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uwazguidnuihsaudilidndy nsnszarenishouazninensiduniviodiu msnszatsdiuna
andula nsdneAuAzAINLaYNTABUALBIAILFBINT TUBIUTTY YL figSutinveusiona
v83°1u” MsdTulpmunmnsliuinmsiadunuammilsndndusgrdanelsuinssenis
Wulvedefiuss@niam wazamnsoneuaussmuniudenisvesuszuney @iy
ANENTTUNINAIUITEUUTIUNIS, 2549)

ey unsas wazlnlsad dvsusina (2544) lananlinn msussdiumamiasauly
swuulle dudusiesiiinaeinnmsgiu (Standard criteria)  wagda¥¥a (Indicators)  1ilel418y

a o4 qva @ & = & o ) Y
nsaulumsussdivmeliAnarudau Wussuu Suessusasiduiivensu eeusznoude
cad o w ¢ v

wnausddyy 7 el Usznausae

L inusiduguinauaznisussginguszasAvsaulouts (Achievement) 1unas
WisuigurnaniseiiunuvesmisnuihuleuislUujod fuiaquszasdiidmualily
ulsnie Tasiumsussifiunavesesdnslu 2 dawfe walunwsn wasseduuiihnis

L3

2. inusiauauenia (Equality) wazalrudusssuludaay (Social equity)
Usznoudaefidadiddy ¢ UsznisAe nisdnda (Accessibility) N159RATININEINS
(Resource allocation) n1snszatenaUselee (Distribution of benefits)  WazALALDAA
(Equality)

3. nusiauaiunsanazamnmlunisliuinag (Capability and services quality)
Usgnaumedita 4 Jssmisfe aussauzvesiiieay (Organizational Capacity) A1a¥i4
wasiieana (Coverage and adequacy) a1udlunisliusnng Service frequency) uwag
Uszavsnwnslviuinis (Efficiency)

4. inouimuTulinTeUYeteIdng (Accountability) Uszneusiedidin 4 Usznisie
Wwusiadadeau (Social commitment) ANSURAYOURDAI51SE (Public accountability)
mslvindnuseiunnuides (Risks quarantee) n1stenfuteianain (Acceptance of failure)

5. INA9INSAUBINDUANADINTUDIUTEU1 ¥ (Responsiveness) Usznausiediin
4 Jsgnisfie nmsimuauszeutigm (Problem identification) nMsSuilsaru@aiu (Public
hearing) snasmalianagnslunisudlatom (Strategic measures) wazauTIslunsuile

Uy
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6. inuginufanalavesgnamiaUssarnsnguidanuiy (Client’s satisfaction)

[ '
a0 W

Usznoumeiiiniididty 2 Usznisfe sziuauiiewela (Degree of satisfaction) n1g
gaUSUNIBANAIU (Acceptance or rejection)
7 nueinaldeniunedeny (Social damage) Usenausiediiia 2 Usznisie

wansznuntuen (Externalities) suvuvsdaan (Social costs)

nsuduaSuNsUNAsesdIuViesdy (2546) Mvualitignseans nswaunssuunsmsu
auaniaUszyvusessdnsunasesduriesiulasliusserruiidiusauanniy tnsdaasuly
aqﬁnsﬂnmaadauﬁmﬁuﬁwﬁnnwu‘%msa‘fﬂmsﬁﬁuﬂ‘z’ﬂumiﬂﬁﬁamu lagd nagws
Usgnaudie msuiudsangminessifouiiforteniedalonalivssermunsiaasunis
UIN1591Uv0 9V 09Dy wazimuandninasiuasit an1suinistanisiisitodunwanisle

v a a wa v & Y} a o ' v oa
vesuwlod wagldidundnlunisussfiuipaanuususagyiosiu

Wiz un1ImenannaYiLazisn1susnisianistiudesid we. 2546 i

wawsualieliidisvnisdeujiRnulasldiBnsuimsianistudiediiieuss Towian

.

@

209UsEYU Lﬁﬂmﬁﬁﬂﬂﬁéd@ﬂﬁﬁﬂ%ﬁg fiszdninm \ieauduealuiBanisiouessy
am“ﬂgumaumiﬂﬁﬁamuﬁLﬁummaﬁL’fJu Uszrnulasunissruisaiuazainuagldsunis
poudussmieIns Tnefminedsi (@ladnisdinauamenssumsiannssuusams,
2547)

1L iindsgloniguuasUssyivu laud n1sudunssienisiiaiuisanauauss
(Responsiveness) fioA11uABINTITY0U ST URAT ol IAamansEnuludauan
(Positive impact) siansAaTInUsEIU

2. \anadugvidenisianessy Wun nmsuswisiitelilénadns (Outcome) assny
Taquszasd (Objective) M119l3Tasdin1suinasuvusgudunadugns Result base
management) WazM3IAYIIYBANAIIIMIENAIIU (Performance agreement) Tunnsdy

(v

~ a a a Yoo a a v a ] Y a
3, NUSSE‘W]ﬁﬂ'}WLLaxLﬂﬂﬂ’ﬂuﬂNﬂﬂuL‘Nﬂ’]iﬂ‘\]‘UEN3% 1ﬂLLﬂ AMTUITUITNILHADIWAITEUN

a8

§

lu@ausouidisuseninetadodnds (nput)  Auwadws (Outcome) MiAndulasiinsvin
Cost/benefit analysis Tasnsoliaseiaudululduazanuduauosununuviolasinig
199 sufuUsslendildsu sasfdaszuunisnatmensiuuas Sanaure sz
yAAa (Individual scorecards) Adeulssfuszivasdinig (Organization scorecards)

4. WifiduneunsuftRamiuausndu nsimuaszezatlunsufuanu

wazn1sandunaun1su iRy (Process simplification) wazdaliiinisnszanesiuianis
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sindula (Empowerment) itelyinisufiinuiaiaduiyauinslnddaiuusseay saukanns
UfuRaulugy One-stop service

5. fimsuSudpmisievesdusanisliviusiowmanisal 1lud nswmumumasyfulss
NILUIUNIT LLaxﬁumauﬁNw’lmjagjmna (Process redesign) #4318 uspsnuniuddiu
ArwdAguazaudduresnuuiarlasin1snssey (Program evaluation) nsguidn

dusvnsilisufunaznsufudgsngmne ngsadoudigg Tmnsaudvaniinisaleg
FHD

6. Ussrwulaiuniserweauazainuazlésunisaauaussnudenis launs
U;‘jﬁ’aiwmiﬁq\uﬁuﬁammﬁmmsLLazmmﬁawa‘lwawsxmwué’s"w%miLfJuué’ﬂImaﬂms
d1319A210ABINsYRUsEY YU (Citizen survey) uazawRanelavesguusms (Customer
survey) lumannvangiSuazfuluagainae WethunuFulgsnisufifsunissely

7. finavssdiunamsufiRaueainae WWuinsasaaouuasTananisuidinu
Lﬁa'lﬁt,ﬁmswumsmuqummaa (Internal control) %wzvi’ﬂﬁmmmwé’nﬁumsuﬁﬁamu‘um

aaAnshiussaulmunelaegnediusydnsnm

dinemanznssunsiaunszuusIens (2547) Tiaunssandeeavesind nluus
azwaalun siawguAMMsUITsTasT AMunisfaiugnddfuuing Annsananms
sdiunsludesmsivilimnsudndiiuvressssu . Sdemeiiuszanmuannsouaniesfniu
Heatuuinisansisagldvatsteamns dnstinssienudfunasdolausuuzye sz
A3uuinis msdwansiuilaaudaiuindsudgenisiiuinng msudledgwinazssuy
finmuiseafteustloviroussmmugiuuing uasnsiumnasguviedsnislsins

AIWAIIAMNWUSMS  waziadasdiaudmsdmiunswaannwuinig

WaU mewiaed (2550) nanrdigasdniantanisaaiaiisagasifiednyulseiu
anudnsaligsnalifie nmsudndudmdeuinmsiduduainudesnsidilildiunisaevaues
uazniunsavaeuiuuilandn ndafusiviedudundrfuannsonevaueniudoinisves

anfvIeguuinmaviely

ftsn Und3Tand (2549) na"mf']mﬁwmaaénsﬂﬂm'aadauﬁaaﬁu‘luyuuaﬁfwmms
ssfntunnnsiiudanauainnsanisvinnuretesdnsUunasesdiutiodiues maduitsensy
warldmuiniiennUssriou auAnssy nmsimuiuazmalulaglviludssendld 1oy
FelmlvesiosduierdesiuanudasBudunissanisvesednsunasesduedy Wy ns

Wiusmsguuuulmi Aanssulul W Yiuugansliudmsansisue mswamnnisdes sl
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dnarsteyanavduaiululszervuildiusiy Imaﬁﬁw‘%msgﬂuuu‘lmjﬁuﬁa'mmmn

W ¢ %) - a O oA < - '

waninua 4 ¥e e 1) Nanssutulinudeieaudulusunsy (Program activities) 110097

M3¥1uASUAYT (Single event) 2) (WuRanssuiilaudAuazanlssloninoding 1wy s

45997018 NSHAUIANNEWINADY WAILIALLAZEITN SAUEINITWRILINIINISLE B
1 v Q‘ =) o U o Y a ‘J U U 1 - YV a

3) saAnsUnATasdIuiasdulidud @i liiAansiasundasiingn duasuliinaing

sudiouazmsiduiusinglu 4) winnssunsiansiindueddesainste laglidmiisauls

Malcolm Baldrige National Quality Award (MBNQA) LdugiuuuuseTanmuninumani
gaadszmAangewint Faduduuuuseianuaiwuisnadiusznasaeg walaniily
Usegndld 1w Ussnadilu eeawnside Aelus wazniade ludumesUszmaauigouism
U%ﬁwmmm‘twajﬁlﬁs’lﬁaﬂmmw MBNQA A8 Motorola, Inc. uag Westinghouse Commercial
Nuclear Fuel Division Tulla.a. 1988 wasuSsvuuadniilésusiata e Globe Metallurgical,
Inc. ﬁauqaﬁ’\]mﬁﬁmi Federal Express (FedEx) laisulul a.A. 1990 (Evans and Lindsay,
2005) laginqussasdAndnueesafananin MBNQA Usznaudig (National Institute of
Standard and Technology, 2006)

1. uetienszfusadnsliiinisuiuugaisiuamnm (Quality) waznisiitunanan

(Productivity) Tflanansalumsudeduiigedu
2. ilBundasesdnsengg Aszavanudfslunisuiugsnuninduduas/vie
Uimsvesmuiasldfty

3. s uunaasinusifieniagsin MegRa NI MASS wavessnsie

ihludsafiumwannsavewmueaitaldlunisuiuussamnin

4. elfifuuuimeiiiamizinnzadasdmsiivssasdandouiiansuinisdans

ssnaivelilasuanuduislumsimunguninuoosinig

National Institute of Standard and Technology (2006) ladmvinmueilun1suseidiu

adﬁﬂ’iLﬁa%’Ui’lﬁaﬂmmwLm'\*l‘ma The Malcolm Baldrige National Quality Award (MBNQA)

[

Wadaasuliesansingandsenalussdnsniidnenimduids lasiinseuveunmailunis
#9131 7 e Uszneudie nMwgin (Leadership) n13979usunagns (Strategic planning)

n1syatdugFuuInisuazaain (Customer and market focus) n1s¥awa NIsIATIERLALATS

Y

i

4aN13A103 (Measurement, analysis and knowledge management) A134LUNIWEINS

Y

yaAa (Human resource focus) NTEUIUNITUINITIANIS (Process management) Wae

NAaNS (Results) AaandlunIng 1
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Measurement, Analysis and Knowledge Management

AJ @ o o e 1 a . .
AWMV 1 WAAIAILUUNIIAEITUTHNIAANATIWURIYIAUBY MBNQA (National Institute of

Standard and Technology, 2006)

< v I3 v ¢ @
NN 1 anduseasBonuesdinunzedng AnMIIAADNYE48IANT ANYMLTEY
ANUANTUS gnsAIEATUeIAINYINIERB0IANT INHILUUYDY MBNQA zuy4

a wa [ a4 a wva PN o 1% < v § s ]
wuuljuaniseenitu 6 winaduluszuulifinishasiliussalwadnsvosasing aeh

v 2V

nIaN18M5eAns MsuRUNAgNs wagnisdudugiuuinisuazaaiassfunguues

Y

o

gl wmsszvulfiEnanguilasdudiuddyasilifuimsiiunnuddgueinis
Nwsunagnsuaznsuarlenalueuian dunguiidessznaulusng msyutiuninens

@ &

a Y LY i < ¢
yAna NszuIUMSUIMISIANT uazkadws lunguuamadns lasiiyrainslussdng uay
o w < P o g v s v cdduy o a wa
nszuIunsid Ay szunguslumsiasviliesdnsussauadwingisld Fassuuufidinasluyn
wnvziinavilviosdnsiidnenmlumsaiindadng afeuinms nmsumsdanisgSuuing
uLazAaIn MSUIMINUNISEIY Msuimsdananiely sawviamsieumsweinsyana nns

UIMSIansan uagmsiinnusulingeusednuuasguyy

Zhao wazAme (2004) latnseusiianmunmuvsriivues MBNQA Tuldluniswaun

insesiiednnunmnsuInsians uazdnenmeesesdinsvesmiiouSmsmadugaamnssy
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vasszmAiu Inoiludiuusnssuuufiinsezusenoulufenasilunmsuseiiu 6 wus
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loud nzdiin nmasununagng msjaiudfusinsuasaain msdaa malessiuas

g b ' v a a o ! a wa A
NIVANTTATING MILAUUMTHINTYAAD  UaSNSTUINMIUTMITTANS  dauszuudfiRnisd
doeeTaNadnsvededdng Yssnaudmeminandng 4 wuinde ANuanelaveyAaIns

wagnsveIsutugFuuing nadwsmedumsiiuuasnsnann uazUstavikavataseng

Lakhe uag Mohanty (1994) na1271 wwifawan1sdavih Total Quality Management
(Tam) Aemsdevilviasdnisiiniafulpanssouzedwsiaides Fsfinusndulunislivaia
waziAIassiodiurumnlunisnsaaa dmiuesdnsiifinsdnvinszuuamnmazdunaldann
1) szvumsdavhauamezfudiuniweslons waznszuiunuvesesdng 2) UARINg
meludianudila LLasLﬁumwﬁwé’qunwsﬁ'ﬂvi'ﬁxuu@mmwdwuﬂudwuﬁwaami‘ua‘iq
Whnnneniegsivvesesing 3) lnseainevasesdnsiinisusumidmiusessussuuamnin
4) ﬁmswaaumummﬁmnwuao@i”uu‘%msnw‘lml,axmauanLﬂudmuﬁwamwuqsﬁ%‘uaq
eins  5) msdnudissnisuazanumeniwesuuinsdududdnlunsaieaussous

29489An5 6) WueaAnsiissuunisdeasiisiusednsniw

' ¢ do o o ' v @ ¢
Ugboro uag Obeng (2000) wuitlussAnsinirseuy TQM wrluldaswuianduus

d oy . ! ¥ o L By v o
mduuan (Positive correlation) TEMINNLHUEUTNTEga n1sleruralunig
Ujuinuresypans (mshigrunslumsdeduls, nmsiidiusaudunssuiunisdndu, wasnis

9

RN

ko 1

seyaiMmLaznIngInslusing anuiewelalunsiiusesyrainsuazauiimels

YOITUUINIG

Kaplan tag Norton (1996) lana12141u The Balanced scorecard: Translating
strategy into action fiAneAUgNAMSEEFUUINNT (Customer) AiRaINEIULLYINISAATA
(Market share) gSuu3nslusl (Customer acquisition) n15¥NWIEFULIASLAY (Customer
retention) ﬁﬁisﬁiﬁmné’%'w%ms (Customer profitability) uazauianelavedsuuinis

(Customer satisfaction)
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UszanTauUszunal w.a. 2563 NlguTnsIuauuInIgmIee Ye9e9an1susmsdiusvanslfy
Tnefiuszinunisdrisiadsenaulume arufiswelaredunsunsiiuins desmenisliuinng
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WININEUSNNT wagdedeg uigauazaIn sanisdolauauuzdue dudieg1eves
A3uUInslunsazauuinslasduansetenesrnisuimsdiusvanglfivsiuswld gy
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#9819 400 MeglunsdndauudisraauAniunisisvdldiieliussyvugsuuinig

Ay
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N1581579A ANV IUSTY UL SUUINIS doszauaufinelavesuszyivy

SUUINI5U0909ANISUSMITAIUAIvansldy UseanUaudssunns w.a. 2563 nislusuald
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a o a awv a o & w4 @ '
Buandun1siTelied sallsenineiun 1 ganau 2562 - 3 Augieu 2563 lagds

wuuaaunud1saanuianelavessyrvudiuuinismalusudd ielvivseansugTuuinig
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UseluseaumIunanela LLazﬁmaq%’a;&amsUisLﬁuwamé’aamﬁuLwﬂiuiaﬁwszﬁ]aumé"]

£ o Y

WRmsaIansela MENIAYUNIUNTANANA JaninYNns

4 a
NINAADIULAIDIND

o P o v & A P < [ - el
wuudrsramuianelanlfiluniedislunisiivsiusiudeyaluasell lalinsneageu

ANULBIRs U Tailann (Content validity) WazynaaauA1LLNInTILTIlATIa319 (Construct

<
a

validity) d1msunisnageunuilede (Reliability) 9 1nuuazanidunismialarduyseadn
' ) P ' a | Y a pu| ¢ a |
Cronbach’s alpha Tudiuvesszauauiisneladenuuinisnlulduinisnesdinisusnisaiu

fuanslfe
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A15ATITRRATNITUTIUNANE
Tflusunsudnsagunadanumians SPSS for Window (Statistical Package for Social
; 4 a ¢ v 1Y) ¢ aw o Y v = v
Sciences) inallATIzvvayan N IngUsTaRYeINTTITed1Teluteiy Feuszneulse

1. Ans1gimAud (Frequency) uazfeeay (Percentage) 299971UIUERDULUY
dsramudaiulunsazauusng
a 6 1 a a 1 A . . [

2. Answvianduauain wagAlowuuNInggIu (Standard deviation) seRuAIL
fanelavesdszarvugSuuinisdedunounisliuinis deanmrenisiiuinng
Waiagliuinig wazdedrwasaruazain Insuvvdeuanludiuilduiniia
WUU Likert’s Scale usasdeiiviadenneuld 5 maden dmeuniniigals 5
ATLUY 1nle 4 Azwuy Urunaisle 3 asuuu desld 2 Azuuu uazosign

v o o v | & o @
19 1 azuuy TngurAnouvegnouluUaDUAINIMIARAY WasiINUATYY

[

Anady Wy 5 seeu el

anunisvastoyaluwiazdy = Agen - Aeinan /  SIududuy
=5-1/5
0.8

TA8UUIEAIIUIN

[l
<

P [l ' ! « (% <2
1. ASHUULRALVIDYISUIN 1.00 - 1.80 #N1wAINI1  HszAuAuNInely

v a
Youiign
d dl 1 1 1 LY I
2. ﬂgLLUULQaEW]@EQJJ'SSW?'N 1.81 - 2.60 #U18AINUN ﬁiﬂﬂUﬂ'ﬂﬂJWﬂW@tLﬂﬁaﬂ
‘ﬂl A 1 1 U < L ot
3 ﬂ&’LLuULQaUVI@EqJﬁ%W'TN 2.61-3.40 #U19AIUAN Nﬁ%mUﬂ')qﬁJW\Twaﬂlﬂﬂqu

AN

b

1 1 [y =2

A 1 a
4. AZLUURAENDYTENIN 3.41 - 4.20 WNNBANNI SssAuanuianelaun

Y

b

d 1 1 < L2 Lt
5. AZLUURAINDYIZNIN 4.21 - 5.00 UUIEAIUIT USzAUAMNNINDLALIN

Y

gn
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NANISANYA

N15MAHaUAI Reliability
INUUUADUANNTENTIIANUTINE laUBU T UG TUUITNITVDIBIANISUIHI S

AUa WUIIAT Reliability (Cronbach’s alpha) lusituduneunisiiusnis a1udeanienis

' '
Y A a

TusAs AU fNlimusnns wasiugesiuiganuagain Jawindu 0.92, 0.93, 0.91

Y

1l
U <2

waz 0.89 awddy  FallArgandnAningmAe 0.70 (Nunnally, 1978 &1lae Prajogo and

a Qo c‘
Sohal, 2006) S18aLDUARILARIIUAITIN 1

AISNN 1 uaneA1 Reliability $1uunausualdnisuseidiy

fuildnnsusediu WU Cronbach’s alpha
Fumaunsliusnig 6 0.92
YDINNTIAUINNT 6 0.93
wthiglvusans 6 0.91
AseuaeAuEzaIn 8 0.89

NANISIATIZHIINBUUFIT2D
a]ﬁnmsa”wswmmﬁewa‘lwawiwwug’%’uu%mwmaaﬁmsu‘%msmum"wa

weldly UsednUaudseanas wa. 2563 lunusumsdaiiusgliviond suimuiguounas

[

afafnisdean eulesn vesyyInUgndneasne waznuaIunIsAnyr wudtUsEvIvy

[y

a =2 a o
VUINIIRRULUUARUANANTINE las wazDeaLanslunT19N 2

e

AITNN 2 LLﬂW\'i‘ﬂo'WU'JU"UENQWE]ULLU‘U?IE]UG?&I?%i’Jﬁ]ﬂﬂllﬁ\‘iWEﬂﬂ

NUUING wounuugeuann  Swoulssrvuil | Sevavvesdsvunvudl
fisada AOULUUADUAY AOULUUADUNY
Numumsdaiuselaviend 140 60 42.85
NUAURAIN YU TULAE A IERANTE AL 80 52 40.00
nushulest veeygymUgnasieainy 60 24 40.00
AUAUNITAN 120 51 42.50

39U 400 167 41.75
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] L2 = Yo a oo ) v 2 v A
1‘14?1')'14‘(]9\155@1]?1')7117‘1\37‘1E)Ii]‘UE)\‘lUi%‘UTUUQ’iUU‘Jﬂ']'iW‘SU‘U'ﬁﬂTiﬂ']Uﬂ"l'i’ﬂﬂLﬁ‘U'ﬁ"lEJIWVﬁE]

ME VDIDIANISUSMITAILAIUANEIAY WUIIAURINB LR aTURBUNISIAUSNSHISEAUAL LY

'
a

' a o ) a % v o Y a a )
1 4.5120.39 Yaamen1sliusnisiiseivaguuun 4.5120.32 Wmihigiuinisilseauasuuy

I L% PN

AIIEANNaEAINiTERUAzLIUN 4.51:0.48 warlunmslunnai

1%

7 4.52+0.49 wave
a v v & v & a A | W da 1Y) < Y
*uawmusmimumiﬂmﬂuswlwsamw UAINY 4.51+0.43 Iﬂwmmumuuummmﬂu

5.00 S1UaLuALERIlUAITN 3
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= v a a . . i od
M990 3 syRuARfEaYANa (Arithmetic mean) wagANlgduuNINTgIUY (Standard

deviation) vessgRUAIINElIiBUUINTNUTERRUETUUIMSIULEUS NS TIReAnISUTTNS

drusuanglazlusnuuinisaudiunsiniuselansens

SR

o % =

JURDUNITIAUING
Fumounisliuinisligunndudou uaslianuadasia 4.5120.25
AnusIaslunisliusms 4.50+0.63
fitheuendunsunsliusnisuansiegnadmau desonsliuinis 4.52+0.47
fiszuuAisueaaunaundawesnIsiiuing 4.50+0.65
AwazaNTildTuInmMsusmswiaztunou 4.51+0.78
Tneaguviuiimelatunszuiunms warduneunsliuinissedvle 4.51:0.36
fade 4.51+0.39
%9ININSIAUINNG
fveamansliuinisivainuangifiesesfuussvuliuuins wu uinisuen 4.51£0.47
aonuit Uinslugaananinifies viseueniiansnyns
fimsussndiusliuuinmmsuivesmansliuinisidal 4.51+0.33
MRUAUDIANABINITNTIIUINSUSET YUl ARE iU sEanEn 4.52+0.25
daamensiiusmsannsadndede dgain sa5e 4.49+0.45
the Yemuvengau3nis / tedssuduius danudanudiladne 4.51+0.09
Tngaguvinufianelasudemenisdifeuinislusedula 4.51+0.45
Anade 4.510.32
Wehiigliuins
dmihiidaeslues uwfundala wasndouiirliuins 4.52+0.36
Wnihiireglianutiemieuuzi uavannsaudlalymidesisnis 4.51+0.98
Wnhitensansudednanulddaeu Wilaine wazgndes 4.51£0.48
Wnthiifsuudsmelunisliuing 4.52+0.54
Wthiliuinissedsuusnswmileufunnsne Lidenujid 4.50+0.56
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