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ABSTRACT

The objective of this study was to investigate the customer engagement in
the Starbucks brand in Chiang Mai. The Customer Brand Engagement concept was
used in this study that could generate the customer brand engagement. The
customers would be reminded of the brand that create a deep relationship with
customers before other brands. Eventually, the brand that created the deep
relationship with customers would have the emotional engagement with customers.
The emotional engagement would make customers decide to purchase the product
easier than the rational side. The customers would generate the emotional
attachment, brand lover, brand owner, and tend to create the customer brand
royalty. This would affect an increase in sale volume of each brand that had the
customer brand engagement. The population of this research were consumers in
Chiang Mai province who purchased goods or services of the Starbucks brand. This
research was the quantitative research. A set of questionnaires was used for data
collection administered with a sample group of 400 people. Obtained data were
analyzed by using descriptive statistics which included percentage, frequency, mean
and standard deviation. The hypothesis testing employed included used the
inferential statistics which were T-Test, One-way ANOVA and Scheffe’s Method.

Results of the study on personal information showed that most of the
respondents were female, 21-30 years old, bachelor’s degree holders, and their an

average income per month was 10,001-20,000 baht.



It was found that most of the respondents were given the priority to the
customer relationship factor at a high level. This included confidence, integrity, pride
and passionate. The consideration with the factors of customer commitment by
items showed that most of the respondents were engaged in “Confidence about the
reliability”, “Integrity about the strength and readiness of services”, “Pride about
comfortable and elegance”, and “Passionate about the often recommended family

to purchase or use the service”, respectively.

The hypothesis testing showed that female had difference in 2
engagements which were “Pride” and “Passionate”. In the case of, age below 20
years old and between 21-30 years, it had different engagement with the age of 31-
40 years in every side. In the case of occupation, there was different engagement
with private company employee in every side. In the case of education attainment
level, diploma’s degree holders had different engagement with bachelor’s degree
holders in every side. In the case of income per month, income lower than 10,000

baht had different engagement with income 10,001 baht and above in every aspect.

Keywords :  engagement, customer, brand Starbucks
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Gallop (2006) la@nwAuENiuvesgnAegsia nafiruyniudensIEUA1I
AennsfignAndiainu gnwuruasaudludumgnanazusefuiigndii aadmeniiy

¥ ¢ o a v vt @ Y = v v Y
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Y a1 1
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v 1
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A o a v . Y a & a 1% a v o o a a
Anuetulunsd@ua (Confidence) gnAninanudulanaglinsduaiug sedui 2 Ao
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Y a
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a 1
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b4 Y a v

(Passion) lagsaufldudu UInnI1sesay 30 enLIugINvaIENITTuNgNAINAIURNAY
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a@1v1auIndu (Airport)
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g duaundug (Nimmanhemin)
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AamARauseay 5 FdldgnslunisAwalunisfinunidensall

P(1-P)Z?
n=———
EZ

98 n = VUGS

[y

dnehuvesUszunsigideivunazdu 0.50

| va o

Z = sguanudulangidedmualiseauanudula 95%

[ a

(Z N5£AUnydIAUNI9En@ 0.05 JAWMIAU 1.96)

o

F = SagazAnumaiafasuisaulmindule 0.05
wnuanluansagle

(0.5)(1-0.5)(1.96)?

Nn=
(0.05)2
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madendusegnslunisviiidendell (3deldduLUL Multi-stage Sampling uanTs
dusioena eeniiu 2 tumeu Tnefituneudteluid

1. n3gduag1anuulaIng (Quota Sampling) IAgAMUAINTILIUAIUIVDILUTUA
anitad Msfudoyalufmindedval $1uru 10 4191 Feasdisruruuuuaeuniuin

[

400 9 il

AN5199 2 NISTLANWUUABUNNLLENAIUINUIUAIVIVDILUTUA AR SUAF L U I AT gl

dunludwmdaedud  udukuudaUnIN (Y0) oAz
ALY 40 10
A ndunsanesnesn 40 10
avuUnIana@ia 40 10
ANV AR 40 10
AN AR 40 10
ANV NNIAEIULAD 40 10
AU 40 10
AN UUTUN 40 10
gl SINeIUIaIIN 40 10
ANUINULN 40 10

a1 Starbucks (2561: syuuaaulal)

2. Msgudieguuasain (Convenience Sampling) Wialilad uIuAINABINS
Inangudegaslulasilinaunsalidoyals wasi3dearunsaiuliegazainuiney

wuvaaunulun1sviIvensell 971U 400 AU
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foudanses: vinuesdedudmieliuinsuusudamitaduiels Tnsazshnisiiu
FIUTINTRYAIINNGUAIDE1T1UIU 400 YA Fauvvasunuilldlumsdnwaded usoonidu
3 du il

duil 1 feyamluiisafugnounuuasua lud e 87y sedunsAnul e1Tw
718ld WuiamuaneUn

dudl 2 eyaienfumnuyniiusesgndnludmindedmireuususanstad Tne
msdenszauanuAaiu iudauvaeln Taun

1. ﬂﬁﬂuﬁiﬂﬂ(Conﬂdence)

2. audedng (ntegrity)

=

AUTla (Pride)

4. Anuvadlva (Passion)

dudl 3 felausuuzuazANAITLANY YeRouLUUABUAMRT ARV e lineu L
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o
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v
v

(Reliability) nau
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(% vV

1. meAdeasiiidelidnudeyaanuinin ngud wazauideiiAeades udniun
vuA NseULUIANlUNITIY

2. mthnseuunAnifideldmualy Tneuszgndannguianuynifuesgnén
sonusus e sznoulflumsaiauuvasunalunmsise

3. thuuvaeuamiififeadduauerosnnssivinu anmaouiiielifolausuuy
Uudanseunuain uazdennuilliludemaulsfienugniosinauanndstu udnnaue

I v a ° 1 ::4' = . g
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4. Viuugaazudladeunnsesweanuvasuany uagtausennsdfiuinwie
pIIvAeUATIANY IAITILIUABUNILBNATS udFniuuuasuawiviuUuiluiFeuses
ué luneasa (Try Out) Miflevnamunineesuuuasuaunguiioene 20

5. thuuvaeunuiildainnisvaaesuimainuiiesiy (Reliability) Tnefiuaam
AduUsyavsuean (Alpha Coefficient) 141 0.783

6. duuvasUaNfinIuNTUIUUTMaL dunsinTeRiseuiesudd ata

wuvgeunuatuauysal Wediluinusiusindeyassslunside dungusiegeiifesnis

@9UDNY 91UIU 400 AU

nsiiusIuTINdaya

¥ ' Y
a  Va a Ya =< A

Tun193deasell {Adeldiiusiumudeya lnenislduuvasuauiidideasrsuiie
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' Y o

A0UnNUIEIININGUAIDE NN MIUA TI1UINA00YA LiNABUNINDY AUKNHUTBIgNATTY
Janinesndssuusudanmidad tayauasunaideyalunsiduaselilafinwiuassiusig
Nnunastayand1fty Ysenaulume 2 du dadl

1. dayaugund (Primary Data) \Uudeyafisausinainnisdrsialaslduuvaeunny

9 Y

'
Y] =

NANAI081991UIU 400 918 NineTeduAwusuransdad Wudeyafisausiuld anmsiiu
LUUdUNUAIAFUINANNUNTNYINN AN TY
o a a & v = = 1% v
2. vayavnefi (Secondary Data) LUUVBYANITIVTINNIIINATITANYIAUAIININ
' v ! v A a a 3 « < ¥ Q{' I
lenaNsi1aingIted Wi nilvde 315a15 deiiun wazienansaus [Wudeyanieglusuiuy
YUBNAITUNANIUNIIYING ToyaannIeausy atinnesdnsineg ulufsnuiden

Hedes uazdeyaaindunesiils
a [
nsaszvidaya

TIUnUteyanlannnisneuluudeuny LanhundiaszideyauazUszuianalag
TelUsunsudnsagunsadalunisinszideyailuatifdanssaun (Descriptive Statistics)
mensiauadunisnseud (Frequency) 3oeag (Percentage) wagAaay (Mean)

dmsumsinssiuanufnuiiuLes AnunuYeIgnAdwingesninowusudans

Y

Y

Und agldlusunsudnsagulunisussunanauagiinsisiduys THwuvasuaueiinung
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duUszannA (Ratting Scale) 5 sgau Aeynyign u1n Urunans Uey deeign lagdlinusi

Y o X
ASIAALLUUAIT
FEAUAUANUAALIAY AZLUY
a & v Y
WNVign LN ARSI 5
170 LIS BARL UMY 4
U1unans LIS BARL UMY 3
1198 LTINS IAAS UL 2
Uoeiian nauginsiiRE kU 1

(4 1 a 1 v o &
nasinsulanaanAnadeluufazseauaeil
1ALRRYTE1YIN 4.20-5.00 Mughe AnarenuynuLINan

ANRRETENIN 3.41-4.20 MUNEDN THAFBANUKNTLNIN

jmd)}

jmd)}

ALRRYTENING 2.61-3.40 MUN84 HnasanUNNRUUIUNANS
HALRRETENINN 1.80-2.60 Muehe Anasanuyniuloy

a = ! = i YR a
UAMRAYTEKINN 1.00-1.80 U8 MN@G\@F’W’]NEAﬂWUU@SWﬁ;@

1. mylnsgsideyaiisifuladvdruyanavesgneuuuvasuaulagldaifids
NI58UUN (Descriptive Statistics) ﬁg‘i%’ﬂlﬁﬁﬁmuﬁmummma (Frequency) waruIAISoYay
(Percentage) Alads(Mean) Tngusnmuine a1y sdunsAnw 013w wagsgls

2. mswianuyniuvesgnAludmindesdnidouusudanisdad Wunishiseeu
AMNEIAYAIUAZILUY (Rating Scale) thudwszilunsmeanads (Mean) wardrudosuy
1m3371U (Standard Deviation)

3. mybaseilagldadageeyunu (Inferential Statistic) ldlun1snaaeuauufigu

aunAgiud 1 Jaduduyana e o1y 01Tn seRuNIAnY uazseld denase
AnuRniuvesgnatudwmindeduileiusudanisiag

e @dAnllunTinTsife MmedeUMENTIATIEiANLLUSUTIUMAFE)
T-Test

91y 91 SeduNsAn warseld adATldlunsiisegide One-way ANOVA

LagM1318635 Scheffe’s Method
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NAN1SANEI

lun1sAinwises anuyniuvesgnatudmindeddnddewusudaniidad didele
FIUTINTYAIINNGUAIREe nUulaTuAinuaginszidoya nsldlusunsumauiiames
o @ 4{ a % ) o [ Q’lj
d11593U SPSS BamansTiasIgayaaunTatlauan Ny fail

gl 1 Tinsgideyailuferiugneuwuuasuniy

duil 2 AnTendeyaednuanuniuYesgnAfeLUTUAan1sUAd

dudl 3 TinseidelauenusuazaUAnTiusnge YBIRoULUUAB LAY

duil 4 AT gnvealiaeuInue A UANLNAZIU
: S a ¢ o a v oy
dauil 1 Aiaszvidayaniluineafiugnautuugaunia
IINTOYAFIUYAAATBIRNOUKUUABUNIN bk A 81y SeAUN1SANY) 9180 uax
el fIFulaiiasevideyalagldadnidanssaun (Descriptive Statistic) waziauedaya
v i a "y vo &
MEANTILANIAIANA (Frequency) uagAnSoeay (Percentage) agunalasiail
Uadedauynna
e N3 Jeeukuvasunudnngiduineandgs 245 au Andudosar 61.3 uay

WYY 155 Ay AnluSesas 38.8

M13199 3 F1UIUTVYALVDIROULUUADUY TIUUNAILNA

Uadeduynna MUY Souaz
LW

Y 155 38.8

OIN 245 61.3

374 400 100
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81y NUi1 grevwuvasuaudiulug ety 21-30 U 210 au Amduiesas 52.5
sotaeAR1y 31-40 ¥ 113 Au Anluseway 28.3 91ga1ndn 20 U 57 au Anludosaz14.3

91y 41-50 U 17 au Andudewas 4.3 waztseiignfoeny 51 U Yuld 3au Anluiosas 0.8

M1519% 4 I1UIUTYALVBIABULUUADUY TUUNATLDEY

Jadgdiuynana U Souaz
214
g 20 Y 57 14.3
21-30 U 210 52.5
31-40 U 113 28.3
41-50 U 17 4.3
519 Fuly 3 0.8
57 400 100

2713 WU drevkuuasuadnlngfiondn TdadndAnw) 165 au Andufevar
41.3 ssaanfe endwninauuienenyy 123 au Andudesay 30.8 o1wiiniSeu 40 Ay An
JuFewaz 10.0 91¥ngsAvdiuda/idvesianis 37 au Aadudesas 9.3 91dnsusiwnis/
$Fiawina 32 au Andusesay 8.0 uazosiigafeedindus iun nunearw 3 au Andu

Souaz 0.8

A15199 5 T\TWU’J‘H%@Uagsﬂ@fléﬁl@ULLUUﬂ@‘Uﬂ’m UUARIUDITN

Uadnduynna U Jouaz
1IN

uniseu 40 10.0
1dn / Unfinw 165 41.3
FUs1NNS / SFIENNR 32 8.0
NUNNUUTENLBN VY 123 30.8
§3A9dIUA / 1909AINTS 37 9.3
Jun 3 0.8

33U 400 100
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JEAUNSANY WUl fraunuvasuaudulvagiiissrunisAing USaygyns 205 Ay
Anluseray 51.3 sesmanie eyuSyayvseiisumi 141 au Andudosas 35.3 dseufnw
nauvane 41 au Andudesay 10.3 Usyayiln 9 au Anllusevas 2.3 uaziseiidnfe

fseudnwnoudu 4 au Anludeay 1.0

M15199 6 I1UIUTYALVBILABULUUABUNY THUNATLUNITANE

Uadgdruynna U Soway
nsAnEN
Hsenfnwnoun 4 1.0
seufnwnoulaie 41 10.3
ayUTeymTeLIg U 141 35.3
USeyaed 205 51.3
Useyayly 9 2.3
374 400 100

neldiadesioiiou wui freuuuvaeuaudnilvg dnelfiedeseifiou 10,001-20,000
v 174 au Andudesas 43.5 s03amAe F1n1 10,000 UM 146 AU Andufesas 36.5
20,001-30,000 U 40 AY Anludaway 10.0 30,001-40,000 UM 23 Au Anusesaz 5.8

40,001-50,000 U 14 au Anidiudesa 3.5 uariiosiianfio 50,000 um Tuld 3 e Anduievay
0.8

A519% 7 ﬁwuau%’aaamaaﬂmauquaa‘umm FUNANUNTTANEN

Jadwdauynna U Souay
seldiededaifou
#N37 10,000 UM 146 36.5
10,001 - 20,000 um 174 435
20,001 - 30,000 U 40 10.0
30,001 - 40,000 um 23 5.8
40,001 - 50,000 U 14 3.5
50,000 U Fuld 3 0.8

33U 400 100
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dauil 2 AiszvidayainerfiuanugniuvasgnAdauusunansiad

a

AAsznRteyaineIfuauEnuvegnAtdewusuaaniIsiad laun arudula

(Confidence) Audadns (Integrity) Aaminiila (Pride) wagaamadlva (Passion) Ineti

v
v

ToyauniAsIeiniARie (Mean) kazdiuleauuunsgu (Standard Deviation) fadl

AUKNWUYDIGNAFBLUTUATASUAE

o [y

AnaunuvasuaulinudidgyiuanuyniuvegnAdewusunani SURG LU NIy

a1 = 1 v o w o [ 1% Sa Ql' 1% Y a
uAaay 4.09 E]§JJ1U58®‘UEVW’]§QJJ’W ammmﬂmwmwwmaaaqaqm iﬂLLﬂ G]WU?]’JW@JQ@JI"\]

o w 1%

(Pride) fiAtady 4.13 agluszaudiAguin sesasnniuaiuiula (Confidence) did1iady

£ 6 1

4.12 MUANUERERD (Integrity) ALade 4.07 wazaunadlua (Passion) dALadey 4.05

s

M13199 8 Aadguard U ULULINATIIUYRIRNURNTUYBIgNANFBRUTUAARN SUAS

AUKNWUYDIGNAFBLUTUARANSURE X S.D. n1suUana
A wsiila (Confidence) 4.12 0.73 110
AMuTedng (Integrity) 4.07 0.77 10
Aunila (Pride) 4.13 0.83 10
Auviadlva (Passion) 4.05 0.78 Tl

39U 4.09 0.78 an

1. Aauuula

'
[ 1% %

Anouwuugsunulinudfyiuasuaudula (Confidence) agluseduuin 4
i a ' o A a < D % v °o w v o
Aadeegh 4.12 Weiarsanlunedenud grevuuuasunlvanudidnlusiu dulalu

n3Pedudnialduinis wazauundede egluseduuin IAnaiueyi 4.18 se3aun Wu

a

AUsznaunsiuURgnaesmungvisng denadeeghn 4.15 veduauazliusnisnidaunm

Y 9

a 4 % 4

Aadgagh 4.14 Mslideyaiiininugnaes TALaY way au1IARBUALBIAIINABINTTVDY

Y

jmd)}

L%

| Y o a |l o )~ A A Y a a d' P a v
‘V]']u‘l@l Nﬂql’ﬁaﬂ@qﬂ 4.13 WUﬂQ'TLllIﬂ'J']lIﬂigmaﬁaiiﬂ‘Uﬂq{LﬁUiﬂ"li llﬂ"lLQﬁEJ@%V] 4.08 duAn

waruinsiulununliadavanads danafvedi 4.03 audsu
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A1519% 9 ARRsuardILTELUNIINTTINTDIIUANITULA

Fruanuiivle X S.D. nsulara
sulalunisdoauduielduin 4.18 0.84 ly
Aot 4.18 0.74 ly
nslideyanianugnees daau 4.13 0.85 )
Vedufuarliinsidaanm 4.14 0.90 )
ANU1TONBUANDIANINFABINTVBWI LA 4.13 0.92 1N
HugszneumsiuiiRgnsosmanguane 4.15 0.91 uN
winnuiianunseiesesulunisliuing 4.08 0.89 ply
duduazusmadulumuiliadeanass 403 0.90 1N

394 4.12 0.86 Tl

2. AUTDENE

[y

AnaukuugeunulviauddgiunuauBedng (ntegrity) agluseauinn dAuade

|l A a < v ! ¥ b4 o v £ < |
ag 4.07 Weansanidusedenuin grauuwuvaeunliaudrAglusunnuudunsaas
faundeulunisliuinis edlusedvuin dAaivegn 4.20 999a3U1A0 VIWAUA LAY
WusMsniunsgu denedeegn 4.16 uilvdymnennaistu laegimels IAnadeeg
#1 6.12 nsliuinsfignaewiugl fidnadeeyf 4.11 msliuinsiising: JAadeedi 4.09
enuvumuagldlalufumuaruins dAndeegin 4.03 AnTIAEUALALUSNTIERNR9Y 8E19

gfisITU UAndfgeg 3.97 AmuAsIMAUAAZUSMSNMINZEY 3.91 AEwY
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v 6
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1AN1INAAY (Try Out) ¥iAIAUEENU (Reliability Statistics) lagAI1UIURIAT
duusyansuean (Alpha Coefficient) 19iAn 0.783 Fsauladn Wevluwuvasuniuiliian
ANITRLusaNsuld 31nn1sAvualag (Nunnally, 1970: 25) iAiAnsdeduiiseusula

foaliAnlutaenin 0.700 AIANSIEUINGA 1

ASEUINT 1 N1INAE4 (Try Out) INBMIANAINYBILUUABUANAUNGUABE 20 YA

JGRERY
Cronbach's Alpha N of Items
.783 32

o151 MIMAIANLTRIU (Reliability Statistics) s18€8919 4 1w lawn Ay

Auula dueudedng Auaugiila wagiuauvadva nuldamdudssansuearh

(Alpha Coefficient) g¢n31 0.700 Fa91519WUINT 2-5

ATHUINT 2 N159AF83 (Try Oub) LI BVIAMAINVBILULABUAINAUNGNATIBE S AIUAT

1ula 1978

ltem Std. Cronbach's
Total Statistics N Mean Deviation Alpha Correlation
fuausiula 1 20 4.90 308 775 381
fuanusiula 2 20 4.70 470 765 538
fuanusiula 3 20 4.60 503 764 551
uanusiula 4 20 4.95 224 780 232
gupuiule 5 20 4.40 503 779 257
fuanusiula 6 20 4.65 489 764 552
fupusiule 7 20 4.90 308 784 097

gupnusila 8 20 4.80 410 771 429
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ATNHUINT 3 N15VARB4 (Try Out) LHBMIANAINVBILUUABUIUAUNGUFIDET ATUAIY

Fodane 51879

ltem Std. Cronbach's
Total Statistics N Mean Deviation Alpha Correlation
Frupudedng 1 20 4.70 470 793 -032
fupudedng 2 20 4.95 224 791 -242
fupudedng 3 20 4.95 224 780 232
fupudednd 4 20 4.75 444 785 127
Fupudedng 5 20 4.90 308 786 028
fupudedng 6 20 4.20 616 779 280
fupudedng 7 20 4.40 598 794 032
fupudedng 8 20 4.90 308 769 564

ANSHUINT 4 N15VARB4 (Try Out) LBMIANAINVBILUUABUNUAUNGUFIDES ATUAIY

pillasede
ltem Std. Cronbach's
Total Statistics N Mean Deviation Alpha Correlation
AuAuila 1 20 4.95 224 785 040
AuAugila 2 20 4.85 366 766 602
AuAugila 3 20 4.80 410 773 402
AuAugila 4 20 4.85 366 798 ~.260
AuAUila 5 20 4.55 605 783 222
AuAugila 6 20 4.85 366 780 231
Auaugitla 7 20 4.80 410 768 513

supugile 8 20 4.95 224 771 627
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ANTNHUINT 5 N15VAR84 (Try Out) LHDMIANAINVBILUUABUNUAUNGUFIDET ATUAIY

naslvaseve
ltem Std. Cronbach's
Total Statistics N Mean Deviation Alpha Correlation
puauradlra 1 20 4.65 489 773 385
auANuasiva 2 20 4.45 510 774 365
auAuvasiva 3 20 4.60 503 767 480
pumLadivg 4 20 4.70 571 790 .087
AuAURadlna 5 20 4.45 759 782 278
puaLradlig 6 20 4.85 366 772 445
auAuasiva 7 20 4.95 224 771 627
auANuasiva 8 20 4.90 308 769 564
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