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ABSTRACT

Objective: To describe the patient experience of gastrointestinal endoscopy at Vinmec Times City
International General Hospital in 2025.

Subjects and methods: His study employed a descriptive cross-sectional design involving 360
patients indicated for gastrointestinal endoscopy at Vinmec Times City International General
Hospital from January to July 2025. We used the Gastrointestinal Endoscopy Satisfaction
Questionnaire (GESQ), a 21-item instrument reflecting patients’ perceptions of the endoscopy
process. Each item was assessed using a 5-point Likert scale, where higher scores indicate better
patient experience. Data were analyzed using SPSS 20.0 to determine percentages, means, medians,
and standard deviations.

Results: Overall, the study revealed that patients at Vinmec Times City International General
Hospital had a largely positive experience with gastrointestinal endoscopy. A high percentage of
patients reported a good experience in the post-endoscopy phase (95.3%) and with the information
provided before the procedure (95.0%). The skills of the healthcare staff also received high praise,
with 90.8% of patients reporting a good experience. However, there were some areas for
improvement. Notably, 10.8% of patients had a less than good experience regarding the level of pain
or discomfort both during and after the endoscopy. More specifically, 6.9% of patients felt pain after
the procedure, 7.5% reported that the communication skills of the endoscopy staff were not good,
and 5.3% had concerns about the information provided in the referral and consent forms before the
endoscopy.

Conclusions: Patients undergoing gastrointestinal endoscopy rated the experience as good at a high
level. Some areas that need to be focused on to improve the patient experience are pain and
discomfort during and after endoscopy, nursing communication, and the consent form.
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TOM TAT
Muc tiéu: M@ ta trai nghiém cua ngudi bénh noi soi tiéu héa tai Bénh vién Pa khoa Quéc té Vinmec
Time City nam 2025.
Poi twong va phwong phap: Nghién cru md ta cit ngang trén 360 ngudi bénh ¢é chi dinh noi soi
tiéu héa tai Bénh vién DPa khoa Quéc té Vinmec Times City tir thang 1 dén thang 7 nam 2025. Su
dung b cong cu danh gié gia trai nghiém nguoi bénh noi soi tieu hda (GESQ) gom 21 cau hoi phan
anh cam nhan cua ngudi bénh vé qua trinh noi soi, duoc danh gia bang thang do Likert 5 mirc d¢.
Diém cang cao mirc d6 trai nghiém cang tét. Sé liéu duoc xir Iy bang phan mém SPSS20.0. M6 ta ty
I& phan tram, trung binh, trung vi va do léch chuan.
Két qua: Ty 1& nguoi bénh c6 trai nghiém murc tét thuéc nhom trai nghiém sau ndi soi 1a 95,3%; trai
nghiém tét vé thong tin duoc cung cap trudc noi soi la 95,0%; trai nghiém tét ki niang ctua nhan vién
y té 12 90,8% va ty 1& nguoi bénh c6 trai nghiém chua tot vé mirc d6 dau hozc kho chiu trong va sau
noi soi 1a 10,8%. Mot s6 noi dung co ty I¢ trdi nghiém chua t6t & mirc cao la: cam thiy dau sau khi
ndi soi (6,9%); ky nang giao tiép ciia nhan vién y té thuc hién néi soi chua tét (7,5%); thdng tin trong
phiéu chi dinh va phiéu ki cam doan truéc noi soi (5,3%).

Két luan: Ngudi bénh noi soi tiéu hda danh gia trai nghiém tét & muc cao. Mot sb noi dung can tap
trung dé nang cao trai nghiém caa nguoi bénh hon 1a dau, khé chiu trong va sau ndi soi, giao tiép cua
diéu dudng va phiéu chi dinh cam doan.

Tar khoa: Trai nghiém, noi soi tiéu hoa.

Hutchings H.A va cong su phat trién nam 2015 duoc
danh gia cao vé do tin cdy va tinh dic hiéu cho néi soi
tiéu hoa [2]. Tuy nhién, tai Viét Nam, cac nghién cau
mo ta trai nghiém nguoi bénh ndi soi tiéu hda con han
ché, dac biét tai cac bénh vién tu nhan chét luong cao.
Trén co s& do, nghién ctru nay dugc thuc hién nham
muc tiéu mo ta thuc trang trai nghiém cta nguoi bénh
noi soi tiéu hoa tai Bénh vién Da khoa Quéc té Vinmec
Times City nam 2025.

2. POI TUQNG, PHUONG PHAP NGHIEN CUU
2.1. Péi twong nghién ciru
Nguoi bénh ngoai trd c6 chi dinh ndi soi tiéu hod tir 18-

1. DPAT VAN DE

Noi soi tiéu héa la mot trong nhitng ki thuat chan doan
va diéu tri quan trong, gilp phat hién sém va xu tri kip
thoi cac bénh 1y duong tiéu hoa, dac biét 1a ung thu.
Theo bao cao cua GLOBOCAN 2022, tai Viét Nam,
mdi nam ghi nhan khoang 16.300 ca ung thu da day,
16.900 ca ung thu dai trang va 3.700 ca ung thu thuc
quan [1]. Trai nghiém nguoi bénh ngay cang dugc
guan thm trong quan ly chat lugng y té, vi day 1a chi s6
phan anh tryc tiép qua trinh nguoi bénh twong tac voi
dich vu, bao gom ca yéu t6 chuyén mon lan nhéan van,
T chuc Y té Thé gidi khang dinh viéc “lay ngudi bénh

lam trung tdm” 1a yéu t6 ¢t 15i trong cham soc suc
khoe, trong d6 trai nghiém nguoi bénh dong vai tro then
chét. Cac nghién ciru qudc té da dé xuat nhiéu cong cu
do luong trai nghiém, trong d6 bo cong cu danh gia gia
trai nghiém ngudi bénh ndi soi tiéu hoa (Gastrointestinal
Endoscopy Satisfaction Questionnaire - GESQ) do

*Tac gia lién hé

70 tudi.

Loali trir cac truong hop do sach cua da day, dai trang
khong dam bao; bac si ndi soi khong vao dugc manh
trang; can thiép noi soi cap ctru; ngudi bénh ¢ bénh ly
nang cap tinh.
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2.2. Pia diém, thoi gian nghién cieu

Dja diém nghién cau: Bénh vién Pa khoa Quéc té
Vinmec Times City.

Thoi gian nghién cau: tir thang 1 dén thang 7 nam 2025.
2.2. Phuong phap nghién cau

- Thiét ké nghién ciru: mé ta cat ngang.

- C& mau: ap dung cong thire tinh c& mau udce tinh mot
ty 1€ trong nghién ctu mo ta.

N=23 o xp (L-p)c?

Trong dé: n 12 ¢& mau can thiét; a 12 mic nghia thong
ké (chon o = 0,05 tng véi do tin cay 95%, thay vao
bang dugc Ziw2 = 1,96); p = 0,69 (la ty 1¢ hai long
chung ve trai nghiém noi soi tiéu hoa cua nguoi bénh
tai Khoa Noi soi, Bénh Vién Pa khoa Son Tay Ha Noi
ndm 2023) [3]; d la sai s6 cho phép, trong nghién ctru
nay chang toi lay d = 0,05.

Thay vao cong thuc, xac dinh duoc n = 329. Dy phong
10% sai s0, vay cd mau dugc chon la 360 nguoi.

- Chon méu thuan tién, ngudi bénh du diéu kién dong
y tham gia vao nghién ctru cho dén khi di ¢ mau.

2.3. Cbng cu nghién cku

B¢ cong cu GESQ goém 21 cau hoi phan anh cam nhan
cua ngudi bénh vé qué trinh noi soi, dugc danh gia bang
thang do Likert S muic d¢. Bo cong cu GESQ chia thanh
4 Iinh vyc chinh: (1) Théng tin dugc cung cap tru6c ndi
soi; (2) Ky nang chuyén mon va giao tiep cua nhan vién
y te; (3) Cam gidc dau va kho chiu trong va sau néi soi;
(4) Thong tin dugc cung cap sau ndi soi.

Bo cong cu GESQ phién ban tiéng Viét sir dung trong
nghién ctru nay do Pao Viét Quan va cong su dich, hiéu

chinh va chuén hoa tir phién ban géc quéc té, da duoc
dénh gia c6 do tin cay noi tai cao va phu hop dé ap dung
trong boi canh ndi soi tai Viét Nam [4].

2.4. Phuwong phap thu thap so liéu

Ngudi bénh duoc chi dinh noi soi tiéu héa, néu dong y
tham gia nghién ctru s€ dugc phong van dé thu thap cac
thong tin li€n quan den nhan khau hoc, tri¢u chung lam
sang va tien s ndi soi trudc khi thyc hién thu thuét.
Sau khi hoan tat quy trinh ndi soi, nguoi bénh tiep tuc
dugc phong van bang b cau héi danh gia trai nghiém
noi soi tiéu hda GESQ.

2.5. Tiéu chuan danh gia

Thang diém Likert voi 5 mirc do hai long:

- Miic 1: rat khong hai 1ong (tuong tmg 1 diém).

- Muc 2: khong hai 1ong (tuong (g 2 diém).

- Mirc 3: binh thuong (tuong tng 3 diém).

- Mitc 4: hai long (twong tng 4 diém).

- Murc 5: réat hai 1ong (twong tng 5 diém).

Bénh nhan hai 1ong s& c6 diém trung binh cong > 4.
2.6. Xir ly va phan tich so liéu

S6 ligu dugc xi Iy bang phan mém SPSS 20.0. M0 ta
ty 1€ phan tram, trung binh, trung vi, d6 1éch chuan.
2.7. Pao dirc nghién cau

Nghién ctru md ta, khdng can thi¢p trén ddi twong tinh
nguyén, duqq Bénh \{ién Pa khoa Quoc té Vinmec
Times City dong Y trién khai; va dugc thong qua Hoi
dong Bao duc Truong Pai hoc Thang Long. Két qua
nghién ctru str dung cho muc dich tang cudng nang cao
chat lugng dich vy, trai nghiém cua ngudi bénh.

3. KET QUA NGHIEN CcUU
Bdng 1. Mgt sé dic diém ciia déi twong nghién cizu (n = 360)

Pic diém S6 lwong Ty 18 (%)
< 30 tudi 40 11,1
31-40 tuoi 79 21,9
Tuoi 41-50 tudi 97 26,9
51-60 tudi 72 20,0
> 60 tudi 72 20,0
. Nam 164 45,6
Gigi tinh
N 196 54,4
. < Trung hoc phd théng 47 13,1
Hoc van —
> Trung hoc pho thong 313 86,9
B Ha Noi 271 75,3
Khu vuc song ; .
Dia phuong khac 89 24,7
< Trung hoc phd théng 47 13,1
Trinh d6 hoc van Trung cip, cao ddng 104 28,9
> Pai hoc 209 58,1

Ty 1¢ nguoi bénh trong nhom 41-50 tudi cao nhat Ia 26,9%, thap nhét la nhom < 30 tudi (11,1%). Ty 1¢ nguoi
bénh nir 1a 54,4%. 75,3% song tai Ha Noi va 58,1% trinh d6 tir dai hoc tro 1€n.
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Bdng 2. Pdc diém thong tin ndi soi ciia déi treng nghién ciu (n = 360)

Théng tin ndi soi S6 lwong Ty 18 (%)

Chén doan bénh 164 45,6

Chi dinh Sang loc 176 48,9

Kiém tra lai sau diéu tri 20 5,6

Da day 79 21,9

Da day + truc trang 11 3,1

Dich vu ndi soi Truc trang 1 0,3

bai trang toan bo 9 2,5

Da day + dai trang toan bo 260 72,2

. Co 344 95,6
Noi soi gay mé ~

Khéng 16 4.4

Thuc hién thu thuat Co 64 17,8

trong noi soi Khéng 296 82,2

Ty 1& ngudi bénh ndi soi dot ndy nham muc dich sang loc 1a 48,9%; chan doan bénh 1a 45,6%. Da phan nguoi
bénh tién hanh ndi soi 2 co quan (ndi soi kép) chiém 72,2%. Hau nhu toan bd nguoi bénh (95,6%) noi soi gay
mé, chi c6 4,4% ngudi bénh soi khong gdy mé. 17,8% ngudi bénh c6 thuc hién cac thu thuat kem theo.

Bdng 3. Trdi nghiém ciia nguoi bénh vé thong tin dwec cung cdp trwéc khi ngi soi (n = 360)

) Trai nghiém N
Noi dung . Trung binh
Chura tich cuc| Tich cuc

Th_ong t!? trong phiéu chi dinh va phiéu ki cam doan trdc noi 19 (5.3%) | 341 (94.7%) | 4,63 + 0,60)
soi dé hiéu
Th_on~g tl'n trong phiéu chi dinh va phi€u ki cam doan trudc noi 6 (1,7%) 354 (98,3%) | 4,71 +0,49)
soi hiru ich
Trudc khi ndi soi, ¢ co hoi dé hoi hét nhitng thic méc 5(1,4%) |355(98,6%)| 4,77 +0,59)
Giai dap thac méc cua nhan vién y té tai phong kham dé hiéu 15 (4,2%) | 345 (95,8%) | 4,57 +0,61)
Caq tra I_ol g_lal (_iap, th~ac mac cua nhan vién y té tai phong kham 4 (1,1%) 356 (98,9%) | 4,63 + 0,52)
trudc khi noi soi ¢6 hitu ich
Glfn (?'flp tpac, mgc _(iua nhan vién y té tai trung tdm néi soi trudc 25 (6,9%) | 335 (93,1%) | 4,54+ 0,67)
khi noi soi c6 de hiéu
Cgu trg Iorlrglal <'iapA 'tha(-: n]ac~Cu:31 nhan vién y té tai trung tm 4 (1,1%) 356 98,9%) | 4,64 +0,53)
noi soi trudgc khi ndi soi ¢d hiru ich

Ty 1€ nguoi bénh c6 trai nghiém tich cuc vé cac ndi dung cung cap thong tin trude khi ndi soi & muc tich cuc tir
93-98,9% vai diém trung binh tir 4,54/5 diém dén 4,77/5 @iém. Ty I&€ nguoi bénh 6 trai nghiém chua tich cuc ve
Vviéc giai dap thac mac cua nhan vién y té trudce khi noi soi dé hiéu la cao nhat (6,9%).

Bdng 4. Trdi nghiém cia ngwoi bénh vé Ky ning ciia nhan vién y té

. Trai nghiém N
Noi dung : ; Trung binh
Chura tot Tot
K ning giao tiép ctia nhan vién y té thuc hién ngi soi (n =360) | 27 (7,5%) | 333 (92,5%) | 4,53 0,83)
K§¥ ning giao tiép ciia cac nhan vién y té khac (n = 360) 12 (3,3%) | 348 (96,7%) | 4,65 +0,54)
Ky thuat soi cua nhan vién y té thyc hién noi soi (n = 162) 7 (4,3%) 157 (95,7%) | 4,46 +0,58)

Ty 1é nguoi bénh danh gia trai nghiém & muc tot vé ky nang giao tiép ciia nhan vién y té thyuc hién ngi soi la
92,5%, ciia nhan vién y té khéac 1a 96,7%. Vi diém trung binh hai long tir 4,53/5 diém va 4,65/5 diém. Trong sb
162 ngudi bénh danh gia, ty 18 ngudi bénh danh gia ky thuat soi cia nhan vién y té thuc hién noi soi ¢ mac tét 1a
95,7% véi diém trung binh 1a 4,46/5 diém.
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Bdng 5. Trdi nghiém ciia ngwoi bénh vé mike dé dau hodc kho chiu trong va sau khi ngi soi (n = 360)

. Trai nghiém dau, khé chiu .
Noi dung - ~ Trung binh
Cé Khong
Mtc do kho chiu cam thay trong cudc soi 14 (3,9%) 346 (96,1%) 4,96 £ 0,19)
Mtc do dau cam thay trong cudc soi 9 (2,5%) 351 (97,5%) 4,98 +0,16)
Mtc do kho chiu cam thay sau khi noi soi 5 (1,4%) 355 (98,6%) 4,99 £0,12)
Mt do dau cam thay sau khi noi soi 25 (6,9%) 335 (93,1%) 4,91 £+ 0,36)

Ty 1€ nguoi bénh cam théy dau, kho chiu trong va sau khi

noi soi trong nghién ctu nay ¢ muc tir 1,4-6,9%. Ty I¢

muc do khQ chiu sau khi noi soi 1a 1,4%; dau trong cudc noi soi la 2,5%; kho ch}u trong cudc n@i soi la 3,9% va
dau cam thay sau khi néi soi 1a 6,9%. Biém trung binh c&c noi dung tir 4,22/5 diém téi 4,66/5 diém.

100%

80%

60%

40%

20%

0%
Trai nghi€m thong tin ~ Trai nghiém k¥ nang
trudc noi soi NVYT

Trai nghiém muc d¢ dau, Trai nghi€ém sau ndi soi
kho chiu trong noi soi

® Tt ™ Chua tdt

Biéu do 1. Mike dé trai nghiém dich vu néi soi cia nguroi bénh (n = 360)

Ty 1& ngudi bénh c6 trai nghiém mic tét thuoc nhém
trai nghiém sau noi soi cao nhat 1a 95,3%; trai nghiém
vé thong tin duoc cung cip trude ndi soi la 95,0%:; ky
ning cta nhan vién y té 12 90,8% va ty 1& nguoi bénh
c6 trai nghiém chua tét vé mirc do dau hoic khé chiu
trong va sau noi soi la 10,8%.

4. BAN LUAN

Nghién ciru cho thiy nguoi bénh noi soi tiéu hoa tai
Bénh vién Pa khoa Quéc té Vinmec Times City c6 trai
nghiém rét tich cuc, thé hién ¢ tit ca cac giai doan cua
quy trinh dich vy. Xét theo tirng giai doan trong hanh
trinh trai nghiém, nhém cé mic hai 10ng cao nhat 12 trai
nghiém sau néi soi (95,3%), tiép theo 1a trai nghiém
thong tin trudc ndi soi (95,0%), k§ nang cua nhan vién
y té (90,8%), va thap nhat Ia trai nghiém vé mirc do dau
hoac kho chiju trong va sau thu thuat (89,2%). Mac du
van con mot ty 1é nho ngudi bénh phan anh khé chiu
(10,8%), nhung diéu nay la phan tng mang tinh chi
quan va duoc du bao truéc trong bat ky thu thuat can
thiép nao, ké ca khi da c6 gay mé. Két qua nay hoan
toan phu hop véi mo hinh “lay ngudi bénh 1am trung
tam” dang dugc hé thong Vinmec ap dung.

Trudc thu thuat, thong tin dugc cung cip day du, rd
rang va dé hiéu, vai ty Ié hai long tir 93,1-98,9%. Dic
biét, 98,6% nguoi bénh cho rang ho co co hoi dat cau
hoi trude khi noi soi, phan anh sy coi mé trong tu van
1am sang. Két qua nay vuot troi so véi nghién cau cia

Neilson L.J va cong su (2020), trong d6 chi ra rang
thiéu co hoi giao tiép 1a mot yéu té chinh gay ra trai
nghiém tiéu cuc [5]. Tuy vay, 6,9% ngudi bénh van cho
rang giai thich tir nhan vién y té tai trung tam noi soi
chua d& hiéu - goi y can cai thién ki ning giao tiép &
khau nay. So sanh véi nghién ctru cia Burtea D va cong
su (2019) tai Romania, nguoi bénh thuong phan anh
trai nghiém kém hai 1ong khi thong tin cung cép bj lap
lai may moc, thiéu ca nhan hoa, hodc nhan vién y té tra
loi chung chung, khdng sat voi méi quan tam cu thé cua
ngudi bénh [6]. Didu nay dat ra yéu cau ddi véi co so'y
té 1a can ting cuong ky ning giao tiép ca nhan hoa, dat
ngudi bénh lam trung tam, dac biét trong moi truong
dich vu cao cip nhu hé théng Vinmec.

K§ niang chuyén mon va giao tiép cua nhan vién y té
dugc danh gia rat cao, voi trén 90% ngudi bénh hai
long, trong d6 diéu dudng va nhan vién ho trg con duoc
danh gia cao hon bac si. Pay 1a diém tich cuc, phi hop
vai cac nghién ciru nhu cta Neilson L.J (2020) va
Burtea D (2019), nhian manh rang thai d¢ va ky ning
giao tiép c6 anh huong 16n dén sy hai 1ong hon ca yéu
t6 k§ thuat [5], [6]. Bén canh dé, 95,7% ngudi bénh
danh gia tot tay nghé bac si, tuy van thap hon mét chut
S0 v6i mirc danh gia vé giao tiép, cho thdy cam nhan
cha quan vé khé chiu van ton tai du ky thuat chinh xac.
Nghién cuu cta L& Minh Huy va cong su (2024) tai
thanh phd H6 Chi Minh ciing cho thiy diém yéu thuong
nam & khau k¥ nang mém, nhung tai Bénh vién Da
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khoa Québc té& Vinmec Times City, ca hai khia canh
chuy&n mén va giao tiép déu dat muac hai 1ong cao, cho
thiy mé hinh y té l1ay nguoi bénh 1am trung tim da phat
huy hiéu qua rd rét [7].

Vé dau va kho chiu, ty 1& ngudi bénh gip phai triéu
chtng nay rat thap (tir 1,4-6,9%), phan anh hiéu qua
cua quy trinh noi soi c6 gdy mé, duoc &p dung cho
95,6% truong hop. So vai cac nghién cau tai co so
khong su dung gay mé, nhu nghién cuu cua Burtea D
va cong su (2019), ty I¢ dau & Bénh vién Da khoa Qudc
té Vinmec Times City thip hon 15 rét, cho thay lgi ich
clia dau tu vao cong nghé va gdy mé chuyén biét [6].
Tuy nhién, mirc dau sau néi soi (6,9%) cao hon trong
khi soi (2,5%) c6 thé lién quan dén thu thuat kém theo
nhu cat polyp.

Trai nghiém sau ndi soi ciing rat tich cuc, véi 100%
ngudi bénh duoc giai thich rd vé tha thuat va cam thay
hai 1ong véi cau tra 1oi tir nhan vién y té. Tuy nhién,
13,8% van chua cam thiy c6 du co hoi dé dit cau hoi,
goi y can b sung céc hinh thire tu van ca nhan hoa hoic
ung dung cdng nghé thdng tin sau tha thuat. Pay ciling
& yéu t6 dugc nhan manh trong thang do
ENDOPREM™ cua Neilson L.J (2020) nhu mét phan
thiét yéu trong trai nghiém toan dién [5]. Tuy nhién,
mot s& phan &anh khéng tich cuc van cd thé xay ra néu
ngudi bénh phuc hdi cham sau gdy mé hoic cam thiy
ling ting do thiéu hudéng dan cu thé khi tinh day. Do
d6, ngoai viéc dam bao vat chat va nhan lyc, Bénh vién
Pa khoa Qudc té Vinmec Times City c6 thé cai thién
thém trai nghiém tai khu vuc héi tinh bang céac giai
phap nhu: b6 tri didu dudng phan hdi nhanh khi nguoi
bénh tinh lai; cung cip bang huéng dan bang hinh anh
hoic video nhe nhang; giri tin nhan ca nhan héa sau thi
thuat (qua zalo/app) dé ngudi bénh yén tdm hon sau khi
XUt vién

5. KET LUAN

Két qua nghién ctiu cho thay trai nghiém cua nguoi
bénh vé dich vu néi soi nhin chung rat tich cuc. Cu thé,
ty 16 ngudi bénh danh gia tot vé thong tin duoc cung
cap trudc nodi soi dao dong tir 93-98,9%, véi diém trung
binh tir 4,54-4,77/5 diém. K§ ning giao tiép va k§ thuat
ctiia nhan vién y té ciing duoc danh gia cao, véi trén
92% ngudi bénh hai long. Bac biét, trai nghiém vé mirc
d6 dau hoac kho chiu trong va sau noi soi rat thap, chi

tir 1,4-6,9%, voi diém trung binh tir 4,91-4,99/5 diém.
Nhin chung, nhém trai nghiém tich cuc nhat 13 sau noi
s0i (95,3%), tiép theo 1a théng tin trudc ndi soi (95%),
k§ ning nhan vién y té (90,8%) va thip nhat la trai
nghiém vé dau/kho chiu (89,2%).
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