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TOM TAT:

Trong bdi canh canh tranh ngdy cang gay gat, viéc hiéu 16 co ché tam 1y cta khach hang 1a chia

khéa dé doanh nghiép ton tai. Bai viét tap trung nghién ctru cach thirc ing dung cac quy luat vé nhan

thirc, qua trinh hoc tap va kha nang ghi nhé ctia ngudi tidu ding dé xay dung hinh anh nhén hiéu va
dinh vi san pham hiéu qua. Qua do, tic gia d& xuit mot s6 giai phap chién lugc gitup cac doanh nghiép
Viét Nam ti uu hoa diém cham khach hang, tao dung vi thé viing chéc trong tam tri nguoi tiéu dung

va nang cao gia tri tai san thuong hi¢u.

Twr khoa: nhan thirc, hoc tap, ghi nhd, hinh anh nhan hi¢u, dinh vi san phém, doanh nghiép

Viét Nam.

1. Pit van dé

Thuong hiéu 1a "hinh anh két hop gitra yéu t6 hiru
hinh va vo hinh" trong tdm tri khach hang. Di véi
cac doanh nghi€p Viét Nam, thach thic 16n nhét
khong chi 14 tao ra san pham t6t ma 1a 1am thé nao dé
khach hang nhan biét, hoc hoi vé gia tri san phélrn va
ghi nhé chiing giira hang ngan thong di€p quang cao
mdi ngay. Viée nghién ciru cac yéu té tam 1y hanh vi
nhu nhén thirc, hoc tip va ghi nhd déng vai tro quyét
dinh trong viéc thiét lap mot chién luge dinh vi san
pham séc bén.

2. Co so Iy thuyét

2.1. Cdc khdi ni¢m co bdan

Nhan thue: La qua trinh cd nhan lga chon, td
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chirc va giai thich cac thong tin dau vao dé tao nén
mdt birc tranh ¢6 ¥ nghia vé thé gidi xung quanh.
Nhéan thtc thuong hiéu dugc xem la mic do ma
ngudi tiéu dung c6 thé ghi nhd va nhan biét mot
thuong hiéu cu thé trong tam tri ho. Pay la mot
thanh phan quan trong trong qué trinh hinh thanh gia
tri thwong hiéu va cé anh huong manh dén hanh vi
mua sdm cta khach hang. Theo Keller, "nhan thuc
thwong hiéu 1a didu kién tién quyét dé ngudi tiéu
dung c6 thé suy nghi, cam nhan va danh gia thuong
hiéu trong cac tinh huéng mua hang khac nhau"
(Keller, K.L., 2003).

Hoc tap: Theo Leon G. Schiffman & Joseph
Wisenblit (2020), hoc tap 14 sy thay doi trong hanh vi,
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thai d6 hodc niém tin do kinh nghiém. Nhiing thay
d6i trong hanh vi cia mot ca nhan nay sinh tir kinh
nghiém. D6i v6i nhin hiéu, day 13 qua trinh khach
hang tiép nhan thong tin va hinh thanh niém tin.

Ghi nhé: Kha nang luu trit va truy xuét thong tin
vé nhén hiéu khi phat sinh nhu cdu mua sim. Ghi nh¢
13 qua trinh tiép nhan, luu trit va truy xuat thong tin tir
cac kinh nghiém hoc tdp d6, Theo Leon G. Schiffman
& Joseph Wisenblit (2020).

2.2. Hinh dnh nhan hiéu

Theo gido trinh Quan tri Marketing ctia Philip
Kotler (phién ban cap nhat, NXB Hong Dtic 2020),
hinh anh nhan hi€u/thuong hi¢u (Brand Image) la
tap hop niém tin, y tuéng va in tuong ma mot nguoi
nam giir lién quan dén mot déi tuong (san phim,
dich vy, doanh nghi€p). N6 dai dién cho cach khach
hang cam nhan va nhan thic tong thé vé thuong
hiéu trong tam tri ho.

2.3. Pinh vi sin phim

Theo gido trinh Quéan tri Marketing (Philip
Kotler, NXB Hong Purc 2020), dinh vi san phim
(Product Positioning) 1a qu4 trinh thiét k&, xay dung
hinh anh va vi thé riéng biét cho san pham trong tdm
tri khach hang muc tiéu, sao cho khac biét so vdi doi
tha canh tranh. Muc tiéu la lam cho san phém ndi
bat va chiém vi tri vitng chéc trong nhan thirc nguoi
tiéu dung.

2.4. Gid tri ciia nhdn hiéu

Theo Philip Kotler (trong gido trinh Quan tri
Marketing), gia tri nhan hiéu (Brand Equity) 1a gia tri
gia ting ma mdt nhan hi¢u cu thé mang lai cho san
pham/dich vy, gitip phan biét san pham d6 véi cac dbi
thu canh tranh. N6 dai dién cho sirc manh, sy tin
tuong va mic do nhan dién cua khach hang, anh
hudng truc tiép dén cach ho suy nghi, cam nhan va
hanh dong ddi vai thuong hiéu.

3. Phuong phap nghién ctru

Phuong phap luan: Trén co s¢ phuong phap luan
cua chu nghia duy vat, bién chung, nghién clru cac
van dé 1y luan cling nhu thyc té ¢6 lién quan mot cach
hé thong.

Phuong phap thu thap thong tin: Tim kiém
ngudn thong tin tir cac ngudn dit liéu thir cAp nhu bao
cao thi truong va cac hoc thuyét marketing hién dai
cua Kotler.

4. Két qua nghién ctru

4.1. Thuc trang wng dung nghién ciru hanh vi
tai cdac doanh nghiép Viét Nam

4.1.1. Han ché khi xdy dung hinh anh nhan hiéu

Thyc trang ting dung tdm 1y hoc nhan thirc, hoc
tap va ghi nhé tai Viét Nam dang chuyén tir quang
cao dai tra sang tiép can dya trén di li€u, tap trung
vao trai nghiém khach hang va dinh vi thuong hiéu
tre tuyén. Doanh nghiép Viét chu trong tao dau 4n
thuong hiéu thong qua hinh anh, 4m thanh va két nbi
cam xuc dé tang kha ning goi nhd va nhan dién.

Viéc tao nhan thirc qua hinh anh & cam xuc.
Doanh nghiép Viét ngay cang dau tu k¥ ludng vao h¢
thong nhan dién thwong hiéu (logo, mau sic) va cac
thong diép marketing mang tinh cam xuc dé tic dong
vao nhan thitc c6 chon loc cuia khach hang. Cac
doanh nghiép chu trong "ndi dau" va nhu cau tiém 4n
ctia ngudi dung dé dinh vi san pham.

Ghi nhd (Memory) thuong hiéu: Ung dung cac
yéu t6 dd hoa da dang, d& nhé dé giup ngudi tiéu
ding Viét d& dang nhan biét va phan biét san phim
trong bdi canh thi truong canh tranh cao. Ghi nhé hé
thong nhan dién thuong hiéu d6i khi con ruom ra,
khé nhé hoic dé giy nham 14n véi cac dbi thu canh
tranh.

Hoc tap thuong hi¢u (Learning) qua trai nghiém
& truc tuyén: St dung chién lugc marketing sb
(Digital Marketing) trén cac nén tang truc tuyén dé
xay dung su quen thudc. Thuong hiéu dugc xay dung
thong qua qua trinh 1dp di lap lai cac thong diép, tao
"dau 4n" trong tri nhé dai han ciia khach hang. V&
long trung thanh: Pang c6 xu hudng sut giam do trai
nghiém dich vu va gia tri thuong hiéu mang lai chua
du manh dé khic sau vao tam tri khach hang.

4.1.2. Moi lién hé giia tam 1y khdch hang va dinh
vi san pham

DBinh vi thanh cong 1a khi doanh nghiép tao ra mot
"ngan t4" riéng biét trong tri nhd cua khach hang.
Qua trinh nay di tr viéc tao ra céc kich thich (quang
c40, bao bi) dén viéc khach hang hoc tap (dung thur,
trai nghiém) va cudi ciing 1a ghi nhé cac dic tinh cbt
161 cta san phém. DPinh vi tang cuong d6 nhan dién:
tdp trung vao viéc xay dung tai san thuong hi¢u
(Brand Equity) thong qua viéc tang miic d¢ quen
thudc va kha nang goi nhd. Pinh vi dua trén gia tri:
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xdy dung thuong hiéu gin lién véi chat lwong cam
nhan, dac biét trong cac linh vyc trai nghiém lau dai
nhu gido duc hay dich vu.

Doanh nghiép Viét dang dan lam chu cac cong cu
tam 1y hoc trong marketing, nhung van can tap trung
hon vao viéc tao ra su khac biét ro nét va déng nhét
trong nhan thirc thuong hi€u dai han.

4.1.3. Ung dung nghién ciru hanh vi tai cdc
doanh nghiép Viét Nam

Hién nay, cac doanh nghiép Viét Nam da chuyén
nghiép hoda vi¢c tdc dong vao nhén thirc khach hang;
dién hinh nhu nganh F&B va ban 1¢ thuong xuyén
didu chinh "ngudng cam giac" thong qua bd nhén
dién moi. Theo bao cao cua Kantar Worldpanel, cac
thuong hiéu c6 su déng nhat vé& diém cham co ty 1€
tham nhdp thi trudng cao hon 15% so voi ddi thi. Ve
co ché hoc tap, viéc tng dung "diéu kién héa van
dong" da tré thanh tiéu chuan voi cac siéu ing dung
nhur Shopee hay MoMo; théng qua cac chién dich
"san xu" hay "lic qua", ho di tao ra phan xa mua sim
lap lai, gitip ty 1¢ khach hang quay lai dat murc trung
binh tir 30-40%.

Trong khia canh ghi nhé va dinh vi, cac doanh
nghiép 16n nhu Vinamilk hay Viettel 4p dung triét dé
"quy ludt lp lai" voi ngan sach quang cao chiém
khoang 10-15% doanh thu, nham chuyén dbi thong
tin tir tri nhé ngdn han sang tri nhé dai han cta nguoi
ding. Mot khao sat cua NielsenIQ cho thdy, nhiing
nhin hang st dung chién luoc "gan két cam xac"
trong thong diép dinh vi c6 kha nang duoc khach
hang nhd tén dau tién (Top-of-mind) cao gap 2,5 lan
so voi cac nhan hang chi tap trung vao tinh nang san
pham. Tuy nhién, thyc té van ton tai khoang cach 16n
khi cac doanh nghiép vira va nhé (SMEs) thuong
xuyén gip 16i "nhiéu thong tin", khién thong diép
dinh vi bi lu mo va kho dong lai trong tri nhé dai han
cua khach hang.

4.2. Nhitng kho khdn va thdach thirc

Sy nhiéu loan thong tin: Khach hang bi tiép xuc
b&i hang ngan quang cio mdi ngay, dan dén co ché tur
sang loc va 1o di cac kich thich thong thuong.

Ngudng cam giac: Néu su thay déi hodc khac biét
cta thuong hi¢u qua nhé (dudi ngudng J.N.D - Just
Noticeable Difference), khach hang s€ khong nhan ra
su thay doi.
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Su quén lang: Néu dimg cac hoat dong kich thich,
phan xa tich cyc cta khach hang co thé mat di. Su
khai quat hoa qua mirc: Khach hang ¢ thé nham 1an
phan thudng ctia ban véi ddi thi néu co ché khuyén
mii qué gidng nhau.

Kha ning Iuu trit ¢6 han: Tri nhd ngan han cta
con nguoi chi gitt dugc thong tin trong khoang vai
gidy. Su can thi¢p: Thong tin cta cac nhan hi¢u ddi
thu xudt hién lién tyc gay rdi loan va lam lu mo thong
tin ctl.

4.3. Gidi phap hoan thié¢n

4.3.1. T6i uu héa nhan thirc khdach hang, tao an
twong ban dau manh mé

Thit nhat, thiét ké diém cham: Doanh nghiép can
tao ra cac kich thich thi giac va thinh giac (logo,
slogan, nhac hi¢u) c6 tinh dac biét cao dé tranh bi
nham 1an. Tép trung vao cac gidc quan (Sensory
Marketing). Thiét ké logo va b nhan dién st dung
mau sic co do twong phan cao hodc am thanh déc
trung (Sonic Branding) dé tao ddu 4n ngay lap tirc. Vi
du: Tiéng mo nép lon cua Coca-Cola hoac nhac hiéu
cua Intel. Kich thich da giac quan: Str dung mau sic
(nhu do/vang cia VinMart cii), am thanh (nhac hiéu,
am thanh thuong hiéu), va bao bi doc dao dé thu hat
suchuy.

Thit hai, ddng nhat thong diép: Thiét ké hinh anh
nhét quan (Visual Identity): Dam bao tinh nhat quan
trén moi diém cham (kénh online, cira hang) dé giam
"tai nhan thic" (cognitive load), giup khach hang dé
dang nhan ra thuong hiéu trong méi truong nhiéu
thong tin. Pam bao moi kénh truyén théng déu truyén
tai mot hinh anh duy nhét dé khach hang d& dang "to
chirc" thong tin trong ndo bd. Ap dung nguyén tic
Gestalt (quy luat cta sy tron ven). Moi hinh anh tur
Fanpage, Website dén bao bi tai cira hang phai khop
nhau 100% dé ndo bo khach hang khong mat thém
nang lugng dé "giai ma" lai tir dau.

Thit ba, sir dung Al/Data dé ca nhan hoa: Ap dung
chatbot hodc email ty dong dé cung cap thong tin phi
hop vdéi tung phéan khiic khach hang, tang perceived
quality.

Giai phap nay tap trung vao giai doan Tiép nhan
(Exposure) va Chu y (Attention) trong qua trinh nhan
thirc. Xay dung nhan thirc vé thwong hiéu la xay dung
tai san thuong hiu, lién tuc quang ba nhiing trai
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nghiém tich cuc véi thuong hi¢u, ban co6 thé thiét lap
va lam tang tai san thuong hi¢u. Khi nguoi tiéu dung
d3 biét dén mot thuong hiéu, ho bit dau nhan ra logo,
hinh anh ciia thwong hiéu do gitra phd x4, ho tim kiém
tén thuong hiéu thong qua facebook, google dé mua
hang. Ho bit dau thich thuong hiéu do6 hon cac
thuong hiéu khac va mudn truyén cam himg cho gia
dinh va ban bé ciia ho néu co trai nghiém thuong hiéu
t6t. D6 chinh 14 1y do tai sao nhan thirc thuong hiéu
rat quan trong. Nhan thic thiét lap niém tin, tao ra cac
lién két tich cuc va xdy dung tai san thuong hiéu vo
gia cho phép thuong hiéu ctia ban & vi tri vu tién.

4.3.2. Chién lwpc thic day qud trinh hoc tdp ciia
nguoi tieu dung, xdy dung lién tuong thuong hiéu.

Thir nhdt, st dung 1y thuyét diéu kién: Thong qua
cac chuong trinh khuyén mii hodc phan thuéng dé
tao ra phan xa tich cuc khi khach hang nghi vé nhin
hidu. Piéu kién hoa tir két qua: Tang diém thuong
hodc qua ting bat ngd ngay sau khi mua hang dé tao
cam giac hung phén (Positive Reinforcement), thoi
thuc ho 1ap lai hanh dong mua.

Thir hai, cung cip trai nghiém thuc té: Ting
cuong quan hé khach hang va cung cap thong tin day
du dé khach hang "hoc" dugc cac gia tri bén viing ciia
doanh nghiép. Chuyén tir "hoc thy dong" sang "hoc
chii dong". T6 chirc cac budi ding thir (sampling),
workshop hodc cung cip ndi dung giao duc (Content
Marketing) dé khach hang hiéu sau vé loi ich c6t 15
thay vi chi nhin bé ndi ctia san pham.

Thir ba, ké chuyén thuong hiéu (Brand
Storytelling): Xay dung cau chuyén thuong hi¢u
dwa trén gia tri ¢t 16i, vin hoa Viét Nam (nhu cach
Biti's Hunter "di dé trg v&") dé khach hang d& nhé va
gin két.

Thir tu, gido duc nguoi tiéu dung: Su dung cac
chién lugc ndi dung (blog, video hudng din) dé chia
sé kién thure, tao su tin cay va "hoc tap" vé tinh nang
san pham.

Thir ndm, dinh vi san phdm theo khai niém hoc
tap: Két ndi san pham v6i mot thoi quen hodc tinh
hudng cu thé ctia ngudi tiéu dung. Hoc tap trau doi k§
ning: Ky ning vé Digital Marketing dé chay quang
cao trén cac mang xa hoi va trén Google, cac chuyén
vién truyén thong dang mudn lam t6t hon cong viée
ctia minh dé nhan dugc co héi thang tién vé vi tri lan

lwong bong thi can thiét hoc tap trau doi k¥ ning Ky
niang vé Media: Am hiéu va c6 thé dit mua cac quang
cao trén mang xa hdi (Facebook, Instagram), bao dién
tor (thong qua cac publisher hoac cac mang ludi
quang céo dia phuong); Ky ning sang tao: Viét lach,
ké chuyén (Storytelling), phét trién Story Line, xay
dung cau chuyén két hop véi hinh anh (Story Board);
cac bo ki nang lién quan dén thiét ké db hoa, san xuét
va dung video, thiét ké trai nghiém Visual
Merchandising theo mua vu tai ctra hang.

4.3.3. Ky thudt nang cao kha nang ghi nhé va
dinh vi. Duy tri hinh anh trong tri nho dai han

Thir nhat, sir dung quy ludt Idp lai théng minh:
Lap lai thong di¢p chinh qua cac kénh marketing
khac nhau nhung khéng gay nham chan (vi du: chay
quang cao thwong hiéu trén nhiéu nén tang trong
thoi gian ngdn). Truyén thong thuong hiéu can duoc
duy tri v6i tan suat hop 1y dé dua thong tin tir tri nhé
ngan han sang tri nhd dai han. Khong chi 1a lap lai
tan suat quang cao ma phai "lip lai c6 bién thé"
(Cosmetic variation) dé tranh sy nham chan nhung
van khic siu thong diép cbt 16i. Viéc nay giup
chuyén thong tin tir Working Memory sang Long-
term Memory.

Thir hai, gcfn két cam xiic: Tao ra cac chién dich
mang lai cam xtc tich cuc, danh vao sy hoai niém
hoac niém tu hao dan tdc dé tang kha nang luu trir
thong tin trong tri nhé dai han. Xay dung van hoa
doanh nghiép va phong cach riéng dé tao ra soi day
lién két cam xtc, giup nhan hiéu khé bi thay thé. St
dung chién luoc Emotional Branding. Két nbi san
pham véi nhitng gia tri nhan van, gia dinh hogc niém
tu hao ca nhan. Khi thong tin dugc ma hoa cung véi
cam xac manh mé s& duoc luu trit siu hon va dé
dang "truy hoi" khi khach hang dtng trudc quyét
dinh mua sam.

Thit ba, sir dung ky thudt "Neo nhdn thire": Gan
lién san phdm v6i mot biéu trong hodc tinh hudng da
quen thudc voi nguoi tiéu dung Viét. Nhan thic
thuong hiéu thic diy niém tin. Khi nguoi tiéu dung
tin vao thuong hi€u cua ban, nhiéu kha nang lan toi
ho s& quay lai mua hang ma khong can suy nghi. Khi
niém tin d3 dugc xay dung, khoang céach di tdi su
trung thanh khong con xa. Khi ban xdy dung nhén
thirc thuong hiéu diing cach, ngudi tiéu ding tiép can
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v6i nhiéu thong tin ban dua dén, ho dan hiéu rd ban
hon, tir 46 d& dang tin tuéng ban hon. Diéu nay ciing
gian tiép tac dong nang cao hiéu qua cua cac chién
dich marketing.

Giai phép trén giup dua thuong hi¢u vao B nhd
dai han (Long-term Memory).

4.3.4. Chién heoc img dung cho Doanh nghiép
Viet Nam

Van d& xay dung va phat trién thuong hiéu ¢ Viét
Nam con kha méi mé. P6 1a mot trong nhitng nguyén
nhan chinh khién qué trinh hoi nhap kinh té qudc té
cua cac doanh nghi¢p Viét Nam trong thoi gian qua
van con gap nhiéu khé khan. Vi vay, can nhén thirc
dang va da nhimg loi ich cia viée xay dung va phat
trién thuong hiéu mang lai. Tir d6, dua ra nhiing giai
phép thich hop nham nang cao hiéu qua ctia cong tac
xay dung va phat trién thuong hiéu. Qua do, ning cao
vi thé cua cac doanh nghi¢p Viét Nam trén thuong
truong khu vyc va thé gigi. Giai phap nay doi hoi su
nhét quan, kién tri va thau hiéu sau sic tim Iy khach
hang dé bién thuong hiéu thanh mét phan trong tri
nhé va cudc séng cua ho.

Xay dung thuong hiéu Viét hién dai: Két hop yéu
t6 truyén thong voi phong cach thiét ké hién dai, tinh
té dé tao su khac biét so véi thuong hiéu ngoai. Can
thiét "lam méi" cau chuyén vin hoa, sir dung nguyén
li€u ban dia, va tap trung vao trai nghiém khach hang
thong qua do ludng phan hdi thoi gian thuc dé duy tri
vi thé "Top-of-mind". Lam méi di san: Ké chuyén
bang nguyén liéu ban dia: Sir dung cac thanh phan,

TAI LIEU THAM KHAO:

nguyén li€u dac trung cua Viét Nam (ca phé, thao
mdc, lya, may tre) két hop véi cong nghé san xuat
hién dai, dat chuan qudc té dé tao uy tin; Thiét ké bao
bi & nhén dién tinh t&: Chuyén tir mau sic ruc r&
truyén thong sang bang mau trung tinh, sang trong.
Bao bi can thong minh, tién dung va than thién vdi
moi truong, dap ung thi hiéu hién dai; C4 nhan hoa
cau chuyén thwong hiéu: Mdi thwong hiéu can mot
"linh hon" - ké cau chuyén van hoa Viét nhung duéi
goc nhin hién dai, cdi mo.

Tap trung vao "Cam nhan khéach hang": Thuong
xuyén do ludong phan hdi dé diéu chinh chién lugc
dinh vi, dam bao thuong hi¢u luén ¢ trong "Top-of-
mind" ctia nguoi tiéu ding. Do ludng phan héi thoi
gian thyc (Real-time Feedback); Xay dung "Top-of-
mind" qua Trai nghiém; Diéu chinh chién luge dinh
vi; Quan Iy rdi ro truyén thong: Su két hop nay giup
thuong hiéu Viét khong chi giir vimng ban sic ma con
nang cao vi thé, du strc canh tranh véi cac thuong
hi¢u ngoai nhap

5. Két luan

Xay dyng hinh anh nhan hiéu va dinh vi san phim
khong chi 1a mot cong viée ky thuat marketing ma la
mot ngh¢ thudt tdc dong vao tam tri con nguoi. Cac
doanh nghiép Viét Nam can tan dung cac nghién ctru
vé nhan thirc, hoc tap va ghi nhé dé thiét 1ap nhimng
"rao can tim Iy" viing chic. Piéu nay khong chi giup
bao vé thuong hi¢u trude sy canh tranh ma con la nén
tang dé phat trién tai san thuong hiéu bén viing trong
tuong lai M
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APPLYING PRINCIPLES
OF CONSUMER COGNITION, LEARNING
AND MEMORY TO BRAND IMAGE DEVELOPMENT
AND PRODUCT POSITIONING STRATEGIES
FOR VIETNAMESE ENTERPRISES
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ABSTRACT:

In an increasingly competitive marketplace, a thorough understanding of consumer psychology
has become essential to business sustainability and long-term success. This study examines the
application of key psychological principles related to consumer perception, learning, and memory in
the development of effective brand images and product positioning strategies. Drawing on these
theoretical foundations, the study proposes strategic approaches to help Vietnamese enterprises
optimize customer touchpoints, establish a distinctive and enduring presence in consumers’ minds,
and strengthen overall brand equity.

Keywords: awareness, learning, memorization, brand image, product positioning, Vietnamese
businesses.
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