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As a member of the Canadian Association of
Professional Speakers (CAPS) and Speaker U, Linda
is also a certified EQ-i Trainer and Coach, leveraging
internationally recognized talent assessments to
enhance communication, leadership, and change
management. Her expertise includes conducting
emotional intelligence assessments, training, and
coaching for individuals and teams.

Linda has developed significant strengths in
corporate strategy, team building, and business
planning, with a proven track record of managing
complex, multi-site operations. Her ability to
connect and collaborate is key to her success in
achieving goals in fast-paced environments.

Passionate about imparting the principles of
emotional intelligence, Linda inspires individuals
and organizations to harness this invaluable skill for
personal and professional growth.

This commitment continues with her second book,
The Power of Emotion, A Practical Guide to Making
The Most of Your Emotional Intelligence, and her
latest work, book, The Mindful Journal: Cultivating
Emotional Intelligence through Reflective Writing, 

LINDA MARSHALL
AUTHOR, MOTIVATIONAL SPEAKER, TELEVISION HOST, AND THOUGHT LEADER IN EMOTIONAL INTELLIGENCE

Linda Marshall is an esteemed entrepreneur, author,
motivational speaker, television host, and thought
leader in emotional intelligence, bringing over 40
years of experience in empowering teams to excel
and realize their potential. As the president of
Marshall Connects, she is dedicated to fostering
personal growth and leadership excellence.

Her debut book, Giving Back,
How to Find Your Personal Joy
and Make a Difference to Others,
goes beyond motivation, offering
readers a pathway to ongoing
personal development. 

ABOUT

"By strengthening our
emotional

intelligence, we learn
to work through

obstacles that stand
in the way of living a

full life - one that
unleashes our

potential. "

which provides 115 days of transformative
prompts for self-discovery and emotional
growth.
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https://www.marshallconnects.com/site/business-growth-consulting-webinars-books/detail/power-of-emotion-book
https://www.marshallconnects.com/site/business-growth-consulting-webinars-books/detail/power-of-emotion-book
https://www.marshallconnects.com/site/the-mindful-journal
https://www.marshallconnects.com/site/the-mindful-journal
https://www.marshallconnects.com/site/business-growth-consulting-webinars-books/detail/giving-back-book
https://www.marshallconnects.com/site/business-growth-consulting-webinars-books/detail/giving-back-book
https://www.marshallconnects.com/site/business-growth-consulting-webinars-books/detail/giving-back-book


An Introduction to
Emotional Intelligence

O N E
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E M O T I O N A L  I N T E L L I G E N C E

Definition:
Emotional intelligence (EI) refers to the ability to recognize, understand, manage,
and effectively use one's own emotions and the emotions of others. It involves a
set of skills and competencies that contribute to both personal and interpersonal
success. 

EMOTIONAL INTELLIGENCE ENCOMPASSES FOUR KEY COMPONENTS:

#1 Self-Awareness:
Definition: The ability to recognize and understand one's own emotions,
including the impact of those emotions on thoughts and behaviours.
Key Aspects: Recognizing emotions in oneself, understanding the sources of
emotions, and being aware of the influence of emotions on decision-making.

#2 Self-Management:
Definition: The capacity to manage and control one's own emotions, impulses,
and reactions, especially in challenging or stressful situations (also known as
self-regulation).
Key Aspects: Exercising emotional control, staying calm under pressure, and
adapting to changing circumstances without losing composure. *check this as
it said self-regulation before**

#3 Social Awareness:
Definition: The ability to recognize and understand the emotions of others,
empathize with their perspectives, and navigate social cues effectively.
Key Aspects: Empathy, understanding others' feelings, recognizing non-verbal
cues, and demonstrating a genuine interest in the well-being of others.

#4 Relationship Management:
Definition: The skill of using emotional intelligence to navigate and enhance
social interactions, build positive relationships, and communicate effectively
with others.
Key Aspects: Communication, conflict resolution, teamwork, leadership, and
the ability to influence and inspire others positively.
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Emotional Intelligence: What it Means

& Why it Matters | READ IT

Emotional Intelligence 101: How

Developing EQ Can Change Your Life |

READ IT

Mind Over Matter: Unleashing

Potential with Positive Self-Talk and

Mindset | READ IT

ARTICLES

The Thoughtful Journey: Exploring the

Pathways Through Which Your

Thoughts Influence and Shape Your

Being | READ IT

Assessing Your Emotional Intelligence:

Are You Emotionally Savvy? | READ IT
The Revolutionary Impact of Emotional

Intelligence: Unlocking Your Full

Potential | READ IT

The Inner Dialogue: How Your

Thoughts Shape Your Reality | READ IT

Embracing Emotional Intelligence:

Emotions as Catalysts for Rational

Choices | READ IT 

https://www.marshallconnects.com/site/corporate-growth-news/2017/06/24/what-is-emotional-intelligence
https://www.marshallconnects.com/site/corporate-growth-news/2017/07/08/strengthen-your-emotional-intelligence-change-your-life
https://www.marshallconnects.com/site/corporate-growth-news/2023/07/03/unleashing-potential-with-positive-self-talk-and-mindset
https://www.marshallconnects.com/site/corporate-growth-news/2019/11/16/your-mind-makes-you-the-product-of-your-thoughts
https://www.marshallconnects.com/site/corporate-growth-news/2023/07/10/assessing-emotional-intelligence-are-you-emotionally-savvy
https://www.marshallconnects.com/site/corporate-growth-news/2018/08/25/the-revolutionary-benefits-of-strong-emotional-intelligence
https://www.marshallconnects.com/site/corporate-growth-news/2019/03/02/your-mind-believes-the-powerful-thoughts-you-tell-it
https://www.marshallconnects.com/site/corporate-growth-news/2018/09/15/how-to-use-your-emotions-to-make-rational-decisions
https://www.marshallconnects.com/site/corporate-growth-news/2018/09/15/how-to-use-your-emotions-to-make-rational-decisions


NOTES
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Applying EI to Support
and Guide Patrons in the

Legal Library
Environment

T W O
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E N H A N C I N G  C O M M U N I C A T I O N  A N D
U N D E R S T A N D I N G

PG 8

Legal language can be dense; EI enables librarians to simplify information
effectively.
By adapting to patrons’ needs, librarians make complex resources accessible.
Building patron confidence through clear, respectful communication.
Understanding the various communication styles.

T H E  1 0  C O M M U N I C A T I O N  S T Y L E S

10
COMMUNICATION

STYLES

ASSERTIVE

EMPATHIC 

ACTIVE
LISTENING

COLLABORATIVE 

NONVERBAL

ADAPTABLE

REFLECTIVE 

SUPPORTIVE 

QUESTIONING
STYLE

DIRECT
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E N H A N C I N G  C O M M U N I C A T I O N  A N D
U N D E R S T A N D I N G  T H R O U G H  V A R I O U S
C O M M U N I C A T I O N  S T Y L E S

Assertive Communication1.

Key Point: Express thoughts and needs clearly while respecting others.

Application: Establish boundaries with patrons effectively.

Empathic Communication2.

Key Point: Understand and acknowledge feelings and perspectives.

Application: Build trust with patrons by showing you care.

Active Listening3.

Key Point: Engage fully and provide reflective feedback.

Application: Ensure patrons feel heard and understood.

Collaborative Communication4.

Key Point: Work together to find solutions.

Application: Encourage input from patrons for tailored assistance.

Nonverbal Communication5.

Key Point: Use body language, facial expressions, and tone effectively.

Application: Enhance empathetic interactions with patrons.

Adaptable Communication6.

Key Point: Adjust style to suit the audience.

Application: Cater to diverse patron needs for better understanding.

Reflective Communication7.

Key Point: Summarize and paraphrase to confirm understanding.

Application: Clarify patron needs and enhance engagement.

Supportive Communication8.

Key Point: Provide encouragement and constructive feedback.

Application: Create a positive environment for patrons.

Questioning Style9.

Key Point: Use open-ended questions to encourage dialogue.

Application: Uncover deeper needs and promote engagement.

Direct Communication10.

Key Point: Communicate clearly without ambiguity.

Application: Ensure clarity of information for patrons.
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R E S O L V I N G  C O N F L I C T S
A N D  N A V I G A T I N G
C H A L L E N G I N G
I N T E R A C T I O N S

In high-pressure environments, conflicts may arise;

EI helps librarians de-escalate.

Skills like active listening and problem-solving foster

respectful resolutions.

EI maintains a supportive, effective atmosphere for

patrons and staff.

T H E  B E N E F I T S  O F
U T I L I Z I N G  A  C O N F L I C T
R E S O L U T I O N
F L O W C H A R T
A Conflict Resolution Flowchart provides law librarians

with a structured approach to handling disputes, which

enhances patron service, reduces stress, and promotes

clear communication. By ensuring consistency in

applying policies and outlining actionable steps,

flowcharts help address conflicts fairly and efficiently,

reducing time spent on recurring issues. This tool also

aids in skill development for de-escalation and problem-

solving, improves documentation and accountability,

and supports well-being by reducing the emotional toll

of challenging interactions. Overall, it fosters a

respectful and professionally managed library

environment.



C O N F L I C T  R E S O L U T I O N
F L O W C H A R T

INFO@MARSHALLCONNECTS.COM WWW.MARSHALLCONNECTS.COM+1 905-317-5644
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ARTICLES

The Silent Communicator: Deciphering

the Impact of Your Body Language |

READ IT

Listen Up! Why Effective

Communication Begins with Listening |

READ IT 

Is It Time To Realign Your Values With

Your Life? | READ IT

Conflict Resolution 101: Essential

Strategies for Leaders in the Workplace |

READ IT

Why Listening Matters: Transforming

Employee Relations with a Single Skill |

READ IT

The Impact of Mixed Messages: What

Your Words and Actions Really Say |

READ IT

Effective Emotional Control at Work: Six

Practical Tips for Success  | READ IT

Reviving Communication: Quick and Easy

Tactics to Fix Broken Conversations |

READ IT

https://www.marshallconnects.com/site/corporate-growth-news/2017/12/02/understand-the-impact-of-your-body-language
https://www.lindamarshall.ca/site/blog/2023/02/17/how-carefully-do-you-listen-to-others
https://www.marshallconnects.com/site/corporate-growth-news/2017/01/21/time-to-realign-your-values-with-your-life
https://www.marshallconnects.com/site/corporate-growth-news/2017/10/14/master-conflict-resolution-workplace
https://www.marshallconnects.com/site/corporate-growth-news/2017/04/14/how-listening-instantly-improves-employee-relations
https://www.marshallconnects.com/site/corporate-growth-news/2018/03/03/have-you-been-sending-mixed-messages
https://www.marshallconnects.com/site/corporate-growth-news/2018/12/01/tips-to-manage-moods-in-the-workplace
https://www.marshallconnects.com/site/corporate-growth-news/2019/03/16/easy-tactics-to-fix-broken-conversations
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Understanding Vicarious
Trauma

T H R E E
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W H A T  I S  V I C A R I O U S
T R A U M A ?
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Definition:

Vicarious trauma, also known as secondary

traumatic stress, is the emotional and

psychological impact on individuals exposed to

others' traumatic experiences.

Key Point:

Exposure to trauma in the workplace can impact

emotional well-being, requiring awareness and

coping strategies.

C A U S E S  O F  V I C A R I O U S
T R A U M A

Repeated Exposure to Trauma: Regularly hearing or

dealing with traumatic stories or cases.

Empathy: High levels of empathy and compassion

that lead to emotional investment in others' trauma.

Lack of Self-Care: Neglecting personal needs and

well-being.

Inadequate Support: Insufficient emotional or

professional support systems.



K E Y  C H A R A C T E R I S T I C S
O F  V I C A R I O U S  T R A U M A
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Emotional Symptoms:
Chronic Fatigue: Feeling constantly tired, even
after rest.
Emotional Numbness: Difficulty experiencing or
expressing emotions.
Increased Anxiety: Heightened sense of worry or
fear.
Irritability: Becoming easily annoyed or frustrated.

Cognitive Symptoms:
Intrusive Thoughts: Recurring thoughts about
clients' traumatic stories.
Difficulty Concentrating: Trouble focusing on
tasks or remembering details.
Negative Worldview: Developing a cynical or
pessimistic outlook on life.

Behavioural Symptoms:
Withdrawal: Avoiding social interactions or
activities once enjoyed.
Changes in Appetite or Sleep Patterns: Eating or
sleeping too much or too little.
Hypervigilance: Being overly alert or easily
startled.

Physical Symptoms:
Headaches: Frequent or chronic headaches.
Stomach Problems: Issues like nausea, diarrhea,
or stomach pain.
Muscle Tension: Chronic aches or muscle pain.



S I X  S T R A T E G I E S  F O R  M A N A G I N G
V I C A R I O U S  T R A U M A

PG 17

Self-Care:1.
Engage in activities that promote relaxation and well-being, such as
hobbies, exercise, or meditation. 
Ensure adequate rest and nutrition.

Professional Support:2.
Seek supervision or consultation with colleagues to discuss difficult cases.
Consider professional counselling or therapy for personal support.

Boundaries:3.
Establish clear professional boundaries to separate work from personal life.
Limit exposure to particularly distressing cases if possible.

Peer Support:4.
Build a network of colleagues who understand the job's demands and can
offer support.
Participate in support groups or professional organizations.

Training and Education:5.
Engage in training on managing vicarious trauma and self-care strategies.
Stay informed about the signs and symptoms of vicarious trauma.

Work Environment:6.
Advocate for a supportive work environment that acknowledges and
addresses the impact of vicarious trauma.
Encourage organizational policies that promote employee well-being.
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Emotional Resilience Unveiled: Surprising

Strategies to Reduce Emotional Hijacking

| READ IT

ARTICLES

Navigating Stress with Grace: Building

Resilience Step by Step | READ IT
Cultivating Authentic Connections: The

Role of Selflessness in Relationship

Building | READ IT
The Art of Emotional Regulation:

Strategies to Counteract Emotional

Hijacking | READ IT
Embracing Change for Personal Evolution:

Getting Out of Your Comfort Zone | READ

IT

Building Inner Strength: The Key to

Resilience in Life's Ups and Downs | READ

IT

The Healing Power of Positivity: How

Positive Emotions Boost Our Health |

READ IT

https://www.marshallconnects.com/site/corporate-growth-news/2019/11/02/a-easy-way-to-reduce-emotional-hijacking
https://www.marshallconnects.com/site/corporate-growth-news/2018/05/19/a-true-test-of-resilience
https://www.marshallconnects.com/site/corporate-growth-news/2018/06/23/when-building-relationships-its-not-all-about-you
https://www.marshallconnects.com/site/corporate-growth-news/2018/05/12/ways-to-take-control-of-an-emotional-hijacking
https://www.marshallconnects.com/site/corporate-growth-news/2019/01/12/embrace-change-get-out-of-your-comfort-zone
https://www.marshallconnects.com/site/corporate-growth-news/2019/01/12/embrace-change-get-out-of-your-comfort-zone
https://www.marshallconnects.com/site/corporate-growth-news/2017/02/26/how-resilient-are-you
https://www.marshallconnects.com/site/corporate-growth-news/2017/02/26/how-resilient-are-you
https://www.marshallconnects.com/site/corporate-growth-news/2018/12/08/motivating-truths-about-the-value-of-positive-emotions
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Ways to Use Emotional
Intelligence to Connect

with Patrons

F O U R
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E I G H T  W A Y S  T O  U S E
E M O T I O N A L  I N T E L L I G E N C E
T O  C O N N E C T  W I T H
P A T R O N S

Active Listening: Engaging fully in listening without

interrupting, which helps patrons feel heard and valued.

1.

Empathy: Understanding and sharing the feelings of

patrons to build a compassionate, supportive relationship.

2.

Effective Communication: Clearly and respectfully

conveying information to prevent misunderstandings and

foster trust.

3.

Emotional Awareness: Recognizing and managing one’s

emotions to respond calmly and effectively, especially in

challenging situations.

4.

Building Rapport: Establishing trust and a positive

connection through friendly interactions and a welcoming

demeanor.

5.

Managing Stress and Emotions: Keeping emotions in

check to handle high-stress situations with composure,

benefiting both librarians and patrons.

6.

Customized Approach: Tailoring support to meet each

patron's unique needs, creating a personalized, helpful

experience.

7.

Problem-Solving: Addressing patron concerns

thoughtfully and finding solutions, which boosts

satisfaction and loyalty.

8.

Using these EI-based techniques enhances the library

experience, builds stronger connections, and improves

overall patron satisfaction.
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ARTICLES
Gold-Medal Mindset: Visualizing Success

as an Olympic Athlete Does | READ IT

Mind Over Matter: Unleashing Potential

with Positive Self-Talk and Mindset | READ

IT
Awakening Self-Awareness: Valuable

Practices for Personal Transformation |

READ IT

Building Blocks of Success: Strategies

to Project Yourself Successfully | READ

IT
Empathy: The Key to Deepening

Relationships | READ IT

QUIZ
Self-Awareness Quiz  | QUIZ HERE

Greeting People By Name: How to Reap

the Unbelievable Benefits | READ IT

The Silent Communicator: Deciphering

the Impact of Your Body Language | READ

IT

https://www.marshallconnects.com/site/corporate-growth-news/2018/02/17/visualize-your-success-like-an-olympic-athlete
https://www.marshallconnects.com/site/corporate-growth-news/2023/07/03/unleashing-potential-with-positive-self-talk-and-mindset
https://www.marshallconnects.com/site/corporate-growth-news/2023/07/03/unleashing-potential-with-positive-self-talk-and-mindset
https://www.marshallconnects.com/site/corporate-growth-news/2019/01/19/strengthen-your-self-awareness
https://www.marshallconnects.com/site/corporate-growth-news/2017/02/03/project-a-successful-you-to-the-world
https://www.marshallconnects.com/site/corporate-growth-news/2017/02/03/project-a-successful-you-to-the-world
https://www.marshallconnects.com/site/corporate-growth-news/2017/07/29/how-empathy-can-enhance-your-relationships
https://www.marshallconnects.com/site/emotional-intelligence-online-quiz
https://www.marshallconnects.com/site/corporate-growth-news/2018/09/22/the-unbelievable-benefits-of-greeting-people-by-name
https://www.marshallconnects.com/site/corporate-growth-news/2017/12/02/understand-the-impact-of-your-body-language
https://www.marshallconnects.com/site/corporate-growth-news/2017/12/02/understand-the-impact-of-your-body-language
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EI Strategies for Law
Librarians: Enhancing
Well-Being and Job

Satisfaction

F I V E

PG 24



PG 25

I N S I G H T F U L  M E T H O D S  T O
E F F E C T I V E L Y  N A V I G A T E  A N D
M A N A G E  E M O T I O N S  D U R I N G
C O N S U L T A T I O N S
Law librarians face unique stressors. Developing EI can help manage emotions
more effectively and improve job satisfaction. 

Self-Awareness: 
Mindfulness Practice: Engage in regular mindfulness or meditation
practices to increase awareness of your thoughts, feelings, and bodily
sensations.
Journaling: Keep a journal to reflect on your daily experiences, emotions,
and reactions to better understand your emotional patterns.
Feedback: Seek feedback from colleagues and supervisors to gain insights
into how your emotions affect your work and interactions.

Self-Regulation: 
Stress Management Techniques: Use techniques such as deep breathing,
progressive muscle relaxation, or visualization to manage acute stress.
Time Management: Prioritize tasks and set realistic goals to avoid feeling
overwhelmed.
Healthy Boundaries: Learn to say no and set boundaries to protect your
personal time and energy.

Motivation: 
Goal Setting: Set clear, achievable goals that align with your values and
professional aspirations to maintain motivation and a sense of purpose.
Positive Reinforcement: Reward yourself for achievements, no matter how
small, to stay motivated and positive.
Continuous Learning: Engage in professional development to stay current in
your field and feel more competent and confident.
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I N S I G H T F U L  M E T H O D S  T O
E F F E C T I V E L Y  N A V I G A T E  A N D
M A N A G E  E M O T I O N S  D U R I N G
C O N S U L T A T I O N S  ( C O N T . )

Empathy: 
Active Listening: Practice active listening with colleagues and patrons to
better understand their needs and perspectives.
Perspective-Taking: Try to see situations from others’ points of view to foster
empathy and improve relationships.
Support Network: Build a support network of colleagues with whom you can
share experiences and offer mutual support.

Social Skills: 
Conflict Resolution: Develop skills in conflict resolution to handle
interpersonal issues effectively and maintain a harmonious work
environment.
Effective Communication: Improve your communication skills to express
your needs and feelings clearly and to understand others better.
Team Collaboration: Engage in team-building activities to strengthen
relationships and enhance collaboration within your workplace.
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ARTICLES

You Should Sleep on It for a Successful

Outcome | READ IT

Self-Care: A Remarkable Gift that Keeps

on Giving | READ IT

The Hidden Benefits of Putting Pen to

Paper: 10 Unexpected Ways Journaling

Transforms Your Life | READ IT

Paving the Way: Strategies for

Establishing a Regular Journaling Practice

Routine | READ IT

Mindfulness: The Secret Ingredient to

Embracing Life's Fullness and Potential

| READ IT

Embracing Mindfulness: A Pathway to

a More Meaningful Life | READ IT

Empathy in Action: Unleashing its Power

in Conflict Resolution | READ IT

Every Interaction Counts: Embracing the

Wisdom in Every Encounter | READ IT

Cracking the Code: Is Your Natural

Communication Style the Missing Link |

READ IT

https://www.marshallconnects.com/site/corporate-growth-news/2018/04/28/time-the-difference-between-responding-and-reacting
https://www.marshallconnects.com/site/corporate-growth-news/2020/09/12/self-care-remarkable-gift
https://www.marshallconnects.com/site/corporate-growth-news/2017/08/12/10-ways-journaling-can-make-your-life-better
https://www.marshallconnects.com/site/corporate-growth-news/2023/08/09/strategies-for-establishing-a-regular-journaling-practice-routine
https://www.marshallconnects.com/site/corporate-growth-news/2019/09/07/mindfulness-important-aspects-of-life
https://www.marshallconnects.com/site/corporate-growth-news/2018/02/10/can-practicing-mindfulness-really-change-my-life
https://www.marshallconnects.com/site/corporate-growth-news/2018/01/20/the-power-of-empathy-in-managing-conflict
https://www.marshallconnects.com/site/corporate-growth-news/2017/01/08/you-can-learn-a-lesson-from-everyone-you-encounter
https://www.marshallconnects.com/site/corporate-growth-news/2018/07/28/is-your-natural-communication-style-the-missing-link
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Give the gi f t  o fGive the gi f t  o f   

C L I C K  T O  P U R C H A S E

EMOTIONALEMOTIONAL
WISDOMWISDOM

https://www.marshallconnects.com/site/emotional-intelligence-books-linda-marshall-author
https://www.marshallconnects.com/site/emotional-intelligence-books-linda-marshall-author
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