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WHILE DRIVING AT APPROXIMATELY 25-315MPH VEHICLE WOULD STALL DUT. WOULD HAVE NO PRIOGR
WARNING. NEARLY REARENDED. NEED TO SHIFT INTO MEUTRAL TO RESTART. AN INTERMITTENT
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Notice to California Claimants

Enclosed you will find a copy of vour Cusromer Claimt Formt atid the original of ali other
documents recently submitted o the BBB ALTO LINE program as part of the ciaim you
have filed,

These documents are being duplicated in their entirety and placed in your eleccronic imaged
case file. Copies of these documents have becn sent to the manufacturer and will also be
sent to the arbitraror if there is an athitration hearing in vour case.

Your original submission is being retumed 1o vou for your records and furcher reference, if
needed.

Should vour case advance to an arbirration hearing, you should bring che enclosed documents

to the hearing with you. While the arbitraror and the manufacturer will already have received
a copy, it may be necessary to refer 1o these documents if there is anv difficulcy in resding the
electronically imaged copy.

If you have any further questions, please cail our offices at 1.800.955.5100,

Thank vou.

Document Management Department
BBB ALTO LINE Program

/6598




& AUTO LINE

Jandary 12, 2000
Re: Drennon ve Buick Motor Division  # BUKOD&3459

PNtz %/a

Dear

Thank BB AUTO LINE pregram. We have opened your clamn under the aumber shown
above. In order to facilitate your claim, please do the following:

Sep |
Read rhe enclosed beochure Hose BBE AUTG LINE Words. This will explain the following:

how tC use ST prOgTIm;

what sreps you muast rake o enable us ro investgate amd procoas your dispuie;

whet informanan will be conndered in docding your disputc;

your rights In providing mformation that will be consdered in the srbitmon process;
time pernnds in which your case wilt be handled;

arbirration rules which ser out the remedies thar may be awarded in ARB ALTTO LINE.

% & F = B N

Step 2

Review the enclosed Lusfomer it Forw, which contains information thet you gave o us on che telcphone. Ifany
information i missing or ircorrcet, wnire the additions or cormections directly on the form using dark ink. Plcasc
make sure that the YIN {vchicle idenuification number) haa beon correcty eyped by the inake specialiss, or thar
you have filied 1t in comectty,

Plesse complene the gnd attached to the Cittomer Cizipr Form to give derails about ench velucle problem on which
your oliiin 1 based. Please artach addirional aheets if the grid dosa nor provide enouph space.

The Catomer Giritn Farw must be signed by all titled owners of the vehice.

Step 1
Make one ckar copy of the following docurients, prefembly on standard size paper:

v  Saky or ke ogreomerd conminng rhe vehicke purchase price, sakea tax, and orher expenses amsocarcd with rhe
puwichase or lease of your wehicle;

s Cwrrest vebicie regiairotion, and

e A¥ repair records amd’ word arders for vepairs to your velncle. Please include proof of payment if you are secking
reimborrement.

4200 YWikon Bhxd., Seic MO, Arinpwn, Vi 22200 Fhomen JO0LT3 35100 Fax: 7032479700




Cuastomer Clarm Form
Case Mumber : BUKOOE3451

Contact Date : 01/12/00
Seart Date @ 01120

Evening Phone: {D0O0) QOD-0000

E-maid address :
Vehicle Information
Name(s) that appear on vehicle title: Cherkes Drannon
k= vchicle tided o 3 buuness? no Petcentage of time vehicle used for business purposes:
Transmission Type: Aldomatic Number of vehislss regiarerad in Califoraia by vehicle owoanlesses : 0
Make; Buick Modcl: Park Avenua Modcl Year: 1968 Current Milcage: 21000

Vehicle Tdentification Number: FG4CWS2HCTWABI1134
Servicmg DesleriCityiStae ;. Gllroy GMC,

Seirng Dealer/City/Sate = Ofiroy GNCG, Gilroy
Insurance Cartier : Policy Number:
Has vehicle been in an muk:nti‘ Yoz NoX_  Date of pocident:
Description of Danrape
Purchazc{.casec Information (complete ieft sidr if oekicle was parchased or right sids if vekicle was
Bacad)
Purchase Daie:020688 Mileage at purchase: 760G Lease Date: Mileage ar lease:
Purchrscd As : New {57 Leancd As !
is the vebicle in your peascamion? yes i3 the vehicle in your posscasion?
Lienholder’s Name: |l casing Compriry's Name:
Address: Address:
Ciry/SefZip: Cicy/StiZip:
Phone: § ) - Phane:
Resolution Sought

Custormer wants themn to buy the car back.

Signalwe of Owoer
I am nuthorizing any lisnho ager ko disclose B AUTO LINE program all infocmation relating (o the finascing or
kease of lhe vebick oamed oo Lhis Cuslomer Claim Form.

Behun the Focin lo: BBB AUTO LINE, 4200 Wilson Blvd., Suile 800, Arlinglon Va, 27203-1538




e Cuosiomser Claim Form

——

Caze Number:

BUKOOB3481

Problems Fiawic'mg Dealer(x) Repair Mileage Days Out
Dats) lon Davx(s) pf Service

[car stallsfdias whils driving 3

pintermitient clicking noige in the redio 3

{Place an saberisk {*) next kb any curremt problems)




1998 Buick Park Avenue
G2/01/00

Car dies whilg _driv_ing at speeds between 25 to 35 miles par hour, Able ta

% AUTO LINE

Step 4
Antach one copy of the documents histed in Step ) to the signed Cusromer Cigim Ferm, We prefer thaz you paperclip
and not stople thein, g3 thic will enoble ux to procezs your cleim 1noce quickly. ‘We sugpest that you do not segd

originalg.

Gtep 5

Mail your ngned Castower Claim Form and all accompanying documentation m: BBB AUTO LINE, 4200 Wilson
Bouicvard, Suire 800, Arlingron, YA 22203. If poasible, please use m larger size envelope so that you do not
have 1o fold the doomncnrs.

In some cascs, the manuBGcturer may contact you directly to discuss scttlement opticns, Pleasc ict us know if you
reach g serrlement with the mmanufecruser.

1F you would like orore information sbowit our program, yon may scquest a frec copy of our writren Sraring
Frocedures,

BBR AUTO LINE staff are heve to help you. Pleasc call me at {800) 955-510C if you any questions or we may be

of asnisrance.

Sincerely.

Karyn Bowman at Extension 220

AAD0 Wakinn Biwal., Gaice SO0, Adiagion, A 272701 btz H0,9A%, 5100 Fax: 701, 247 9700




Spoke to Derrick King., Customer Relatlons Supervisor, and raised the question:
what happens if the dealer is unable 1o duplicate the problem before the warranty
expires. He replied that | would have to purchass an extended warranty for
Buick 10 cover expense of any rapairs thereaafter,

| do not feel this is fair, since the problent is weli documented prior io expiration
af warranty.

My wife and | feel uncomfortable driving the car because of the risk of being rear
ended. Fortunately, the car has not died while driving on the freeway; but we

could still be injured at the speeds it does die, plus the damage to the car. Itis
unsafe becausa it may potentially cause an accldent.

2/1/00 died.

Radic noise on AM stations: swatic, anging whining, and turn signal noise:

Dealer: 1/20/99 {unabis to duplicate for abova problems)

“ 4/1/99
" 4/6/93
“ 6§/2/99 ¥

8/4/99 Took car to Speed-0-Tach (dealer's radio repair service
company in Concord, CA. They heard noise, but found no problem in
radio. Recommanded replacing antenna lin rear windew). Dealer
replaced rear window 3/28/99, This did not clear up the naisa.

Curreat mileage: 21,712

Dealar: Gilroy Pontiac Buick GMC
45b Stutz Way
Gitroy, TA 98020
Phone: (408) 847-3171
Contact: Frank Leccese, Service Manager

Car was leassd new from US Flaet Leasing by my former employer TW Metaks, [t
was my company car and | purchaged it when | retired Daecember 31,1398,

Car hae baen sorviced as racommandad by the manufacturer.




In order for the dealer to repair the car, it must shut down completely and will
nopt restart. It could be months or years before it happens.

| cannot seil or trade the car as | must advise the purchasar of the dafect. Who
would buy it knowing it periodically dies?

What recourse do | have?

Raguest that Buick purchase the car or wauld possibly consider a repiacement,
depending on the condition and mileage.

The car is in excellent candition with low mileage,




THIS VALIDETED REGISTRATION CARD OR B FECSTMOLE COPY TS 70 BE KEFT WITH THE
VEHICLE FOR WHICH ISSUETD . IT NERED NOT BE DILSHMAYED. PRESENT IT 10 HNY
PEAOCE OFFTCER LUPON DEMAND. IF YOI D0 NOT RITCEIVE M RENEWIL NOTICE, USE THIG
FORM TO PAY YOUR RENEWAL FERS R ONOTIFY THID DEPARTMENT OF MOTOR VEHICLES OF
THE NON-OPERSTIONSAL. (PNf1Y STATLS OF B STORED VEHICLE (%183 RENEWHL FEES
MUST BE PAHID QN OR BEFNRE THE REGISTRATTION FXPTRETTON ITF OR  THE FOLLOWING
FENALTTES Wi RE DUF:
# FOR P PERTOD OF 110 DAYS LRATE, 10T OF THE FEES DUE FORE FHRT YEAR .
* FOR A PERIOD OF LI--30 IHWYS LATE, 260% OF THE FEES IRE FOR THRT YEAR .
+ FOR A PERIDD OF 2 TAYS TO 1 YEAR LATF. 60% OF TE FEES DUE PR THAT
YERR .
= Fak £ PERIOD O MORET THAKW 30 YEMAR . U To ANMD TROLUDING 2 YEERS LATE ., &0&
oF THE. FEES TMIE FOR THAT YLEAR.
+ FOR A PERTOD OF MORFE THAEN 2 YERRS LATE . 1okl OF THE FELDS DU FOR THAT
YEAR .

EVIDENCE OF {TARTLITY TNSURANCE FROM YOUR INSURANCE COMPANY MUST BE PROVIDED
Tl THE DEPARTHMENT WITH THE PRYMENT OF REWNEWAL FEES . EVIDENCE OF LIABILITY
INSURANCE TS NOT REQUIRED WITH REGISTRATION RENEWAL OF OFF-MIGHWUAY USHICLES,
TRATLERS , VESSELS, OR IF YOU FILE A PNO ON THE VEHICLE .

WHEN WRITING TO DMY, ALWAYS GIVE YOLR FULL NAME . PRESENT ADDRESS , AND THE
VEHTCLE 'S MAKE. LICENSE, #AND IDENTIFICATION NUMBIRS .

wxweswwnuwennwr DO NOT DETACH - REGISTERET DWNER INFORMETION  sxesewsmxwxgun

0O O L O e R

F

I REGISTRATION CARD WALTD FROM: 0Z/08.089% T 0270872000
MKE TR WOPEL YR 15T 50D WF CLASS i TIFE Vi TIPE LIL LICENSE NINEER
BT RS 1994 EY 19 120 11 AHMAZIF
BODY TYPE MODEL L VEHICLE b MUNEER
AL G LN LEACWS2ATIWLEITLIS
TYPE ¥EHICLE U5E BATE ISSIED CCARLLD T FEE RELVE PIC STICKER ISSUED
ALITORORTLE RN L7 D210 099 3  AEPARR0NS
PROEKP TR, V27087199
REGISTERED NEMER RMOURT FAID
$ 82,00
AMOUNY BUE RMOUNT HECVD
¥ A8z a0 CRsh
CHEE. @ @&, nd
CRET

L IENSL DER

FHL 623 03 0038200 0053 0% FOL 02Tu99 11 4MXss/ 134




]

Fleot
- Laasing
¢ Alnlt ot Ammainng Lihbling, s
. Vakicie Rewarketing Hotline: I-40-572-207

USFL will a0t sell vaiclas for b than the curma Fulr Markat Voo (PMV) notd i guides s AMR, NADA, oo, Alw, we srgs you o i se]

valichar for less than tha cormemt depraciated vadue. [Fyou wealkt B sestrance Ja deormdiing the FMV, ploass conglem & REagust for EMY fora

and ficx it Wi USFL, or call your Remvarkediag Cosndinater 2t |-Ji8-572-1079. NOTE: Sole stutie (.5 MA, R, CT, N¥, NJ and FA) requics the
*  pacevavil aod renim of Heanso plates 1o the State DMWY w0 svaid adidiviosal tooes sad charges.

Plaxss compiste requested infarmacion by following the attsched kntroction, letier sad gtach cashisr's feartifiod check (USFT. snnor
accept drafts or poryaoml chacks) Refhresica cmtwnanivelricls sumber on check Mudl 1o 15 Pleet Loming, Lockbex - VRG

PO Box B44505%
Customer/Vebicie No.: __ 2377 . QRGFS o TR TS
YeuMakeModel 78 _Buick Bikic AVE VIN: /640824 1054 3/ 13Y

A AMOUNT OF PURLEH ASKE: '

Sale Price: 21, 400 00
. Applicable Tex *: F.M'?; ff’gg‘gﬂ
. Docuonentation Fes:
Extended Secvice Pian: ~ 1-RD0-06£ 4724
Ovemnigla 1.5, 59.10

A MAL TO fif different tion above) 50 Overnight Canade $22.00
Name: ___s¥A e. Certifled (U.S. only) $2.50

Attn/Acct i Al

Name:

City/State/Zip: Co. Nama: z Q ﬂémﬁ LA,
* [JSFL is required to collect sales wx in AZ,CAFL GAHLIL.MEMI NV NLNY, TN & WA, Call coordinewoe for perceatages.
4. ODOMETER IHSCLOSURE STATEMENT:

Federsl ixw (ancl stacs Law, if spplicabia) requires the boxses 1o discloss the mileage to the Jessor in connection with the transfer of
owioarskip, Failurs 10 complom o making s false samement mwy resclt in fines and/or imprizsorament. Cosplete the form below:

CHARD Barme of person making discloswre) rsa the odomotet of the vehicle described above now
reass {(no tentha) miles. :

Chack One: «41) 1 heraby certify that to the best of my kowiodge the odémeter reading reflect the actunl mileage of the vehichk
described sbowe

(1) [ hereby certily that o the beat of my knowledge the odomeater reading reflecty the amoumt of mileage It exoess of
its mechumical limits.
(3) 1 herobry sorify that the odemetor readin, iyl mileage. : . R DISCREPANCY

= i The slicr ssxmnes 00 responaibility for my repairs regardiess of sy ond statements shont this
vehicle. YOU WILL PAY ALL COSTS FOR ANY REPAIRS. Your vehicho may still have remaining warrasty coverage through the
mofachoer, Ta flad out abowt sey rempining warmanty coverage that may be avallable, we suggost yon refec 10 your Vehicls
Owear's Manusl or conmet & locul dealerghip withia 30 days of the parchase of your vebicle for further dotails.

A
Dinin

Trassfeves's/Buyer Nune:
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IR & 4T5FNZ STEERING/SUSPENSION HOURS TEEH{ FLE%G

THE CAR IS HARD TD SYEER WHEN TRYIHG TD FPARK A

A EBLOW SPEED.
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A58 STUTE WAY US EFA I 8 CADOGRMAET 00

GULRDY, A SRS AORAD 31T
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_________________ A7 u
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| MISC ~13.75.
[ tunns£s~-~_-4‘~-----------ua_~-9995,niﬂfﬂgfﬂﬁﬁ_fffflE__EEEE__gﬁfﬂ__5*19155‘*______ 15.47.
s5PNZOS ROTATE AND DALANCE HOURST  TEGH(S) e === m===
CUSTONER REGUESTS TIRES ROYATED AND BALANCED - (o) +676 o799
ABVISE 70 EBRAES / PUT WEIGHTS ON THE INGIDE ....
| ROTATE & BALANGE 4 TIRES,
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BUICK?® Cuntomer Assiztance Conter

Jamary 13, 2000

itE: Fila $90116440

-
W are snrry you continuea to be divsnatisfiec with the daeision made concerning your §098 Buick Bark Avenue. We know

yire irs Stncere IR the position you have teken, and hope you alsourderstand cur point of view,

CGenerah bowors, throwgh the Better Buziness Bureaw (BBB), provides s service of medistion aebitration for its costomerns
reguriling the oew vehicle warranty. Gieneral Moters has committed ifself w0 recepr and abide by decisions made i this
arhitratian process.

Tne BBE iy available to you af 1o cost. In certzin circunustances, you may be required to nse the BRR prior (o
patticipatinn in nther resolction methods, This progran is 3scuassed e your vehicle's Warranty abd Owner Assistance
Infocmar o Hook 2.

Please call the Better Husiness Hurean at [-BO0-955-5 [0 W utilize tas seevice, They will provide voe with full details
uf the prowram.

Thank youw tor the opporfunity o review this marter,

Sjmerely/ ) ra by
/M Lw‘gﬁﬁ

© Tamary Carnballo
Custowner Relatonship Manoger
LR

Bulck Divislon = {:eneral Motors Corporation = PO, Box 33136 » Detrolt, Michigan 482325136
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& AUTO LINE

February 15, 2000
Re; cac? 1714 X BUKDDS3481 :Drennon vs Buick Motor Division

oee N

Enclosed are:
* Arbirator Lising Shect(s);
* amap i the bamring sik;
* Hewing Formar Outdine; and
* Nonice of Hearing.

The Noner of Hecaring 1313 the date, time snd locanon of your whitmdon hearing. The manner in which cach parcy
will participste 10 the hearing is indiosred an the: Nasr of Hazring

We srroagly recommend that gou bring your vehicke 1o 1he hearng in case the wrhitmarer would like m inspect cr tesr
dnve it

We aye enelosing supporrmyg documeacanod, if any, mbmitted by the manufactarer and aot previomly sent 1o yot.

I yous have any quesrions, please conwes o 2t BOO.955.5100. Thank you for yaur continued conperation azd
pyrucipaton in the BBB ALTTO LINE program.

Siperrcly,

Karyn Bowman at Extonsion Z20

2200 Miam Bova, Suio SO0 AGEior. Vi 22244 pre—y T P o Pra: X032 179700
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* AUTO LINE _

NOTICE OF HEARING

Dare: Crse Nomber: BUKDOB34S]
CusmmeT:

Manufscturer BuiCk Motor Division
Mir-Inéo- 1744 CA 1G40OWE2KIW463114

Athirramne(s):  JULIA GRANNT

Howming Dare, Time, Plaocc: 02/18/00 3:0¢ pm
BBA of Santa Clara Vailey, Lid,
2100 Forrest Avenue, Suiee 310
San Jose CA 951280000
Manner in Which Parties Will Participace:
Custamer P in pesson [} by phonc O in writing
Manofacrurcr: i person & by phone O in wrtiing
INSTRUCTIONS

1. We mnke cvery cffort 10 aysit persans wicth diswhilivies. If you seed spocisl assittance io participmre i the
ubitranica heaning, please ootify the BBB.
2. Bnpg sll wimnesscs you want oo resrify.

3. DBaag the originsl of any documeat you have previously sutomirred o BER AUTG (L INE. ¥ you baog oy
documents that you did not previnusly prowide, plesse brug extru copies for the ardareator xnd the other paay.

4. We verangly recommend thar you bring yeur vehicle o the hearing in cawe e urbiomrar would like to inspeet or
test dnve i

5 NOTIFY THE BBBAT LEAST 5 DAYS PRICR TO THE HEARING IF YOU DECIDE TO HAVE A
LAWYER REPRESENT YOU AT THE HEARING OR THE INSPECTION.

6. Nodfy tve BEB a1 nnce if you carmor be prosent at the heariog, The bearing may be soaducted in your ahgenee
thould you fail to partieipans in persoa or by phooe.

7. Refer vo How BRR ALTTO LINE Words for more deruibed infommation on the adurmrion process.

R Coment vemele fegisiration aod insarance aje eoqnred fior al] reat drives.

Hearmp Sne Phone Number: 4082787420

TR0 Wilaca G Gui 0, ATk, VA 22553 Phene. ROAA100 i MAZTAT
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* AUTO LINE ) L

ARBITRATOR SELECTION LIST

Cuve Ouser: .\
Ciass Number: BUKONB3481

'Thia 13 the langraphical skeech of the arbitarer 1n vour upeoming srbirarion haanag, Please review the nfarmatiop
firr 4 coaflice of inrevesc. If vou have any fvancial, professional, political, sociel, ar peronal relavinnskip with tw:
arbitrater, however remore, thee would be considered a oomilisc of inrerest 1f fhis artdrecay s ner acoeprable pleuse
eall the Bureay unmediarely. Ortherwise, dhe heanag will proceed as scheduled. Be advised thay che manutaeturer
docs nor parocypace 1 rhe szlccdon of the arbitomss,

All of eyr arbkrracors arc volonreers aad are commirrzd ta making & Gur decision based om the Baces of your cne. At
the beginning of the hearing the arbirrstor will vign aw nerth swsring thet he or she hes nn Gnancist, socsl,
professional, v family relatiomabip with either purcy,

Arhitmror's Bogmphy
Aimrarar's Mame: JULIA GRANNT

Arbitmror's Cocupation:  SMALL BUSINESS CONSULTANT

Arbimanor's Aceivides:
YWCA SANTA CLARA COUNTY / ROARD OF DIRECTOR

4700 Wikuan Bl Sae MG, Acinpron, WA 22204 Paooe, KNS 5100 oz TOA2 K97
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Location of Better Business Bureau

<00 Forasr Avenus
Name of Building (o atny )

4.00 Forast Ave. #110, Son Juse, C4 95128
Burewu sdizem wnd Ciry

(A& 278-7al0
Burcan Prowe MNwmher (Envrpeocics Onl |

DIRECTIONS

We are fovared off HWY 880 and Steven's Creeh Bivd. & ™t comey of Disslvo Avenue and
Forest Avenue acrosd from O°Copnar Hoapial, (Please note: this is on the ocher side of the
receway om the Valkey Fair Shopping Mal.}

When exiting B8O tde the Staven's Creeks W. San Carlas exil. buming toward W. San Carlos.
Make the first left rum af Disalvo, We are approximanely rwo Blotks down on the right side of
thiz steeed before Forest Avenue.

1F eaveling HWY 230 Norih {680 South} you will need o exit & the BBG North off ramp. After
exiting 280, there 15 3 tarn oft 1o W. Son Carlns - tum right aato . 3an Carlos and make first lefi

onta Disalve.

W Headinig, Be

Na DRR hvE

AN Creex Bwo.

The Better Business Bureau of Silicon Vatley
1106 Forest Avenae, Suite 110, San Jose, Califorain 95128
Phone: {308) 278-7400 From 9 A.M. 10 12 A.M. & 1 P.M. 1o 3 P.M.
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* Suggested Arbitration Hearing Format
Arbitrator’s Qpening Statement
Parties’ Presentations

Preseniation of consumey’s testimony, evidence and wimess(es)
Presentation of business’ testimony, evidence and witness{es)
Questions, comments and rebuttals by consumer

Questions, comments and rebuttals by business

Questions by arhitrator

mooEy

Inspection {If requested by arbitrator)

A.  Arbitrator instricts parties about inspection/ test drive procedures

B. Inspection (and test drive, if nacessary)

€.  Questions or comments about inspection (and test drive) by
LONSURET

b.  Queastions or comments about inspection {and test drive) by
busineas

E. Questions about inspection (and test drive) by arbtiratar

Recess

Ciosing the Hearing

Any last questions, testimony ar evidence by either party
Any last questions by arbitrator

Closing statement by brsiness

Closing statement by consumer

COE>

Arbitration hearings generally last n tely two hours. Arhitvalors
wumagethethngpmmWMmdmsﬂdmg,wﬂl
curb irrelevant or repetitious testimony.
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