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JizlnwHr 2T, FD R, IARRAREVWESETLENE LT, AYEICHL
RIZWERHA, Brobk EOFEEFATEY FTDOT,
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LTEALY ) ZEVETD, HLARISWEREATLE,

7 AU NOEFEHITIX, AT 1E, %% “The store has a manual and has a written rule
in the store that this coupon does not apply to bananas.” &, —E (Lo TV7228,
ERENCHRRZ MRS R, “I' be very happy to accept your coupon.” & &5 T2 —iRy
PEHESELZLICL TV, B— LT L ABDA o ZE2—Tld, “We're here to take
care of customers. We want them to come back.” &Rk, ikt OB HIIRAE O K% #
HLTOZETHY ., FHRSHHIZL Y | FROE VR AR L O LT HRER RN
MHDIEXFEBZ D,

(2) Q2. [EQFLENPREEDIKR (V—RUDIL—ILHTEHE)
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20%51 &M 14), —H. TAVANE, 104F 54O MEN LKLY 7 —KR A%
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14),
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—Q@5H%OUE 5% TTR, RHXFERELTHEIIC, FLEEXETOT) (3P)
@7 =R AT TS H0DIFIICEMIINVETOT, TWEHEANIDLIICE
HTWeEWTEY 30T (6P) —@#E THLIRZEWERA] (BP) Tholo, Z
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EH, Hrot/hEL Throt Az Wb LW ATTINE L, L
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EFTTLXID

2C ZARNIWE, BEHDLDITRWEA,

3P Ho, TWWEHA, HLIRIZSWEHA, EBIZ, EOFITHLELT, 5% T
TRBRLIRXLFERELTDLLICHULBRZETOT HLRISWVEREA,
/:,\E[ ..

4C A% LR THENITE S LTINDAT,

5P — S bHLDIFIICRHRBEISNVETOT, TVERANRZOL I IZEZETCWEE
WTHEBDETOT, HLIRZZIWERA,

WDOT AU A NSINEF O (A10_RPQ2) TiX, M¥WNIs —HR 2 IR0
] C/NE W :Ob\fﬁﬁﬁl’éb f’ﬂ@ﬁ%ﬁﬁu%@&)é: EERBRTZD (1P, 3P), BED
KEFHICHE L TRE D72 ERICENT & o7z (5P, 7P, 9P, 10P @ “I did a little
pushing and pulling”) _@ﬁaﬁ@‘b’ﬁﬂﬁi\ JEE EEEMNMPE O X D120 EENAEA
HINCEE DT OIZENNTNWH Z L Z R LTS, £ LT, £DH L, 10P T “they won't do
it again, but they allowed me to honor the coupon” ¢FEL. 7 —HRL2MEx D XK H1IC
o2 EERLENRL, JEHOANME “they” LMONEBEZID Z & T, BIZIEE LR
2L OLHEPIEEEAZRED T D, Ll 72, ZDE T, “You know, our customers are
very important to us. We really hope you'll continue shopping with us in the future.” &
WO RBLT, HEIL “our” R“we” LW FEETHMNMIEMO—BTHDHZ LERL, M
BBRREILE WS EDT 2T E— N LD OBEDOHR T 25 &V ) Sl > T
oo TOXIITHEDKRFG T/ > TEIK XISIL, BARNTIT RS, 7 A Y I NITFRHEE 72
JERFDOFN T -7, BIZ, B—=ATLAEOA L F Ea—TiE, TADLDOXISOERH &
L T. “Because I put myself in the customer’s position.” & ik, FHE DN HHIZ/2 -7~ 2
LR FETo, BED SNS TIEICARIRERAZ T et a &R L2 &2 Lz 20Tk
~7z, BT, “Do you want to lose billions or do you want to lose $1? That's how I think.”
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TholcZ %Lz,
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&7 AV NOEEERF: (A10_RPQ2)

1 P: I'm so sorry, it's so small. I understand, I know it's very hard to see. It's right
there.

2 C: Oh, I mean you know I'm 75 years old. How do you expect me to be able to see
this?

3 P: You're absolutely right, I'm going to tell management that this is far too
small because we do have a lot of customers your age, and that's
unacceptable. So I'm going to let them know. Is it possible that you might
want a different item that we could switch..?

4 C: Unfortunately my granddaughter's coming tomorrow. She loves bananas. I
came to this store to buy the bananas.

5P: Oh really?

6 C: And I, you know, was hoping to use this coupon.

7 P: Yeah. Let me speak to management and see if there's something I can do for
you.

8 C: Please.

9 P: Yes, because that is too small. I totally understand. Yeah.

(ERNZHERZIS)

10 P: All right, so I did a little pushing and pulling, and it's a very special case and
they won't do it again, but they allowed me to honor the coupon, but it's only
this time. You know, our customers are very important to us. We really hope

you'll continue shopping with us in the future.

(3) Q3. [EDHELEMNLZIMKR (4 —FRoDIL—ILHBRFE)
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EROZRIZH LT, JERIOIEYS A FiRT 5 2 & THEEDKLB L T, —FH, T A
UANTL104F 24087 =R O EMo0OBEEZK>T, 2D 24D 5H0D 1
40, ERNCE OGN % T, AR CEHEOBEZICHG Lie ERTERT A h THAHTIT
BOENRT AV INZDOHRRLLNDRIEFETH -T2, KfF 2.2 2 ),

n—/L 7 A OEERE D L BARASINE (J10) X, (207 =R Tk, K&ER
FTTThR, Bz e s, BEOTITIVETO TR, KEHRLIRARVWATT IR
b, (BEW) WEELS ZETEERA) LB, V=L OB REZHRBIC —RAfEHE
—ELTHiotz, B— LT LABDOA U HE2—TlX, ZOXEOEBIZONWT 22T
BODLDITFICOMDASANS ] Bk — M ES KRR O EYS M Z2 FIE L Tz,

—J. 7TAVBASNE (AD) 1%, tOpEMR L7 —RUPFHTELZ L 2R LN
b, 7 —RATIN—NABENTHSH Z & ZPHIZ, “Unfortunately, as I said, I cannot give

you this discount on the fruit. I can give you something. A discount on whatever else,
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however, not on the fruit, as is written there.” &b~ 7 —R AR ZWr->72, Mz T,
A IFIZRKAIITEIG 2 LT D ATEEMEIC DWW T b filidy, (T EBERICHE L Th b &7
HDGH b H T, B — LT LA DA U H Ea—TiE, 7 —RoEWiozBl L LT, “Its
very black and white, yes or no. No, we cannot accept that.” & | Biiik > H A A S (J10)
ERIBRIZIE RO EYSMEZ FE L T,

Flo, BETHEOEZITHIG LIFIE LT, 7AW AZIME (A10) 1%, & LT
27 =R BT LT TERVWERD—5 T, “You know what? I'm going to give
it to you anyways. But this is a secret. Yeah, so, you know, don’t tell anyone.” & ik~ H
BRI AR LT, m— L T LA HOA v Z B a2 —TiE, 2 O3NSO & LT,
“He explained his situation he’s having a hard time, fixed income. He said that his
granddaughter is coming and she really likes banana, so why would I ruin that happy
moment for $1.” & & 2 | A ORFRNAEZ L, BFELETELV L0V D BWNZONTR
R, F2L 4.1 (2) THZBME (A10) WA X B2 —Tl_7=X 512, ZOIExEbif
KOETCHXADZ LB RABZTIGHTHDH L Bl LT,

42 HE
AARNET AV ANDOBNE L BT, BHIEOSEIZEHI WD, Wi, JEEH
DEMEN—ELME LR »olza— L7 L AL K2 TR L7ZQ1~Q3 @ifwéa\%ﬁ(?r
301) oF T, HRATEH2HELM 27Dkt L, 7A U B AT ST, (Zh
HOBE— LT LAIZONT, BRANI2HO S L 1T —FR - OFEREZRD, 7AU D
AD BRI ET T — R DEHEZRD TN D,)

n—L7 LA TOEFHEERDL & ARANDGAIIF CRFEOHR THH#BEOSEAMED K
LR L, BEOKIFHELEZMLIT LY L LTWABIRRZT NS, 7 —RAHICS
W, 41&)T%ﬁLtQ1®E$A®%%WQMRHm>T%[¢Lﬁ§§wiﬁ
) REDOBEOFEE L HEH L, oKL EEMICEZTHEY (1P, 3P, 5P,
11P, 13P, 14P), #F9EZI#F 10 4 DN THR B EZHIEOSELHEH L Tz, Z0H
INFIE, M2t T 30 FELUL EBDT-RBRICHE ST o — 17 LA 2B T T8 x5
ZLTWe, BlziX, 13P CIEEimOBE Z -t 2 MR+ 28 5 &) Bl % LT
W5,

Fo, BEETHIRET2ERICOVWTA V4 Ea—Tanzl, fidosing (J4) |
(RPN S T3> T, JFRRRH - TE-TEXTHoLeDEMNDH, £ X]Lb“C
RPN E ST LE ST TN 2 EICKT HRFEOTT, 2 TH->TNDHDIFT
70 L& 2, RIS, Lo BARASME J3) b, (913, BEHEOKICES T
ZEICKH LT, HLIRZZWERTA (EHIET D)) L&, Lt OFH—BRE & L TRED
Km_@bfwé_k_ﬁbfﬁﬁﬁéﬁgﬁ%%bfméoit\EKA%M%‘U&

ki 7‘7‘:: LT, #MpLE0RFEITTIKKARY £ L7, BEETEHN T
&%%F%r EIZP S KEI> T SHICEONTEOT #dEE LT ITWVNA——
h\@O%%$Lm@é%9@£%bfﬁOTtkmﬁj&éz\ﬁ%@igﬁﬁ )

J
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FORFLEELL BRADTOICEHORELEETHLEVIBER LT,
UFOT AV B ANOBMEDOEER (AS_RPQ2) TH, #IFOSHEL L bz, ‘g1
understand” & WO REEZNMZ, IVHEOZFHLIZHFEVR-T-HOFEZ LTS, (4.1
(2) TRl L7 (A10_RPQ2) @ 1P THFEEARKRHEMNHN TN D,)

&7 AU NDEEF: (A3_RPQ2)
1 C: But, I mean, I'm 75 years old. I have prescription glasses. It's very hard to
read this. I think it's deceptive. I think you're deceiving people.
2 P: I understand, sir. I'm terribly sorry for that, I will give the feedback to my
management, and we’ll get the text bigger. But for now, it’s our company

policy that we can’t use this for fruits.

4.3 $R&

WK 2 RBUL, BARAN, 7 AV I ANORHIEOEFICR O, BARASME (J9) O
Q2 DEFETIEL, HEOFRIZH L, [brolFnha, hE o THADOLNSTZDONE
A0 FERA, 22, brok, BEWTHATT L, HLRIZWERA) &, #5E
ZRERNRS | FHINSNWZ LICOWTHFORFRELEE LR SN H o7, £z, 4.1 (1)
Tl~72 Q1 D HAANDEERG] (J4A_RPQ1) Ti&, 1P, 5P, 11P T [£5TI&WE L
Tein) T EERELUTHFAIMLE S L LTWHAEEREY 11P Tk B0, b
SOIYEZBRRNAN] 5o TRIEDOHEZRE DLW, HENEPNTWH VL GEZHE
fig « RTDREE LT\, BIC, A F Ea—TIHHAAOSME J4) 1%, [(EEF
DREFED) BRSNS Z LR FHFVIRY 2L S 2 TENUR, GEEXINIL) Zo8 LW &
TRV LR, FROR[FFHICHET 2 2 L%, EIEERRITE L T & 72 2 TREMEN
bDZLEMBEL T\, £z, AARASINE (J1) 13, @aBEROMEF CaEmE IcHE L
TWSERNG, Q1~Q3 DIEX 2 L T, mliiDEFICHIZD > D LFELMT, HF
EERNRDLA L P R—a U THlEE LTV, B— VT LA DA U Z a2 —Th, iz
& 2N BFFORWAE BT 2851 %3 5 BV OV TR TV e,

T AU A ASIME (A5) O Q2 DEFETIE, “unfortunately” THZE O &G H %
RFL, FOhSIEIZH L TH “I do understand how you're feeling.” & Bfif %7~ L7=,
F7, 41 (2) Tikx7z (A10_RPQ2) OXFEFITIE, 2C T l&l#EihSnWFaaiE
HB0] EFEDHNT-%. 3P T “I'm going to tell management that this is far too small
because we do have a lot of customers your age, and that's unacceptable.” &JH& L., F
DI NZ & L CRIEZ R LoD JEIXEEOBE D =— X ZRHET & Lk _T,|
RO E BN o> TS, 72 [/ USINE O Q1 DEFETIL, “You're absolutely right
and I think that's not right at all. If I were you I would be very frustrated as well.” &
B BONBEDNS B Tz LTS Z L2l LN LT 2,
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5. BF

AMFFETIE, JelC Il L7z 3 e IS B 2 EeR A G, 2019) LakEE7ERRT A b
CaJF - 1R, 2019) OFREREZBRFEL N6, JERLEBEDOA 2 —T 7 a %D
BINFE OISR EBE L TX7-, AFiTIE, 2= AT LA AV X a—DfRAF L7
NEH, UTFTD 20D TELRL TNER,

51 [EEE LTODABRUBEDEWNEA A —THLa2TODELE

JEBEBEDA L H—T 7 gy ORTJEENBSONIGE &S 2 TWici £,
FIMNED LB L T oTehy, LWV LB OAEDOBRNDERE L TNE
TV F JEEORFICAONAHRTA A+ A K77 ¥ — (Brown & Levinson, 1978,
1987) 11 (IZHOWNWT H BT D,

AHFZECTERY EFRERE (X 2: Q1~Q3) 1T, 7 —RrOEHICE L CEE & OF|
ENFNL L, ZTOHFTEITIENENIHEN, JEERTH HHFESINH KD BT,
RETEACT A RN CIE, 7 — AR OEHIZAARNITIT A U I NIZHARTHEIZD RT3,
A OE— LT LA TH, HAANL, TAUVIANIERT, 7—FRrz2HsELo &
T, JEOF R - ToIbxt BT BB NS o7, Fo. BTRIE. REEERT A b
=N T LA DEFIZEBNT, HRANOBNMFIZEI D ZIEHI, m—A T LA DR
FEDOPA D TIEE & 7o < # VIR SN AEmR - 72,

HARAZIEIL, EE LW JEAO A E L THFICEEIDIGS L, JEOLV— L& 5FE D8
KA R > TV e, —BRIICAARTIX, BEESIERIIERE LESG0ENRH Y | fitd
Btk TR ITEBIR e DA Fio, HIZ, SRIOR— LT LA TiE, TRERS>TWD ] Hiln
DEEDRNEE CRHERTRE THoT, IOV TH, HARASIEIXED
=R, BEEOHF T—H LT — R DA EERT DRGNS0 > T2, BED
Rz TEXHETMA D280 TH#TE 28 ViEL, BEEEALEL I E LTV, Ziud,
KA LD, FHT AT R IFIA XA« ZAFTTO—THY, 2L TEE
DELEWS | LD 7 oA AMBEITAL2 OREEITV, 7oA EDBEROREEL EZFD,
WEEIRR L LD T RN b o7, Elo, HIRLFRIC, SHBOWELIRDH Z & T
BEDRMEERDE N E LTz,

— BT, T AU ABINE ORHEA SR T, AR T A b ORER L FERRIC, BAA
WZHARTI =R REB| 2RO DH L Tholz, TAU D ADT—LT LA TIL, XD
BN, ERIOARE LT, RENEDOLV—LIEY . 7 =R O ZW5 2 & 250
DL TRIAL T\, & AN, KO ERZ B2 T, “Let me speak to management
and see if there's something I can do for you.” (A10_RPQ2) (Kfg 4.1 (2) &) 72 &
EEoT, BEDTEDIATEITH5Z 2R L, BREICZOXIIITEITHL D107 D,
(2.2 TRUEEHKGETERT A FOFERNO S, 7 AU I NIT THEDTZDIZE] L)
HHOREZE NS >T-,) LT, BELELCVID #35hCHELIEE LT, (7—FY
EHATH L)) MUHMZIEET S22 2=F 0 MRS, BEEMEO X 51k
V. BEORIRE LIRS 21782 B> Tz, SELEb. FEORILUCHE> TIERIO AR
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DMLV % “they” & “we” THWIIT, LERGHE TIIA N EBENLVBEBRTHS Z
EERFIORTREZHAHERA LTS, £0%, BEOELZEY 7 — KRR 2789,
RAECHNZITER & L TRHEEOFREZE L T,

MONIERMONE & LCBA LA v Z =T 7 v a v, EEOELEZMN 2 L HE795
HCRE &R CNEBALE & 72 0 | BB ICiE, £, IR ONIGIZ /> Tt 2 2 Tz,
FERE LT, BENMET DGR & 220 | FEROIEDOFIZRIZIEIT L S L35, RERTR
s BT =y a RGN Thote, WA E -SHETHELA TIE, AEAL
DM OEBEERFED DR T 47 + RT7A PR APREMRIN TS (Brown & Levinson,
1978, 1987) 23, AWEDOT AV I ANDIEXCRK LIEE O LWBEREZ 5\ o7cZ &
DEBETHA9, ZHCHEEL T, TAV IO —ERAEXETIE, BILWALS SR
DEHIRT VR — = ARAFEN 5, 2017) . BE L ORKIT (AAD X S I
MEDBIFRTIL72 <) HEDOBIRTH D, > T, FRCREEDOFOICFIENRIL L7z LTH,
EDHRDA L Z =T 7 a ORTHIBBRLEEZST VRN TH -T2 ER D,

ZOEIT, HRANET AV BANTIE, JEBE L TONLBAEDENDRH D08, w1t
JSIZBIT DBEOKFFHIZ K] 72RBUL. HRANET AU D ANDOH DO —LT 1
A THE STz, THE) TR L OB W ARBIROMEICHBR L, wHE RIS ORI HEL
TetE R d, T & 3R YT 47 c ARTARRA A RTTUV—THDIN, X
AT 4T - RT7A DFABERTHLARNCE, [ DADEH S TNDZ En
02— AR, U 2 — DOFERPREE LTV,

5.2 SNE DIEERA RBR L F= IS xt

ARG TIIRFEDERMICIRET T, AARLET AV I, TRTNOEREREERE —>2D
REBREMFEME LTHRZ, ZOF TOEEMSICET 2 S 2R LTz, Ok
. 5.1 TR L ST, BARLT AU I OBEEERTORKLMHEFCEE I S (i
Ipolz, —HT, a— LT bADA U H—T 73 TE, BINEOHBRECER, R
BREICEDHELHLOND Db BT, Hl X, BERE B ORBRARWSINE (J4)
X, BIIEA D R RN DR S S D TERNNZ L, WaBRotFEIcieF LT
WAHSINE (J1) 1%, BEREFICEET A5 LA Tr— LT LA ZTo Tz, £, KA
fie LCTEIWTW DA (J2) 1%, HENSERICET DIERICESWTREICHET S
ZEMRDOENTND 2D, AFFRDOEFRISIZONTHEO Tt 2 EHE L, BEDOH L
HEZRE LT 2580880 o7, £7o, &R (60 1) T, BEEORBNEN
ZN#E (J10) 1%, GEROELENRN Q3 TIEZ —HR 2B 5 _R&E Tlleunding)
HfEE L THDRE RIS ZMBEEL T, 7—RU2HE B L THES LTV,

6. HEHYIZ

AWFFEClE, ESP O FEICERGR O TIELZISH L, BARANE T A U B NOEGRIEG
DORBROBLBZMEIC LD — T LA 23 LTz, Ziuck ., FHEHE A SRS
FELSEEDOHGE (ESP) E HAGEARETHZ LN TE, T—H &2 L=, lcdT-
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T BTG RS S B9 5 EEEA & REE e T A ORI R ERFET S, n— AT LA TO
BRI T LTz, BREESERT A R ClE. BFEW & DSBS L £ 2D
KEHIZRILD) IR LB SRV, B— LT LA T, BEOA X —T 79D
HCXHSDZLT DT DBIERTE |, JEE & LTONBE OB EEWVIZOWTHELET
W7z, AARNE, B LIGxC— L2 BEIZFY | BFICEBICHIE L T, 3,
WG SE D 2 ENEERISOTIETH ST, T AV NE, EERETH- ThH, BE
EXEEE L TCWSHTHEOL I Bala=7 4 28X, L HICHERRET 5 L9 F
T, BEWRER A D ETDIERPEFENTH -T2, TOFTHRBIZAARAN, T AU DA
EBICHEEXIGOR CTEHEIN, SEIERFETRIELIN TV,

o=V 7L AE, BROEET — X OBER#ELWIEEIC, PRI T2 2B T2
FEE LTHDTHAN . BBRbH D, 2— L7 LA ITRZEDORNTH Y | KFZEO5E .
ZINE B EOEGIIEOEET /W2, BINE DR EERIEBOE TISE L T\ DY
AL0L, IV —ADAME LT, BORIO (BED) NIEIFITDDNE WD FIH
WHIT S 7 S LT W ATREME D & 5

AWFFRILEE LICBNT b OOFFHA TORTZ2IT-oTEY . SBRITZAERLT AU DA
ELDOENRCHEE LDOBEZ T OEN R ENDOEBRLITWZ, £2, BINHE ORBRE
L, W, T, MR EOERN G X DB ONWTHMROLERSH D, b DO
W EED, EERIS O EBRE e T &2 AR B BICED T E T,

BEE AFFEO T — LT LA A U Z 2= CCHATEWEZEARANLE T XY I NOHZES
I OERRIEHE U B 5D, 70, ABFgeix. RHepategahishentse U (C) T8y
KO XN T D A E I OME—iE iR 2 152> L7z ESP b OB % | H29~R2 )
D THDH, B—ILT LA LIRGETERT A N OEROIERRIZ 720 | KIRK 224 8% -
ST T RS R ETEW Tz, KR4 S Hd% - S RASAEITIE, #atintr &
M SLERASDT RANA R BTN, RETH 2 BMHILE B L BT,

AR, 2019 FFEANEFEZHE A T « 7 %% (LET) 2E#%E ke (FLEAT VI) (2019 4
8 H 9 H -« RRgHKY) (2B 5 HuaRE [EEEOHEE—m—L T LA b g X
Ea—DO0—] ONEICIE, BELEZLDOTH D,

bE3

1. BREEIERT A MIREDOSRMUEZHREL, £ ZTHZEENED L OICE T &R L T
HOIMEFETHD, ZHud., T—FIUEDOHFEORIITINZA, BRFEFEICEZ D
BRARXRLA NI TV~ ZOFHEOEE ORFITADOREN 2B Elc o0 To
F—H 55 E TR — 1T D (Beebe & Cummings, 1996),
X2 =114.56, df =7, p <.001 ZhF & Cramer's V =0.242
BEKYELZ p<.01 & LT,
Q1:x2=44.2,df =1, p<.001 ZhF&E Phi-Coefficient = 0.265, Q2: x2 = 50.6, df = 1,
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p < .001 %HEE Phi-Coefficient = 0.283, Q3: x2= 6.74, df = 1, p < .01 HEE
Phi-Coefficient = 0.105

5. 5% otk 1% Olshtain & Cohen (1983) @ 5 SDO#FEFWE, $70bb, [#HFED
KB, DRWL - R OB, [EEORW) ., THEOHR LH], TR CFELZ#ED RS
RN EDRKIR ] D—D2>ThH %,

6. ¥RIX., BREFEEBOEMOSERNOSMEOLFEARITGE B LTV O
LI T AV DADEBIZHRZTEA 7 — VO HARNDHEITROHEMTH Y |

BICRAEZEDEB & LT ANIZET HIEFITHEF L T D, HEREORRICAN

72 BARAND—ERICKFEDFEROBMERBRE LV D, FIROBEOEBKIT—KIC
BRELZIHREINTORNOT, ZOREFEKITED TR,

7. B=LT AR, U H 2 —fERITERORFEOREE TH D720, SHEMNRRY b
HHDb BTN, BWRSHETH DR oirxtg s LTn5,

8.  (J4_RPQ1) 2VRTH DL, JAIFE 1 DOBMELSTHAAN 4 AHDOZIE, RP 1
n—/L7LADOT—4%, QUITEMEZTH D,

9. ZFEOERFT [ EEZEATL 5] e EORWIZR > 5A1E. ERIOHE 2 F%ES
MENEZEZ T, EFRINBMNTERLE W B TERICERET 5 L) ITEE LT~
1042@J&M&43@J1M@WV&E;~@%%@%#-%ﬁ(%%)%%%o

11. A7 A k3 A8 %Téﬁ$mpi TIUr e LT g rYr (2011) 128D

12. A7 A4 PR AHEE T, SFABRICBITD2HDOBHREZRT LD T oA AL
BRHVLN, SHETAIIIHETO T oA AZRETHME (71 AMREITAH) D
HDHENPLILTWD

SE X
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