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TOM TAT:

Trudc 1an séng cong nghé 4.0 di va dang phat trién manh mé lam thay ddi dang k€ cdc phuong

thitc giao dich, mua sim, 1am viéc clia rat nhiéu khach hang. Nén tdng Internet dugc wa chudng st

dung di budc cic nha kinh doanh phai thay d8i cong cu marketing nhim phit hop véi xu the mdi
d€ tao ra sy tuong tac tot nhat cho khach hang.Phat trién Digital Marketing(DM) trong ngin hang
1a xu thé phat trién mdi trong 1an séng cong nghé hién nay. Bai vié€t nay tap trung vio viéc nghién

ctfucdc kinh nghiém tir quéc t€vé viéc phat trién DM trong nganh ngan hang, tir d6 tic gia dua ra

mot s6 gdi y nhiim déng gép d€ dp dung cho cac ngan hang Viét Nam.

Tu khéa: Internet, Digital Marketing, ngan hang thuong mai, cong nghé s6.

1. Téng quan vé Digital marketing trong ngan
hang thuong mai

Thuc t&€ cho thdy, cic ngin hang thuong mai
(NHTM) khong thé ti&p tuc st dung cdc phudng
thitc Marketing truyén thong nhim dat hiéu qua
nhu mong mudn. Sy thay ddi vé cong nghé lam cho
cudc sdng, cong viéc don gidn hon véi cac phuong
thire giao dich da dang, phong phd hon. Viéc tim ra
cdc phuong thiic méi thong qua cdc thi€t bi thong
minh nhu di€n thoai, may tinh, laptop vira tuong tac
dugc véi gidi tré cling nhu giao ti€p dugc khich
hang 16n tudi di va dang tré thanh mdt trong nhitng
cd hoi cho cic NHTM. Chéng han, véi electronic
Know Your Customer, NHTM hoan toan ¢6 thé xédc
thuc truc ti€p thong tin khach hang trén nén tang
cong nghé, khach hang khong can d&€n NHTM van
ddm bao giao dich mdt cach don gidn, an toan va
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hiéu qua. Vi vy, NHTM la cdc don vi di ddu trong
viéc ting dung cdng nghé k§ thuat sd, da va dang nd
Iyc phat trién DM dé thu hiit khach hang.

Digital M dugc hi€u la chién lugc ding Internet
lam phuong ti€én cho cdc hoat dong Marketing va
trao d6i thong tin gitta NHTM va khach hang. DM
nh&n manh d&n 3 y&u t6 cd ban gdm st dung cic
phuong tién ki thuit s&, ti€p can khich hing trong
moi trudng ki thuat s6 va tuong tic v6i khach hang.

DM gitp ngudi hoat ddng Marketing tin dung
nhitng 1¢i ich ma né mang lai cho ngan hang va
phit trién cic moi quan hé ctia ho. C6 nhidu cich
phin chia khdc nhau vé DM, tuy nhién chi y&u
hién nay DM gébm 7 nén ting chinh bao gom:
Website; Quang cdo online; Search; Email; Social
media; Moblie va Game nhim hoan thién tri
nghiém khach hang.
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Phat trién DM 1a xu th& 14y khdch hang lam
trung tAm gitip phuc vu khach hing mot cdch tot
nhit ca cic NHTM ngay nay. Néu Marketing
truyén thong gin lién v6i chién lugc ti€p thi 4P gdbm
Product - san phim, Price - gid ci, Place - phin
phdi va Promotion - truyén thong thi DM gin lién
v6i chién luge 4C gébm Customer solutions - gidi
phép cho khach hang, Customer cost - chi phi cla
KH, Convenience - thuin tién va Communication -
giao ti€p.

Digital Marketing gitp khdch hang ti€p can va
sit dung dich vu, sian phim ctia NHTM mét cich
thudn tién nhat. Vi du, nhd vao email marketing,
khéch hang st dung thé tin dung biét dudc cu thé
shop nao dang khuyé&n mai sin phdm dich vu gi, gid
khuy&n mai bao nhiéu hoic nha hang khich san
nao dang c6 chuong trinh gidm gid. Nhd mang xa
hdi, khdch hang biét dudc ning lyc cung dng cic
dich vu va cdc g6i dich vu so sanh cia cic NHTM
nhanh hon va dé dang hon, hon nita cic quing cdo
tu ti€p cAn va khdi ggi nhu cau sit dung cho khich
hang. (Bang 1)

2. Mot sé kinh nghiém trén th& gi6i vé viec
ing dung Digital Marketing trong ngan hang
thuong mai

Ratnhiéu NHTM trén th€ gidi dva trén sy hd trg
cia CNTT cung v4i théi quen st dung Internet va
mang x3 hoi d€ dua ra cic chién lugc ti€p cin
khich hang, nhu:

Thit nhat, NHTM st dung linh hoat cédc kénh
Marketing hién dai bao gom viéc ddy manh Mobile
marketing mot cdch phit hgp nhim tié€t kiém chi phi
van dat dudc hiéu qud cao trong viéc quing cdo.
Viéc st dung cic kénh Marketing cin da dang,
phong pht va tuy thudc vao tirng nhém khach hang
ciing nhu tirng giai doan phat trién cu thé. Ban than
cdc NHTM 16n & cdc quoc gia phat trién manh vé
mang 1uéi NHTM nhv M§, Anh, Uc, Thiy ST va
Canada ciing xay dung va dua ra cdc chién lugc
Marketing phtt hgp theo tirng giai doan, ting thdi
ky cu thé, trong d6 linh hoat st dung cidc kénh
Marketing hién dai.

Thit hai, NHTM linh hoat trong viéc thay ddi
mo hinh 6 chitc hoat dong va k&t ndi vdi khach

Bdng 1. Su khéc nhau gitia Digital Marketing vé Marketing truyén théng

D3c diém Digital Marketing Marketing truyén thong
, SU dung mang Internet va cac thiét by s hoa, khong phu | Chu yéu st dung céac phuong tién
Phuang thiic . . o o a Do
thudc vao phuong tién truyén thong truyén théng dai chung
Khong gian B1 gidi han bdi bién gidi quac gia, viing l&nh thd Brgioi han baj bién gidi quoc gia, ving
lanh thd
. Moi IGic, moi nai, phan ting nhanh, cap nhat théng tin sau | B gidi han bdi bién gidi qudc gia va
Thai gian o N o
vai phut vung lanh thd
- Chi phi thap, ngan sach it vain cé thé thuc hién dugc va Chi phi cao, ngan sach quang céo I6n,
Chi phi 2 X N A
c6 thé kiem soat dugc dugc an dinh mét lan
Khach hang C thé chon dudc mot nhom ddi tuong cu thé 5:?:5 chon duge mot nhom daituong
- L e A, M4t nhiéu thi gian dé khach hang tiép
Phan hoi Khach hang tiép can thong tin va phan héi ngay cn théng tin va phan hdi ngay
s e , Khé luu tru thdng tin KH va méat nhié
Luu tri théng tin L{u tri théng tin KH don gian, dé dang va nhanh chong thc‘j(i)giaun renong tin R va mat nhicu

Nguén: Nhém tic gid thuc hién
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hang. Viéc giao dich vdi loai hinh ngan hang ban
18, do nhu cAu ctia khdch hang rit da dang va phitc
tap nén nhiéu NHTM thuc hién phuong thitc ban
chéo hoic két hgp ban theo g6i combo cdc sdn
phdm dich vu. Khi NHTM st dung phuong thitc
nay thanh cong, cic NHTM sé ti€t kiém dugc chi
phi tim ki€m kh4ch hang ciing nhu giit chan khéch
hang t6t hon do khdch hang st dung cdc géi san
phdm dich vu ctia NH thudng e ngai trong viéc
thay d6i NH hon so vé6i cdc khach hang khi si
dung cdc san pham dich vu don 1é. Vi du, su thay
ddi ctia NH Barclays sang linh vuc tién dién tif 1a
mot dién hinh khdng dinh cho phuong thitc thanh
toan online. NH nay dugc ban lanh dao dinh
huéng phat trién biing viéc cung cip dich vu cao
cap cho khdch, nén viéc ti€p can khdch dva trén
cac phuong thirc hién dai nhu mang xa hdi thay vi
mo hinh thanh todn truyén thong.

Thit ba, NHTM thu thap thong tin khiach hang
hodc mua céc file thong tin khach hang dugc phép,
xay dung big data cho NHTM, tir d6 dé dang tié€p
can ddi tugng va nhu cu khach hang. Trén thuc t€,
dd c6 nhidu sy phan nan vé viéc quing cdo trén
Facebook dang gy ra khé chiu cho ngudi st dung
Facebook nhung khong thé phii nhan tinh tich cuc
clia Facebook, nhd vay, NHTM di ti€p cin dugc
thém nhitng file khach hang méi. Nhg hé thong dir
liéu c6 sdn tir Facebook hay cdc don vi vién thong
ma NHTM tiét kiém dudc nhiéu chi phi nghién citu
va tim ki€m kh4ch hang.

Thit t, NHTM két hop v6i cac hing dién thoai
dé cho ra cdc gian hang trén ng dung. Hon nifa,
NHTM ciing két hgp véi cdc san giao dich thuong
mai dién ti hodc quan ly chi tiéu d€ dwa ra cic sin
pham dich vu da tng dung d€ phuc vu khach hang.
Cac fanpage Facebook cia cic NHTM ciling dang
hoat dong rit c6 hiéu qua hay ti€p cin thong qua
fanpage clia nhitng ngudi ndi ti€ng nhu ca si, dién
vién, nghé si... 1am ngudi dai dién cho ngan hang.

Nhin chung, viéc tng dung DM hién tai cac
NHTM trén thé gidi thudng sit dung cic cong cu:
Mot 14, quéang cdo thdong qua cdc phudng tién mang
nhu Facebook, Instagram, Website, Tiktok, bdo
mang, YouTube; Hai I3, marketing trén thiét bi di
dong va qua electronic email bing cich goi dién
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thoai va gi email, thong qua dit liéu dugc thu thap
tai cdc chi nhanh hodc thong qua cac trang Web
cung cap thong tin. Ba 1a, cong cu SEM (Search
Engine Marketing) hay Marketing v&i cong cu tim
ki€m gitip NHTM c6 thé thay két qua sau vai phiit
cai dit, chit khong mat vai ngdy nhu cdc hinh thifc
quéng cdo truyén thong. Bon la, cong cu SEO
(Search Engine Optimization) la cong cu hitu hiéu
giip NHTM c¢6 dugc luu lugng 16n truy cdp vao
trang dich va Website NH.

Phat trién thuong mai dién tif 12 nhiém vu quan
trong clia nén kinh t& néi chung va nganh Tai chinh
ngan hang néi riéng. Hién nay, CNTT phit trién
manh, cic tng dung vé cong nghé dugc cdi tién
lién tuc 12 diéu kién thuin 1gi gitp cdc NHTM phit
trién viéc tng dung DM, nhiim duy tri dugc khach
hang cii, ddng thdi tim ki€m thém lugng khach
hang méi diy tiém ning trong twong lai.

3. Tinh hinh st dung Internet ciia ngudi dan
va ng dung Digital Marketing ctia cic NHTM
tai Viét Nam

Vi xu huéng phat trién cong nghé s&, Internet
ngay cang chi€m vi th€ quan trong trong cudc
s6ng. PAu nim 2022, WeAreSocial va Hootsuite
da cdng bd bdo cdo toan canh nganh Digital trong
nim 2021 dé gitip cic NHTM nim dudc tinh hinh
st dung Internet Viét Nam 2021.

Tinh dén thdng 1/2021, dan s6 Viét Nam dat
mdc 97,8 triéu dan, véi ty 1& dan thanh thi la
37,7%. Trong d6, c6 khodng 68,17 triéu ngudi
dang st dung Internet (chi€m 70,3% din s6)
thong qua cdc nén ting, &ng dung khic nhau, véi
thdi lugng trung binh 1a 6 gis 47 phut. Bay dugc
xem 13 khodng thdi gian tuong ddi 16n dugce sk
dung trong 1 ngay.

Theo s& liéu thdng ké cho thdy, ngudi ding
Internet Viét Nam danh nhiéu thdi gian cho viéc
xem TV Streaming va st dung nén tdng mang xa
hoilan lugtla 2 gid 40 phiit va 2 gid 21 phiit.

Bén canh d6, cic dich vu game va nghe nhac
online ciing chi€m hon 1 gi¢ thdi lugng sit dung clia
ngudi ding. Do d6, cdc nha cung tng dich vu c6 thé
dua ra nhitng k&€ hoach cu thé cho viéc niang cao
chat lugng @€ dap ng nhu cau cia ngudi diing.

Niam 2021 cho thdy rd sy gia ting nhanh chéng
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clia ngudi ding mang xa hoi tai Viét Nam vdi hon
72 triéu ngudi (chi€m 73,7% dan s6), ting 7 triéu
ngudi so vdi cung ky ndm trude. YouTube da trd
thanh mang xa hoi dudc st dung nhiéu nhat tai
Viét Nam.

Theo s6 liéu ctia Cuc Vién thong, cudi nim
2021, ca nudc c6 91,3 triéu thué bao smartphone,
tinh d&€n nay c6 thém hon 2 triéu thué bao, nang
tdng s6 thué bao diing smartphone tai Viét Nam
1én 93,5 triéu va udc tinh ty 1& ngudi trudng thanh
str dung smartphone datkhodng 73,5%.

Thong ké clia Ngan hang Nha nudc Viét Nam,
hién c6 d&n 94% cac NHTM tai Viét Nam di budc
dau trién khai hodc xay dung chién lugc chuyén ddi
s6. Ngoai ra, cling theo khdo sit cia NHNN, da s6
cdc NHTM déu coi chuyén ddi s& ¢6 y nghia quan
trong song con trong hoat dong. 96% NHTM da va
dang xay dung chi€n ludc phét trién dwa trén cic
cong nghé 4.0 va ¢6 92% NHTM da phit trién dich
vu ing dung trén internet va thi€t bi di dong.

Viét Nam dugc danh gid 12 thi trudng day tiém
ning, cd hoi cho phat trién ngan hang s8, v6i 96,5
triéu din, co cdu dan sd tré (ngudi trudng thanh
chi€m 70%), ddng thdi tinh d&€n nim 2021, 72%
dan sd s& hitu dién thoai thong minh, 130 triéu
thué bao di dong, 64 tri€u ngudi dung Internet
(chi€m 67% dan s0).

4. Mot s& giai phap nhiim phap trién Digital
Marketing cho cac ngin hang thuong ai tai Viét
Nam

Cédc NHTM phai lva chon va gidi quy€t nhitng
viAn dé kinh t€ co ban cda hoat dong kinh doanh
véi sy hd tr¢ didc luc tir Digital Marketing.Pic
biét, trong thdi dai k§ thuat s6 ngdy nay, cic
NHTM can triét dé st dung 1gi thé clia quing cdo
s6 dé gidi thiéu sdn pham dich vu clia minh bén
canh nhitng kénh truyén thong.

XAy dung k&€ hoach marketing 12 hoat dong
mang tinh chit chién lugc. Lip k& hoach
Marketing gitip cic NHTM chid dong véi nhitng
thay d6i clia thi trudng, cd s§ dé danh gid hiéu qua
hoat dong Marketing sau nay. Sy hinh thanh va
gia ting clia loai hinh NH s& va nhitng dinh huéng
clia Chinh phii trong thanh todn khong dung tién
mit dugc xem 1a don bay hd trg, thic ddy NHTM

phat trién DM. Pay khong chi 1a k& hoach nhat
thdi ma con 1a dinh huéng t§ chifc Marketing
trong ky nguyén so hién dai. Dua trén 7 nén ting
c6t 16i dé phat trién DM, cic NHTM can chi
trong thuc hién cdc gidi phdp sau:

Thit nhdt, 61 véi Website: Website dudc xem
12 noi bit didu moi thit, ndi bit tay xAy dung chién
dich phat trién. Xay dung trang Website chi phi
hdp 1a dinh huéng DM phd bién va cin thiét. Hién
nay, cic NHTM déu c6 website riéng nhung
khong phdi NH nao cling st dung hiéu qua va
cung cip diy di thong tin kip thdi khi khdch hang
truy cap. Nhiéu website chita dung qua nhiéu noi
dung giy khé khiin trong viéc tim ki€m thong tin
cho khach hang. Mot website dugc cham chiit cin
than, ti mi, dé st dung, d& hi€u sé dé thu hit sy
chi y, quan tAm cta khdch hang, tir d6 dé tao ra
doanh thu cho NH. Do d6, cdic NH khong nén dua
ra qud nhiéu thong tin trén trang chld ma cin taora
dich d&n rd rang phuc vu nhu ciu cin ctia khach
hang, d6 1a mdt website thong minh, hiéu qua.

Thit hai, d8i v6i Quing cdo online: Chi&n thuat
marketing d€ cic NHTM giit dudc hinh dnh, thuong
hiéu va gin giii hon vdi khach hang. Quing cdo
online can phai ti€p cin diing d6i tugng khach hang
muc tiéu ciing nhu can phai gidn véi nhu cau mua
hang cda khach hang. Vi du, n€u khach hang tim
ki€m thong tin trén website d& tim mua nha, chung
cu hay cin ho thi quing cdo cla chién dich
“Retargeting - cong nghé& quing cdo truc tuyén chi
tap trung vao nhitng khach hang, nhirng ngudi da
truy cap vao website ctia NH” d6i véi khich hang
sau d6 ciing phdi tdp trung vao thong tin cho vay
mua nha, cin hd, chung cu. Bén canh do, cantim co
hoi ban chéo cac sdn phdm, dich vu ddi véi khach
hang d€ tao moi quan hé khing khit.

Thit ba, d6i v6i SEO va SEM: SEO (Search
engine optimization) la phuong thic giap NHTM
xuit hién ty nhién trong tAm mit khich hang
thong qua viéc tdng hang website trén Google.
SEO c6 uu diém hd trg lugng 16n luu lugng truy
cap vao website clia NH mdt cdch mién phi,
khong phai ton tién nhu cdc kénh quing cdo khic
nén can phai xdy dung dugc trang website chat
lugng ciing nhu tranh bi 16i lién k&t d€ khach hang
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d& dang ti€p cAn va tim ki€m thong tin cin thiét.
B6 phin Marketing cia NHTM phéi doc bdo cédo
trong Google Analytics d€ bi€t chling c6 dang tao
ra hiéu qui nhu y hay khong va diéu chinh cho
phi hop @€ dem lai k&t qui ky vong. SEM (Search
Engine Marketing) hay marketing v§i cong cu tim
ki€m c6 thé mang lai 16i ich vugt troi ma quing
cdo truyén thong khong lam duge. Thong tin tir
viéc do ludng hiéu qua theo thdi gian thuc ¢6 thé
dugc thuc hién hang ngay, hang tuin, dé dua ra
nhitng chi€n dich hiéu quéa hon, phit hgp véi hanh
vi ngudi ti€u dung.

Thit tu, d6i vé6i Social marketing: Social
Marketing 1a hinh thitc ti€p thi trén Internet thong
qua viéc tao va chia sé ndi dung trén cdc trang
mang xa hoi: Facebook, Youtube, Instagram,
TikTok... qua hoat dong nhu diang bai, hinh dnh,
video, chay quing céo,.. d€ dat muc tiéu thu hit
gitt chidn nguGi dung va doanh thu. Social
Marketing dugc xem nhu hinh thdc tic dong truc
ti€p vao thi gidc va cdm nhan clia khach hang.
Thong ké cho thdy nganh NH 1a nganh c6 ti 1&
phdn hdi tir ngudi diing cao nhat, th& nén Social
Marketing néu dugc lam ding c6 thé mang dén
tinh ¢4 nhan héa con cao hon cd Website.

Thit ndm, d6i véi Email Marketing: Céc
NHTM can st dung cd sé dit lieu khdch hang
(database), DM thuc hi€n viéc phan tich va phan
nhém cédc ddi tugng khach hang c6 cling sé thich
hoic nhu cau dé phat trién ndi dung email va giti
dén tirng nhém ddi tugng phit hdp vé6i sé thich
hodc nhu ciu clia ho. Lién lac qua thu dién tit thay
vi qua di€n thoai dugc cho la vdn minh, it lam
phién dé&n khich hang hon nhung vin cung cip
dudc thdng tin cAn thi€t d&€n khdch hang c¢6 nhu
cau v6i chi phi thap, ti€p cin ding ddi tugng
khach hang.

Thit sdu, d6i v6i Mobile Marketing: Hién nay
Smartphone dugc xem nhu vat bat ly than véi con
ngudi nén viéc phat trién Mobile Marketing 14
diéu hét stic can thi€t. Theo thdng ké d&n cudi
thang 09/2022, c6 t6i 90% ngudi dung mang di€én
thoai di dong bén minh, hon 45% email dugc md
va doc trén dién thoai di dong. Vi sy hd trg dit
Iuc tir nha mang, cic NHTM c6 thé ti€p can ding
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ngudi dung mot cich nhanh chéng chinh xdc qua
bing quing cdo trén mobile. Mobile Marketing
dugc xem la mot kénh khai thdc hiéu qua. Tuy
nhién, viéc sdng tao ndi dung 13 hét stic can thiét
dé tranh gy khoé chiu cho ngudi nhin thong tin
nén can c6 chié€n ludc trong tirng giai doan va ddi
véi tirng san pham.

Cudi cing, ddi véi Game marketing: Hién nay,
khi cong nghé s6 phat trién manh mé thi game ciing
dugc xem la kénh marketing c6 tinh chién lugc cao.
Cédc NHTM c6 thé phat trién viéc quang cdo dwa
trén viéc thi€t k€ cdc Game online gin véi viéc
gi6i thiéu san phdm dich vu clia ngan hang. Mot ty
1& 16n ngudi ti€p can Game online 1a hoc sinh - sinh
vién, nhém ddi tugng khach hang tiém ning tuong
lai. Hién nay, s& lugng cic NHTM sit dung phuong
thitc Game Marketing nay con rit han ché vé s&
Iugng, ndi dung va hinh thirc.

5.Ké&tluan

Phit trién va ddy manh viéc @ng dung DM
trong hoat dong Marketing ngan hang 1a yéu cau
td't y€u trong thdi dai cong nghé s6 hién nay. Céc
nudc trén th& gidi néi chung va Viét Nam néi
riéng da va dang huéng dén cudc cong nghé sd
v&i viéc ng dung cac thanh tyu cé tic dong to 16n
dé&n hoat dong kinh doanh cdc NHTM.

f]'ng dung va phét trién DM trong cic NHTM
khong phdi 1a mdi nhung cdic NHTM hién nay
chua khai thdc hét dudc tinh hiéu qua cia DM. Do
d6, viéc dau tu vao loai hinh thitc DM dudc xem la
lua chon phit hop cho cdc ddi tugng khach hang
diy tiém ning cia NHTM.

NHTM cin phii ting téc va ing dung cic hinh
thic DM mot cdch hiéu qua hon véi cidc phuong
thitc cu thé nhu xay dung Website rd rang, hitu
ich, cd6 dong thong tin; ting cudng Quing cdo
online cho tirng nhém d6i tugng khach hang; phat
trién phuong thic SEO va SEM qua tifng giai
doan; ting cudng triet dé phat trién Social
Marketing; phét tri€n va khai thdc t6t hon nita
phuong thi'c Marketing qua Email va Mobile vi
day 1a 2 phuong thitc gin lién v6i khiach hang va
khidch hang d& nim bit thong tin, sin phim cia
ngan hang do khich hang thudng check mail va
tin nhin thudng xuyén thong qua Smartphone B
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ABSTRACT:

Before the wave of technology 4.0 has been developing strongly, significantly changing the
transaction, shopping and working methods of many customers. The popular Internet platform has
forced businesses to change marketing tools to match new trends to create the best interaction for
customers. Developing Digital Marketing (DM) in banks is a new development trend in the
current wave of technology. In this article, the author focuses on studying international
experiences on DM development in the banking industry, from which the author gives some
suggestions to contribute to apply to Vietnamese banks. .
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