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ABSTRACT
The objectives of this research were to 1) analyze positive and negative
customer feedback in regard to the services of environmental friendly resorts by
categorizing them in to major themes and 2) to analyze the negative feedback by
categorizing them into subjective and objective feedback. The data were collected

from 24 resorts from Trip Advisor and analyzed customer feedback as well as
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employed content analysis and descriptive analysis to present the findings in terms of
frequency and percentage.

The research results showed that 1) most positive and negative feedback of
environmental friendly resorts were related to employees, guest rooms and food &
beverage, and 2) in terms of the analysis of subjective and objective feedback, it’showed
that the objective feedback were likely to be in the forms of describing the
events/situations or service mistakes. This type of feedback was more reliable and
clearer than the subjective feedback. Meanwhile, the subjective feedback was likely
to be based on customer emotions or feelings rather than the fact-based information.
Resort practitioners may apply the knowledge from this research to further improve
their services as well as to promote the sustainability in terms of economics and

environment.
Keywords: Environmental Friendly Resorts, Green Hotels, Customer Feedback
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AideAiiunsinudeyalag Aundesaese 24 wis annLiuled Trip Advisor &
Judulgdanaiidalenmalignineglduinisvesgsivioadiens 4 suuviagsiafinnusy
flonauansmumivAnvsenvidudsyaunisallunislduinisaueng o lneiutoyaides
arvaua1nNgnAINUNIEUTN1TV0ITARINNTIUINLALLTIAU (positive and negative
feedback) lngdsiadeunas 1 Yandeyanusnglulagdu (w.e. 2565)
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nshiesgRdeyasiiunislagldinafianisiinsiziidaient (content
analysis) Lﬁa%wmw;‘jLLazLLUqﬁﬁaﬁﬁﬁmaiaaﬂLﬁuﬂimé’iwmﬁ] MNTNgUITaAnITIY
nagldaRAdanssaunn (descriptive statistics) ioauonansidelugUvesauiuasFoas
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UszihudnAny ANuduazioay foeaLdeeaziaudeuan (positive feedback)
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1. winay 123 (32%) “The staff are wonderful and helpful”
“The staff was friendly”

The staff was very warm and welcoming

“Very helpful and polite staff”

“All the staff were very professional, friendly and
helpful at all times”

“Very gentle and lovely staff”

“The restaurant staffs were friendly and

accommodating”

2. ioaiin 115 (30%) “Nice modern design and well-equipped rooms”
“The room is lovely and great”

“Rooms are spacious and clean”

“Our two-bedroom suite with lagoon access was a
great room and very spacious”

“Our room was good, quite large with good hot
shower that worked”

“Rooms were clean”

“Bedding and air-conditioning very comfortable”

“Lovely room with a comfortable bed”

3.N15U3N150IMNT 73 (19%) “The breakfasts were delicious”

GECR T “The breakfast is outstanding”

“Breakfast buffet is still as delicious”

“The food is excellent”

“Quiality of food was great”

“High quality food for breakfast and dinner”

“Lunch by the pool is awesome with so many
interesting menus”

“We eat there in the evening and the food was good”
“F & B good quality, varied and fast”

“Breakfast, lunch and dinner buffet are great”
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A15199 1 (719)

Uszihudndny AUDuATSoEAY Aleg1deeEziauIBeuIn (positive feedback)
4. ANNLINABN/ 35 (9%) “Peaceful and beautiful setting”
UTIYINFA “The place was kept clean”

“Resort environment is peaceful”
“The ambiance of the resort is warm and clean”

“The hotel is very clean”

5. AanTsu 27 (7%) “The resort provides good gym, perfect facilities”
TUNUINIT “The pool was amazing”

“The swimming pool is nice”

“Waterpark, kids club and activities are great with a

variety to keep the children entertained”

6. @un 12 (3%) “Spa at Veranda is highly recommended”

“As Thai resident, this was one of the best hotel
wellness experiences | had”

“Thai massage by lady therapist was extremely caring
and skilled”

“The spa is very good, and fairly priced”

SIotY 385 (100%)

AN51991 1 dauenanIsimsisiidesaeriaudauin (positive feedback) Tnauwua
pamdulssiaudAn wuin L?ﬁmaxﬁam%qmﬂmﬂqﬂﬁwLﬁ'mﬁ’uwﬁfﬂmu (employees)
Srurunnnilan Yesay 32 50904 Ao Fuviesin (quest rooms) fear 30 LA¥NITUINS
91M13uazLA303Ra (food & beverage services) Sotaz 19 aaua sy fndeazifudiu
ANNWINEBN/UTSEIMAYEsEaesH fanssutununs wazaUn wiidedunain Sosarves
desazvioudauiniieafuntnnuwasiesinddndiuiilndfostu w3 eliresunnsiaiu d
funuilonaderflen Useiuguninnusasiecin EmLﬂuﬂﬁaﬁwﬁ@ﬁqﬂﬁﬂﬁmmﬁﬁm
Tunsuilduinisvesgsadaedn fadu mndusenaunislinisuinisiidluansUssiiu
flanan gnAnazuansauBusy anudseiiula wiernuilsnelesenulusUveadesasvion
LWWUIN F798191%U “The staff are wonderful and helpful”, “The staff was friendly”,
“Rooms were clean”, “Breakfast, lunch and dinner buffet are great” Wudu

Tunamsanuena Mﬂﬂéaﬁgﬂﬁﬂﬂ'1mw’;’ql”iﬁmﬁuwﬁmmuazﬁmﬁﬂ NIDNITUTNT
sudu Bidulunaigninmants oravinlignndaniamds livsevivle vielsifiemelals
FsorauansooninluguvesdesaziiouBsay (negative feedback) Faaztinauonalusstei 2
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A19199 2 LansANdLarSearYadstarioulTeau (negative feedback) lnauusaanidy
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Uszuamgy
Uszihuddgy Auduasioray | fegradesasiioudeau (negative feedback)
1. iesinuasdsouiy 74 (35%) “Rooms are not renovated - needs updating”
AnNazaInneluoin “Very loud old air conditioners

“Facility in guest room is a bit outdated”
“Bathroom has leakage and shower door is not
properly closed”

“This resort is a d-star property but the design
and functionality of the room is what you would
expect from a 2-star hotel”

2. W9 61 (29%) “Unfriendly, not ready to help staff”

“Service isn’t the best, the limousine lady always

spoke rudely”

“The staff at this resort really need better training
& guidance on treating hotel guests”

“Upon check out, the bill was incorrect for a
mistake of wrong last name, and the staff needs

to spend another 5 mins to fix the bill”

3. NSUINNTDIMITUAE 39 (18%) “Less choice of breakfast”

RO “Whilst breakfast could be busy, the only item
that was always out was bacon”

“The breakfasts had deteriorated significantly
since our last visit - very disappointing”

“Sometimes slow service in the restaurant”

4. Wit 23 (10%) “We paid for late checkout. Housekeeping went
into our room at 12 and removed all toilet paper!
We were checking out at 6 pm”

“Housekeepers here cannot understand my
English to ask for a litter extra service”
“Housekeeping here did clean only bed and
bathroom, she did not clean the garbage at the

terrace during my stay”

5. ASnEAINaYIN 17 (8%) “The wifi is extremely bad for 2022”
Ml “The pool was dirty, it was warm and murky”

“Fitness is old and needs maintenance”

594 214 (100%)
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A15797 2 BaueranIsTInTIziideasiowdeau (nesative feedback) Tneus
seniiuuszifiudify nui desazvioudsavaingniniisadusiesinuas Aad1uaeaany
agaanngluieaitn (guest rooms and facilities) fidnuauannilan evay 35 se9a9n Ae
AIUNLNIU (employees) 50882 29 LaTAITUSNITOIMNTNAZIAS DI (food & beverage
services) $avaz 18 gy Tindeazduduuithu uardsdiuennuazaaniialy Vil
Fodunni desasvioudauifafuiosinuazndne Sinadudesasvoususudu o
dodunulumsail 2 & onadonnumngldin Fesinuazniineu Snaduilafoddniignén
Ttaddylumsanlduinisvesgsiataesn daiivmnglumsed 1 wuiu dadu doduny
Mnesed 1 wae 2 Tudesiesinuazniine oralvideddrundusneunisiivafutladed
anfliauaaniazanuddglusesdudu 9 lunisldvinsvesdaesndiduiingiu
dauandon luihusadeatu nsliuinslududu 4 mndsiigniaaniald urliduly
pufinuteannnis wien1suinislailduinsgiu gnAnazuanadesassioutdsaveenin
$19819.9U “Bathroom has leakage and shower door is not properly closed”, “Unfriendly,
not ready to help staff”, “Housekeeping here did clean only bed and bathroom, she
did not clean the garbage at the terrace during my stay” Hudu

fiail ynfinifieeidssaseudeaulidntsiu axieliiusznaunisannin
dilafsdnunsreadesasiounngndlidnioudely iteysslevdlunsiauuasuiulge
MsUimsvesiaeimliiannm fuansualunnsied 3

A13197 3 Fegensiareiidesasiouninana Ineuuseanduduusssuuas JUs s

- Ao s U BIUINS T AregadeaiouBegusITH
N19U3INIT L S
(subjective feedback) (objective feedback)
NoIiNLazEIgIUIs | “Poor housekeeping service” “Rooms were not cleaned. | found a
AUALAIN “The room was not clean as we dead fly on our first night near the
expected” living room’s window. Until the last

“Rooms are not renovated - needs | day when we checked out of the
updating” resort, it was still at the EXACT same
“Facility in guest room is a bit | area. Meaning nobody cleaned the
outdated” room other than making the bed and
changing the towels”

“On our first day, water heater in
the shower didn’t work. The
engineering had to come and fix it.
Later on the night, the toilet did not
flush. Again, the engineering had to

come and fix it”
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s Aot s ouBaUINS T Arvenadeeasvioulegussau
(subjective feedback) (objective feedback)
NN “The staff were sweet but not well | “Poor baggage service, the bell boy took
trained” me a wrong suitcase to my room. We
“Service was bad, even though it’s | waited for 40 mini until he brought us
a small restaurant” the right one”
“Unfriendly, not ready to help staff” | “When we left the room (by 10.45am), |
“Cold atmosphere from staff” told housekeeping that | want the room
to be clean. Also, when we got to the
lobby, | told the guy in the front that |
want my room to be clean (he put it
down on the book). Got back to the
room by around 3pm, my room still not
yet being cleaned”
“When | order room service they bring
wrong food because they don’t listen to
you when you order, and poor English
communication”
WHUABUSUEIU | “Welcoming was not that great. “Upon arrival at the reception, there was
e Reception Staff very rude while only one receptionist (Mr.Wut), who was
checkout” talking on the phone. | asked him
“Receptionist cannot answer whether | could check in, but he
simple questions” completely ignored me and continued
“Not nice front desk staff” talking on the phone. We had to wait for
“Receptionists are not 5-10 mins until he got off the phone and
accommodating guests” started check-in. This situation gave us a

bad impression upon arrival at the
hotel”

“Upon check out, the bill was incorrect
for a mistake of wrong last name, and
the staff needs to spend another 5 mins
to fix the bill”

“Our check-in process took too long: the
lady went into the back room with our
passports and didn’t come back for 30
minutes. Granted, someone did give us

wet towels and juice, but there was no

other communication”
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N13UINIT
(subjective feedback) (objective feedback)
LNUDINNSEY | “The food was the worst we had “Ordered American breakfast and got a
\W30ehly all over Thailand” 1 poached egg on bread with 2 hash
“The breakfast had deteriorated browns and Tomato with basic bread
significantly since our last visit - basket, very disappointed”
very disappointing” “There are not many buffet breakfast
“Breakfast is horrible which is an items as we expected, no bacon or hash
understatement” browns a bit strange for a resort that has

so many Western visitors. Too many
Asian dishes that we weren't certain of
its contents”

“The second day, the receptionist
helped us to book the afternoon tea in
the room at 2pm, again, it arrived 1.5
hours late after | called, they said there

was miscommunication”

asnad 3 un1stiauefegisman1slnssidssaseudaulfandtu Tne
wisoaniuiBsunusssunasjUssa (subjective and objective feedback) lBlEUszNBUA"S
annsndnlafisdnvazvendesariounngniilédaaudstu lneideniinmeideasiiou
Faauiduegndunuiteadsd mmadulssduiifussnounmssidudesiluinuuas
Usuugareluiielinsuimsvesiaesaiinnninidy

PNe5IT 3 9 Besasroudauludnuaiaunusssy (subjective feedback)
Feurueanludeasieusedoninudun (short expressions) HUTENBUDIINTIVADUDN
Usgihutym anvguesdym vseanuliianelavesgnaladeudieenn insedesayiou
Uszianiazaaudaauluseasdeaiienisusulsdldednamnzan uenanidu @
agvieuludnuauzi@auiusssy gnadnuanseanuiludnyusetosuainionduian
(emotional or feeling expressions) mmdﬁmﬁm%w%amawa (fact-based information)
W3euang U (evidence) Ao8194U “The room was not clean as we expected”, “The staff
were sweet but not well trained”, “ The food was the worst we had all over Thailand”
WD

Tunemsaiudiy esasviowsauludnuneiiegusssy (objective feedback) 2zl
SnwauziBudoninuilenntu (longer expressions) tilsangnindniudesnanisiladovie
anngivilimuelivssiulaniolifiimeladenisuinisduy e ludssasiouds
wwsssudl dnvilgeunnuldinfneslstuvdoosladuang dadeivhlignéianladfs
wolafunisusnity o el mndesegvisieldaznuin desazviouduusssuinasdudoya
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Fedaifiaate (factual information) innnirdeyaidsensuniazamidn sauiegnétdan
Ingjasnssauneanunludnuazveaniunisal/wmanisal (describing events/situations)
Tnvonafindngunietesiisanve/dadeivinlignén3anlauseiula wiolifmelaluns
USN59893d05M AI08198U “On our first day, water heater in the shower didn’t work.
The engineering had to come and fix it. Later on the night, the toilet did not flush.
Again, the engineering had to come and fix it”, “ Our check-in process took too long:
the lady went into the back room with our passports and didn’t come back for 30
minutes. Granted, someone did give us wet towels and juice, but there was no other
communication” tJugiu

el Fesasvioudsauludnuasdanusssui (objective) agtglifuimsiansn
ansansaae s edumManmgilgnafanliseilavse liflewelalunisuinisvess
aosaldagreadaaunasininzanuinnindesdzvioudunusssy (subjective) wiaiily
USudsuasimuinisuinisitudely iesannidudssasiondedofiaads (factual
feedback) Uarlivana unnnitdedasiowdersual/ausdn (emotional feedback)

CMERERT

9nualunns1adl 1 iwuin (@esazienidsuan (positive feedback) 31ngnAn
Rerfuntinauiisnnundign sesasnfe susfesin waznisuinisemsuaziaiosiy
puddutiu wan3dell ervasiouliuszneunisTaeinldifiui gnirvesgsiadinualif
ANAIAYAUNTNIUADUTIIIN suaduein Lazn1SUSNNSeNTNTLATLATEIAN (M5
U3msomnaud) deman1itearnaed 1 didedunuillndifbsiunanisidelunnssd 2 7
wud 1dssaziiouBeay (negative feedback) eafuninem oglu 2 Suffuusn Fesauiis
Sosviparin

ol agifiuinnan1siFennaaed 1 uas 2 ddlidedunuiindreadeiu nanie
WINU wazresn 1Uu 2 {]ﬁ]é’aﬁwﬁ’zy%amﬂﬁu%mﬂuqiﬁaﬁﬁﬂLLsuﬁQﬂﬁﬂﬁmmﬁﬁ@
uazAAAnisgaInnsliuinig SsaenndesfiuauidevesinsUszina (Khoo-Lattimore
and Yunus 2016; Memarzadeh and Chang 2015) ﬁiz‘qi’l nnausazvieann 1Wudade
ddnyigalunislivinsvesgsiadiinusy Wesanndineuau Wuledousniignéiiau
Sududesdiufduiuslurazamedoudiin saufionadinisaeuaudoyavievenin
Prewmdounlomaluvasdin frfugnélasiiluedsusufemantsfiagldsunsuinig
NnwiieudousuRTuyweduiusia Tnsfeusuiifannmiinau viieliarudieivdegni
I¥egnawmnyan dansosin dudu 2 Jatousniduiu dgndliradeseeiouduinuasdeay
91988 unelein Vesinifuduuinsfigninlnategluresinfuszanatenuiuninni
nsldunnsiuduganelulsausy Tnsgndanunsaiuildvndsmeluiiesinia fauam
1nsgu viodulunainuesnanimdsll mngnAmuindsinuesaanislaibun
1nsgIuvesTEiulsasy visliduanAuRuidiell Aerevilnidnaavioselifanelafu
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AUANYBIVIRSN Laveraiuimsltidesasyieuiunsiaein fandendstuanuideves
Khoo-Lattimore and Yunus (2016) fiszyin viesiinidudaduddryfigniaianisgs manns
Tusnsvesiniideunnsoseliildumsgiu gnAnsinazFoasousenuitoliguszneunis
N3

A7UN15U3NITOIMTUATLASOIAL WU Lﬁmazﬁaud’gﬂwwjﬁ’jﬂL%amﬂuasauw
Reafunsliuinsermsitwedassnidundn (breakfast service) Inslamzogiadades
avvioudsauiifusznaumsnslinnuddymunanisidelumnsd 2 san1sidedauien
osueifiniuldin gnérvesiaeindrulugjiinvesiosinnientunmomsdnge fuy
anfrdumnnisdvsraunisallasnssiunislivimmsdhuesiaesn sl idesasiion
BsauiRnafunisuinisesnadienaiinangyseidiu wu dnidnau anufiesmeedemis
a1 RO UALAILALDIATDINEIDIMNT LABsar oA danTunanA LA A LAy
ALANYNSI RIS TTIVR SN TN Bdn WL Faylng g1asnsUspne SEAUDNE WY
wiunsinumseseld ﬁmmam'ﬂ,‘mmﬁmLLaummm@mﬂwﬁaqmmsmjmmmLmﬂmmu"l,@
szﬂa@maammﬂm%wmmim L% Khoo-Lattimore and Yunus (2016) kag Sangpikul
(2022) il Eesagiioudauidulspiuddyiiguimsiaoinasldlafionsiamuiuas
U5uUgsnanInn1susnissialy

dmdunanisidelumsned 3 RefuidssassioudsauludnvaziBaunusssnay
5U5754 (subjective and objective feedback) Fosunvludiui Hidefesnisasvieuln
fusznounndlafednunzveadssasiiouaingnéldesnadmaudstu Tnedliuin e
axfiouangnionaiiiadeninudun Sulsniunieanunanulifanelavesgndivie
Founnsosassansalily fafudnvasduunusssy (subjective feedback) mufivausly
5197 3 drudesarvioudsauludnunizsUsssu (objective feedback) Tdnwardulng
\Hunismssaumgnnsainieanmauesteunnsesmdedsiivinlignanlsifiensls 1wy nns
UftRuilidiudnenmvemiiney donunsedunsvinuremiinmuy viedgmeiuds
S1uauALAgeIN iednLndouvasTeatniivianisguainen (s Heildesaeiouds
auludnuaiz3usssu (objective feedback) Wudssaziouiiroutraiiiminuiefindngu
ADUTNT ALY %ﬂﬁﬂizﬂaﬂmi/ﬂu‘%mﬁaa%mmﬂﬁmmﬁ’]ﬁ@asJNLi'whu (priority) tiatn
Fesazeumatuluuiugaiaunisuinisely

Ualauauus
1. daauauuzdmiunsimanisidgluly
Usenisusn dmfunanisideiieatuidesassioudauan 91nm1s1eil 1 vinl
AUsznauNsMITUaaLlavesiaesaluiuaig 9 wu wilnaw desin N13uin1seIMg way
anmuwaIndon/usssniavesiaein Ussiiumanilitusiduriaingnérdiuiunn fay
fuszneumsinuaudwesnuesieluiielignduinaimdseivla amnufienels waziin
nawaindeUn savnsuugthiulsiuninfitaedn uonanduiusznaunsoratindes
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NIANTIMEINITIANT UNINEIRET1U4)anT571 \@5/
U 5 atui 3 (nquanay - Tguieu 2566) ool

azvoudauinuimuilunagniniinisnain wiegawnuressaess lngovniidunisviild
nanegULUL LU MahiausIaeinsiesUnmussnisuiniseng q Peduiiiugauieves
3a0sn Inedoasuazyszuduiusiiutemaing o vesiaedn wazsmsidunisidusaesnd
Dufinsfuiaandon niedaeindifonduiu ifeiadugaudevesgsia uenaindy
fuszneunsonatidssasyieudsuinangniuniiuganiesvedsansn Wieaisniuidesiy
Tunsiisinfunsiassn wu mahdvenidanUszaunsaiidvesgnidiaeunlduinng
v3ofi3unin Testimonial snUszandusiusiivled Woaanusiulaliungniidmaneld
(Khotimah & Sarno, 2018)

Usznsiiaes dmsuidssazviouiday (m519fl 2) Lﬁuﬂsmﬁuﬁﬂﬂizﬂaumi/
fusmssaesaastiauddaduetieds msedeindudssasioufionnadeuansenuse

e

Foidvaznmdnuaivesgsfald snlifinnsianuiuusduvsaduiidudounnses viad
MM sRaiiensUsuYTs msiiulfivesinuazdseuisanuazainneluviosin
\fosnildndiudosazviouniniign Inofuszneuniseraisuainnisguarigeine
(maintenance) faainuazdssunsmnuaznnegvaiiausuaznieslinuogiaueiilouan
it Tnsenaweumnglfununuatudugiuinseundn uenandu fusznaunisens
Fufudesiansunizeansuiulswonnsuvioninuledinsldausngum (renovation) A
ANUMLTANRALAINFLIALTOUYDINAT dIUNTHAILIAMAMVDINTNNUY HUTENOUNS
919UszynAliARIEBIRNNNANTUSNS (service quality) snfunuimaiielineusuuay
Walnidnaulraiusaliuinisniuaiua1anTanagA1Iufean15u89gn A1 (Khoo-
Lattimore & Yunus, 2016; Lo, A, Wu, C., & Tsai, H. 2015; Sangpikul, 2022) 131 n15ain
wifnaulfanansadaounisuinsiuidedeuaz dulunmdidyyilitugnd (reliability)
nsadsausiulaliuigndlusazidnsin (assurance) 19y AazDIAYBIKRN AN
Uaendy wazdsedulunsvesntnau aaenaunisineusulindnaudilafisainudesnis
193gnA1 (empathy) Lagn13mauALBINATlFBE1939A5Y (responsiveness) 14T N1
Anausueadiunisiaviateguuuy 1wy n1sneusulagyAaINTva903ANsIaY (internal
training) NS INBINTABUBNNNNBUTU (external specialist/expert) #IoN1THNDUTULTS
UHURNT (workshop) 1Uusiu

Usgnsiiany namsideiieatuidesazieudsauludnunsidanusssnas sy
(subjective and objective feedback) Fofunuludiuil ggreligUsenaunisidnlads
é’ﬂwmwaqL%&Nazﬁam%aaumﬂgnﬁwléfasmsfj’mwu?ja%u lnegusznaunisalsiiauddey
fuldesagiowdsay Wesneaimansznusedeidusuarnmndnuwaiveagsialdnailed
naly wenaniu Menseiidesasioudauludnvusdaunusssuar s Sl
AUsENRUNMTANINSILENLEELaE IR R UANE AR N SR USUUTINSUSAT (priority to
take action) Inglannzeg1sbadssazvioudauiuunnidudnuaziBegusisu (objective
feedback) G?faﬁmiwsimmmeﬁaiasm%’ﬂLﬁ]u N335 YRea LA YDIToUNNIBY VERENI
Tignénlaifianela Wdesazsiounngnénludnuasduiiroudnehimiin viefinrnindede

13



\@/ JOURNAL OF MANAGEMENT SCIENCE UDON THANI RAJABHAT UNIVERSITY
L Vol. 5 No. 3 (May - June 2023)

snnindesagiioudeensuniidennnuddn (subjective/emotional feedback) fstiu n13
AATwAdsariowdiauludn vzl TauusTTULAL USTIN A8t Usenauns/{uivis
Saesn annsanenLertayauazind i uANNAIAUDITEUNNT B4 1 Ifegnamnzaumnty
WlemsWaUiuURnMsuinsvesiaedsoly

2. daiauauurdmiunisiniseadedoly
Faulaferduiaesaiidufinsiudnnden nie3aesndiden onadnuiiiy
Rerdumsiteidsimnalubesmunmnisuinmsvedaesniuauiovelavestnviondio/
anén tioveneesdnnufifauauamnsuinislusiunesiaeindideilviniernennty
Lﬁ@ﬁ]ﬂﬁﬂ?ﬂﬂﬂiﬂﬂﬁ%%]LLazf‘ix‘iLﬁ‘%llD;I:ﬂi%ﬂEJ‘lJmiﬁiﬁﬂ’;’mﬁﬂﬁﬁﬂumﬁlﬂw’laﬂLL’Jfﬂéj@@J
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