f thay doi cac lo?i hlnh ho~t dong kinh doanh, d~C 
biet la Sl,f phat trien m~ etta kinh te chia se. 

Chuong trlnh nay thay doi khong chi dung l~i & 
tinh hi~u qua cho Sa Thue va cong dong Australia 
rna con ti,lO nen tang thuc day doi m&i va xay d~,tng 
lQ'i the so sanh cho S& Th.ue n6i rieng va kinh te 
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Australia n6i chung. Chll'ong trlnh doi m&i he thong 
quan ly thue cua Australia duqc ho~m tat vao nam 
2010. Den nam 2015, S& Thue Australia da phat trien 
mot chien lUQ'C tf1,l'C tuyen m&i., nh~m cai tien han 
nfra giao tiep cua cong dong v&i So Thue, trong d6, 
Slr dl.,lng mot SO giru phap nh~m nang cao quyen h~ 
clia nguOi nop thue. Trong khi d6, ban than cac nen 
tang c6ng ngh~ thong tin v~n chu·a the dam bao mot 
Sl,f chuye'n doi thanh cong neu khong CO Sl,f thay doi 
tuong ttng tu phia nhan Sl,f v&i Sl,f cam ket va kha 
nang sang t~o cao hon. 

- Nhfin Slf va ky nang: Nhan Sl,f elLa mot to chuc 
c6ng phl.,l thuoc vao ban chat cong vi~c va nhi~m 
vt;L ella to chuc d6. Do S& Thue Australia da so h6a 
rat nhieu ho~t dong cua ml.nh de phu hqp v&i thay 
doi ella mQi lo~i hl.nh kinh doanh, C(J quan nay ngay 
cang can nhieu han nhan Sl,l' gi6i ve kien thuc va ky 
nang. S& Thue Australia da chu dong ket hgp nang 
ll,fC chuyen mon cua ca khu Vl,fC cong Va khu Vl,fC 
tu trong m6i truoog noi t~i clia minh (Tran-Nam, 
2016). Nam 2012, So Thue Australia da d~t duqc sv 
can bkg kha tot gifra chuyen mon khu Vl,fC cong 
va k.hu Vl,fC tu. Dau tu vao con nguoi va nang ll,l'C 

chuyen mon duqc S& Thue Australia t~p trung trie'n 
khai. M6 h1nh qu.in tri dva tren ket qua tra thanh 
mot cau thanh chu chat doi v&i cong vi~c cua can bo 
qmin ly thue. Theo d6, quan tri dva tt-en ket qua a 
Sa Thue Australia, bao gom: Drum gia ket qua cong 
viec theo cac tiE~u chuan chuyen nghi~p; huan luy~n; 
phan hoi 360 do; so sanh dinh luqng va dinh tinh 
v6i ca M thong; thong tin phan hoi tit nguoi nop 
thue va d~i ly thue ... 

- Do'i m&i dich Vfl va giam chi phi tuan thu: Cong 
ngh~ m6i cho phep 56 Thue Australia cung cap cac 
d!ch Vl.,l phl.,lC Vl.,l thl,fC ti@n CUa doanh nghiep nhu 
truy c~p trl,fc tuyen day du thong tin da d~ng ve 
di'eu hanh va thong ke, dang ky tn,rc tuyen, su d\IDg 
dUQ'C nhieu tinh nang tren website CUa 56 Thue, SU 
d\IDg m?Og xa hoi nhu Facebook, thvc hi~n trl,fC 
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tuyen ke khai thue va nhieu thi1 h,l.c khac (Devos. 
K., & Zackrisson, 2015; Olesen, 2018). 

S& Thue Australia su d1,1ng cong ngh~ m6i de 
nghien cUU nhu diu cua nguoi nop thue, qua dO, 
nang cao chat lu<;mg dich \'l,l va phat hi~n cac rui ro 
tiem an. Cong ngh~ nay cho phep So Thue phan tich 
dUQ'C XU huong Va chu dong chuan bi phuemg an 
phu hQ'p va kip thai. Trung tam khach hang cua S& 
Thue tra l(yi han 11 tri~u CUOC di~n tho~ mot nam Va 
dUQ'C danh gia la mot trong nhiing trung tam djch 
V\1 khach h~mg tot nhat ca nu&c. 

- Quan ly aqi ly thue: uy ban quoc gia ve chuyen 
vien khai thue dUQ'C thanh l~p de dam nhi~m Vi~C 
dang ky va quan ly hoc;lt dong cua cac chuyen vien 
khai thue va dam bao tuan thu lu~t phap ve dich Vt,l 

d~i ly thue. Co che quim ly nay giup nghe Thue phat 
trien va minh b~ch hem, ru d6 cac d~i ly thue da tr& 
thanh don bay quan trQng cho mot h~ thong thue 
ho~t dong hi~u qua (Olesen, 2018). Cac d~i ly thue & 
Australia c6 anh huang tich eve den kha nang tuan 
thu lu~t phap cu.a khach hang, so Thue chu d9ng 
t~o dieu ki~n h6 trQ' ho~t dong CU.a cac d~i ly thue 
phu hQ'p v6i nhiing thay doi CU.a tht truang, cua luat 
thue, cac thach thuc va co hoi cua cong ngM m6i. 
S& Thue Australia cling da ban hanh Ke ho9ch hanh 
dong doi v&i chuyen vien khai thue nh~m lam m&i, 
cru thi~n tot han moi guan M v&i nghe nghi~p dong 
vai tro guan trQng nay. 

- Cach tiep cqn tinh teve twin thU: S& Thue Australia 
thl,l.'C Sl,l' doi ffiOO each tiep C~ ve tinh tuan thu, die'n 
hinh a muc do toan dtu ve vi~c xay dl,l.'ng mo hinh 
tuan thu thue phan anh dtrQ'C cclC dieu ki~n khac 
nhau CU.a nguoi n9p thue tren ca.c phuemg di~n nhu': 

Kinh te, tam ly va xa hoi (Ascenzo, 2015). 

V&i mot lo trinh thl,l'c hi~n th~ trQng, S& Thue 
Australia da rung bu6c chuyen doi duqc tu duy cua 
S& vacua cong dong ru chien lU'Q'C xu ly cac sai phc;lm 
sang ngan ch~ cck sai ph~m. S& Thue Australia chu 
trQng han den nhiing bu6c dau tien CU.a qua trlnh 
tuan thu, phfm bi~t ro hem va khach quan hon boi 
canh cua nguoi nop thue, dong vien va h6 trQ' Sl,l' 
minh b9ch tu eel 2 phfa thong qua Vi~C cfu. thi~n moi 
quan h~ v6i nguOi nop thue va cac chuyen vien thue 
(Bevacqua, 2015). 

V6i each tiep c~ nay, So Thue Australia da giup 
nguai nQp thue cam nh~ dU'Q'C lQ'i fch th\fC Sl,l' trong 
vi~c cong tac c&i m& va xay dl,l.'ng v6i S& Thue; moi 
quan M giua So Thue, doanh nghi~p va chuyen vien 
thue tr& nen than thi4$n hem theo quan diem S\f tuan 
thu den tlr Ca 2 phfa, khong don thuan la nghi'a Vl,l 
cua ben nop thue (Devos. K., & Zackrisson, 2015). 

S& Thue Australia cCing phan chia cac phan khuc 
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thi trucmg khac nhau de quan Jy tuan thu, vi m6i 
phan khuc th} truang c6 nhu cau dich Vl,l khac nhau 
va muc do rlii ro tuan thu khac nhau. Them vao 
d6, S& Thue Aush·alia dau tu tich Cl,l'C vao cong tac 
nghien Ctru phan tich de chu dong nfun b~t dU'Q'C 
nhu cau cua ngum nop thue. 
M~c du da c6 nhung thay doi rat tich C\fC trong 

cong tac quan ly va g~t hai duqc nhieu ket qua kha 
quan_ Chinh phu Australia n6i chung va S& Thue 
Australia n6i rieng ciing phai doi m~t v6i khong it 
kh6 khan, thach thuc m6i, d6 la dm tiep h,l.c cru to 
h~ thong thue de nang cao nang ll,l'C C~ tranh quae 
te va dam bao nguon thu ben viing (Ernst & Young, 
2016). Hi4$n t~i, so v6i cac mr6c phcit trien, muc do 
ph\l thuoc vao thue cong ty CU.a Australia kha cao 
(ffinh 1), Va ffi'lfC thue hang h6a Va dich Vl,l kha thap 
(ffinh 2), dieu nay Se anh huang den CCilnh tranh va 
thu hut dau tu trong dai h~. 

Tuy nhien, v6i nen tang quan ly da duqc chuyen 
doi va xay dl,l.'ng trong suot 2 th~p ky, Chfnh phu va 
So Thue Australia c6 co so thu~n lQ'i de' thl,l'c hi~n 
cac buoC thay doi tiep theo de phl,lC Vl,l phat trien 
kinh te - xa hoi. TrQng tam CU.a co s& thu~n lqi nay 
}a Sl,l' ung ho cua cong dong dl,l'a b-en moi quan h~ 
g~n ket tucmg h6 giua co quan thue va cong dong; 
nen tang cong ngM thong tin tien tien duQ'c nang 
cap toan di~n c6 kha nang tich hQ'P v&i cac thay doi 
cua cong ngM to~m cau; doi ngli rthan Sl,l' v6i tu duy 
m6i, viing ch~c ve phap lu~t. 

Kinh nghi~m doi vai Vi~t Nam 

Ttr kinh nghi~m quim ly thue & Australia, cac tac 
gia gQ'i m& mot so bai lwc doi v6i Vi~t Nam trong 
vi~c hoa thi~n chfnh sach thue, nhu sau: 

Mgt lit, cling v6i Sl,l.' phcit trien cua kinh te chia se, 
mo hinh nay dang d~t ra rat nhieu thach tht'rc doi 
v&i cac co quan quan ly thue t~i Vi~t Nam. Can thay 
doi tu duy, khong chi coi thue la nghla Vl,l rna con 
phili coi la quyen lQ'i cua nguOi nop thue, tranh tinh 
trCilng t~ thu, c6 giai phap de nuoi dtt6ng nguon 
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thu. Chinh sach thue nen hu6ng t6i. khuyen khich 
kinh te chia se tren goc do hinh thuc kinh doanh 
nay, nh~m giam duqc Sl,l' lang phi trong tieu dung, 
huang t6i cong dong, theo d6, tai nguyen xa hoi 
ct1.ng duqc khai thac mot each hieu qua, gia tri sir 
dt,mg ella cac tai San va cac nguon ll,l'C nh~m r6i ding 
duc;rc tang len. 

Sa Thue Australia chuyen c:loi tU mo hlnh "h)y 
to chuc lcim trung tam" c:llt9'c chuyen sang mo 
hinh "lay ngui:ti sit dl;lng d!ch Vl;l lam trung 
tam" - c:l~t nhu cau cua c(mg dong len hang 
c:lau, nam ro tlnh hlnh cua khach hang, am 
hieu khach hang hon, c9ng tac tich qtc vai 
khach hangl c:l~i ly thue va cfic ben lien quan 
c:leu huang den phat trien san pham va djch Vl;l 
thue ngay cang tot hon. 

Hai la, ben qmh vi~c cai each hu6ng t6i nang cao 
hi~u qua quan ly thue, chong that thu va gian 1~ 
thue thi can phai huang t&i tinh nhan van trong 
quan l)r thue doi hoi thay dol ve tu duy, tmg Xlr Va 
nh~n thuc. Quan ly thue chuyen d6i til' mo hlnh lay 
to chuc lam trung tam sang mo hinh lay ngu<Ji su 
dl,lllg djch vt,tlam trung tam - d~t nhu cau cua cong 
dong len hang dau, d~t vai tro ngu<Ji quan ly thue 
trong boi dmh CU.a khach hang, am hieu khach hang 
hon, cong tac tich Cl:fC VOi khach han8t huang den 
phat trien sim pham va dich Vl,l ngay cang tot hon. 

Ba la, can doi m6i djch Vl,l da d~g cac hlnh thuc 
ke khai thue va cac thu t'l,l.C lien quan. Dau tu vao 
con ngum va nang h,rc chuyen mon, can ap dt,tng 
mo hinh quan tri dl,l'a tren ket qua. Mo hlnh quan tr! 
dl,l'a tren ket qua tro thanh mot cau thanh chu chot 
doi v6i cong vi~c CU.a can bo quan ly thue. Nhu v~y, 
theo kinh nghi~m cua Australia nen danh gia ket 
qua cong vi~c theo cac tieu chua'n chuyen nghi~p; 
huan luy~n va thong tin phan hoi ru· ngu<Ji nop thue 
va d~i ly thue. 

Bon la, tang cuong h6 trq Sl,l' tuan thu cua ngu<Ji 
n9p.thuebai hQc ru qucin ly thue clia Australia cho 
thay: Can phan chia cac phan kht1C thi tru<Jng kha.c 
nhau de quim ly tinh tuan thu, vl m6i phan khuc thi 
truang CO nhu CaU 'dtch Vl} khac nhau Va mLfC do rui 
ro tuan thu khac nhau. Them vao d6, can dau tlf t1ch 
Cl,l'C vao cong tac nghien CUu phan tich de chu dong 
n~m b~t duc;rc xu hu6ng nhu cau va rui ro cua ngum 
nop thue va a day la tinh d?c thu CU.a kinh te chia se. 

Niim liz, can doi m6i dich V1,1 va giam chi phi 
tuan thu tren nen cong ngh~ m6i cho phep C(J quan 
Thue cung cap cac dtch Vl,l ph1,1C V\l. thl,l'C ti@n cia 
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doanh nghi~p nhu truy c~p tn,rc tuyen day du 
thong tin da d;;mg ve dieu hanh va thong ke, dang 
ky ti\fC tuyen, SU dWlg dUQ'C nhfeu tinh nang tren 
website cua ca quan Thue, su d'l,l.ng m~ng xa hoi 
nhu Facebook, tht,l'c hi~n tiVc tuyen ke khai thue 
va nhfeu thu t'l,l.C khac. 

Sau la, can xay dt,mg mo hlnh tuan thu tl'ltle. Mo 
hlnh nay phim anh cac di'eu ki~n khac nhau cua 
ngu<Ji nop thue ve kinh te, tam ly va xa hoi, Sl,l' tuan 
thu den Ul' Ca 2 phia, khong don thuan [a nghia Vl,l 
cua ben nop thue va day cilng chinh Ht tinh nhan 
van trong quan ly thue da duqc trlnh bay 6 tren va 
xuyen suot chuong trinh cai each thue cua Chinh 
phil Australia. 

T6m 1~, Vi~t Nam dang bu6c vao giai do~ hoi 
nh~p kinh te quoc te ngay cang sau rong v6i vi~c 
tham gia cac to chuc quoc te, cong dong kinh te khu 
Vl,fC va hi~p djj:m thuong m~i tl,f do. 51,1' phat trien 
clia nen kinh te chia se dl,l'a tren nen tang ella vi~c ap 
dWlg cong ngh~ nhfun giam 51,1' lang phi trong tieu 
dting, hu6ng t&i cong dong, tru nguyen duqc dimg 
mot each hi~U qua. Kinh te chia se mang 1~ Sl,l' tiep 
C~ IDO rong hon cho tat Ca mQi ngu<Ji doi vm tai 
san Va cac nguon ll,l'C nh~m r&i khac ma hQ khong SO 
huu. Khi tham gia "san choi'' nay, cac co quan quan 
ly nha nu6c n6i chung va co quan quan ly thue noi 
rieng cilng nhu cac doanh nghi~p can thay d6i tU' duy 
trong quan ly va thvc thi phap Ju~t theo htr6ng hi~n 
d~, nhan van, linh ho;;tt va minh b~ch de' tc;~o dl,l'ng 
ni'em tin v6i cac nha dau tll', doi tac quoc te tiem nan....z 
va khai thac duc;rc nguon tai nguyen CU.a xa hoi. 0 
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