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ABSTRACT ARTICLE INFO
The study aims to investigate the influence of e-government service accessibility and trust in Keywords:

the government on the usage patterns of urban communities in Malaysia. The research model Usage of E-
integrates the Technology Acceptance Model, digital literacy, accessibility, awareness, government,
perceived service quality, and trust in government. The study focuses on the residents of Accessibility of E-
Kampung Baru, Kuala Lumpur, spanning various age groups. A Google Form survey was goverpment,
administered to gather data. The results indicate that factors such as accessibility, awareness, Trust in government,
and trust in the government significantly contribute to the utilization of e-government Theory Acceptance
applications among the surveyed population. This underscores the importance of addressing Model

these factors to enhance the effectiveness of electronic government services and meet the
needs of urban communities in the digital era.
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1.0 INTRODUCTION

The concept of e-government services represents a significant shift in governance, emphasizing citizen-centric approaches
and leveraging technology to enhance transparency, efficiency, and civic engagement (Alzahrani et al., 2017). Factors such
as trust in government, accessibility, and digital literacy play crucial roles in shaping user attitudes and behaviors towards e-
government services (Mensah, 2019). Studies have shown that addressing these factors is essential for the success and
adoption of e-government initiatives (Hammad et al., 2019).

E-government services serve as a catalyst for modernizing public administration, improving service delivery, and fostering
citizen-government interactions (Nulhusna et al., 2017). By embracing digital transformation, governments can create more
responsive and citizen-centric governance frameworks, streamlining processes and enhancing overall service quality (Alkraiji
& Ameen, 2021). The utilization of e-government services has the potential to bridge gaps in access and participation,
ultimately strengthening the democratic fabric of society (Kanaan et al., 2023).

Research has highlighted the importance of trust, service quality, and satisfaction in influencing citizen loyalty towards
government e-services (Hutahaean et al., 2023). Additionally, factors such as security, privacy, and service quality have been
found to impact trust and intention to use e-government services (Alsarraf et al., 2022). Studies have also emphasized the role
of social media, good governance, and public trust in increasing citizens' e-government participation (Pinem et al., 2018).

In conclusion, e-government services play a pivotal role in shaping the future of governance by leveraging technology to meet
the evolving needs of society. Understanding the factors that influence the adoption of e-government services is crucial for
enhancing their effectiveness, promoting digital inclusion, and fostering transparent and responsive governance frameworks.

2.0 LITERATURE REVIEW

2.1 Usage of E-Government Services

The historical development of research on e-government services in urban Malaysian communities has been influenced by
milestones such as the launch of the Multimedia Super Corridor (MSC) in 1996, which initiated the digitization of service
delivery systems in Malaysia (Husin et al., 2017). Recent research in this area has been guided by theoretical frameworks
like the Technology Acceptance Model (TAM) and has focused on factors such as digital literacy, accessibility, awareness,
perceived service quality, and trust in government (Rahim et al., 2023). Methodologies employed in recent studies include
quantitative approaches like surveys and data analysis tools such as SPSS, with research designs often involving online
surveys to assess urban Malaysian residents' perceptions of e-government services (Mohamad et al., 2019).

Recent trends in the concepts and constructs studied in the field of e-government services usage have seen a shift towards
more sophisticated quantitative approaches and the integration of multiple theoretical frameworks to provide a
comprehensive analysis of user behaviors and perceptions towards e-government services (Razak et al., 2017). Recent
developments in theories and models used to explain these concepts have aimed at incorporating a more holistic
understanding of user behaviors and perceptions (Sambasivan et al., 2010). Research methods have evolved towards
advanced statistical analysis techniques to uncover nuanced relationships between variables, indicating a trend towards more
rigorous and in-depth analysis in this field (Purnamasari et al., 2022). These trends suggest a future emphasis on
interdisciplinary approaches and insights from various fields to enhance the understanding of e-government service usage in
urban settings (Rannan-Eliya et al., 2016).
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Previous studies have provided valuable insights into the adoption of e-government services among urban Malaysian
communities, emphasizing factors like accessibility, awareness, and trust in government. These studies have utilized
methodologies such as surveys, data analysis, and theoretical frameworks to explore user perceptions and behaviors towards
digital government services . While these studies have contributed significantly to understanding e-government service usage,
limitations exist in terms of sample size, generalizability, and the scope of variables considered . Future research directions
could focus on addressing these gaps, exploring the impact of cultural factors on service adoption, and investigating the role
of user experience design in enhancing service usability .

2.2 Digital Literacy

The research field of digital literacy and its impact on e-government services has undergone significant development,
focusing on the advancement of digital literacy in conjunction with the integration of technology in society (Cetindamar &
Abedin, 2020). Scholars have defined digital literacy as the proficient use of technology for secure interactions with
electronic devices and software, emphasizing the necessity of bridging the digital divide, particularly in developing nations
(Mills, 2010). Recent studies have utilized frameworks such as the Unified Theory of Acceptance and Use of Technology
(UTAUT) and the Digital Inclusion Framework, employing mixed-method approaches to investigate the correlation
between digital literacy and the utilization of e-government services (Liza & Andriyanti, 2020).

Recent advancements in theories and models have emphasized the importance of overcoming obstacles to digital access and
skills enhancement, shifting towards more user-centric and inclusive strategies for digital literacy and e-government service
delivery (Tmmaz et al., 2022). Previous research has highlighted the crucial role of digital skills in effectively accessing
digital services, with future research directions aiming for broader studies encompassing diverse populations to address
limitations like small sample sizes and restricted generalizability (Ninghardjanti & Dirgatama, 2021).

The interaction of digital literacy with factors such as socio-economic status, educational attainment, and cultural
background is being explored to offer a comprehensive insight into the digital divide and its implications for e-government
service delivery (Baber et al., 2022). The development of digital literacy and its supporting factors are under scrutiny, with
a plea for the improvement of digital skills and accessibility for all individuals to ensure fair access to e-government
services (Silber-Varod et al., 2019).

2.3 Accessibility of E-Government Services

E-government systems offer a key advantage by providing government services around the clock, seven days a week. Access
to online services is crucial, especially for services traditionally monopolized by institutions, such as vehicle registration,
item clearance at ports, and license renewals in Ghana. The importance of the government's ability to implement online
services, reducing bureaucracy. Ghanaians have increasingly accessed online government services, exemplified by the
"Connecting the Unconnected Ghanaians in Four Selected Villages in Western Ghana" project in 2018. This initiative, a
collaboration between the Ministry of Communications and a Danish ICT company, utilized satellite wifi and a local cloud
for quick access to e-health, e-government, and e-learning services. The project facilitated the exchange of crucial
information between rural residents and government representatives, empowering farmers with instructional videos and
enabling doctors to access vital information. The importance of access to ICT technology is a significant factor influencing
e-government usage in Ghana, as noted by Osei-Kojo (2017) and Yaw et al. (2017), highlighting the role of the access divide
in the digital divide paradigm.
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2.7 Theory Acceptance Model (TAM)

The Technology Acceptance Model (TAM) had a dual purpose: firstly, it elucidated the mechanisms behind technology
acceptance, enabling the prediction of user behavior and providing a theoretical framework for effective technology adoption.
Secondly, it aimed to guide practitioners on pre-implementation steps. Developed by Davis in 1989 and 1993, TAM laid the
foundation for understanding the mediating factors between external elements, such as information system features, and the
practical application of these systems. Drawing inspiration from the Theory of Reasoned Action, it introduced a psychological
perspective on human behavior that was lacking in the information systems literature. This research seeks to explore the
positive correlations between digital literacy, e-government service usage, perceived quality of e-government services,
accessibility of e-government services, and trust in government.

3.0 METHODOLOGY

This study employed a quantitative methodology, utilizing questionnaires with Likert scales and background information to
gather data. The inclusion of a Likert scale enhances the accuracy and reliability of study findings by collecting both
descriptive and explanatory data. The Likert scale questions are designed to explore and assess the perception of e-
government services usage in urban Malaysian communities. This scale serves as a tool to measure respondents' opinions,
attitudes, or perceptions regarding the evaluation of e-government services usage in these communities. Participants are
required to indicate their level of agreement or disagreement with each statement or question in a standardized series.

The survey investigated the relationships between the placement of e-government services and key factors influencing
consumer behavior, excluding geographical location and ethnicity as subjects were all residents of Malaysia from Kampung
Paya, Kampung Bharu, Kuala Lumpur. The questionnaire, available in Malay and English, consisted of seven sections:
demographic information, accessibility of e-government services, awareness of e-government services, perceived quality of
e-government services, trust in government, digital literacy, and usage of e-government services. The survey incorporated a
definition of e-government services placement in the opening section, and questions were designed based on factors
impacting consumer behavior, such as age, gender, family structure, and income. Confidentiality was maintained through
anonymous responses. Scale questions assessed consumers' effectiveness and acceptance of e-government services in
Malaysian cities, along with their degree of influence and impact. Multiple-choice questions addressed consumers' memory
of commercials related to e-government services, bridging various placement modalities. The questionnaire aimed for
completion within five to ten minutes to ensure a reliable response.

Table 1: Questionnaire about Usage in E-government Services

Question Strongly Disagree ~ Disagree Neutral Agree Strongly Agree Total

I have a positive attitude 4 7 14 53 22 100

towards using e-government

services
I use/intent to use egovernment 3 8 17 53 19 100
services

3 10 24 44 19 100

I often use/intent egovernment
services
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4.0 FINDINGS AND DISCUSSION

Table 2: Cronbach’s Alpha

Reliability
Item Cronbach's Alpha N of item
Digital Literacy 320 3
Usage of E-Government Services .937 3

Reliability tests, specifically Cronbach's alpha, serve as a statistical tool to evaluate the internal consistency of scaled
questions using a Likert scale, examining the accuracy of the claims within the questions. In this study, four Likert scale
questions assessing the efficacy of the accessibility of e-government services (ease of use) yielded a Cronbach's alpha value
of .858, indicating "good" internal consistency. Three Likert scale questions exploring the efficacy of digital literacy exhibited
a Cronbach's alpha coefficient of .320, indicating a somewhat "unacceptable" level of internal consistency, suggesting a
lower degree of dependability in this aspect.

As the accessibility of various e-government services continues to expand, there is a growing concern surrounding the factors
influencing why certain populations engage with specific e-government activities while others do not (Nam, 2014). Citizens
with limited abilities, such as inadequate digital literacy, face challenges in utilizing e-government services, particularly for
tasks like information retrieval. The term "digital literacy" encompasses the unequal access to information and
communication technology (ICT) and the varying possession of skills required to effectively navigate and utilize it.

The literature on digital literacy highlights a correlation between internet use and higher educational levels. Additionally,
individuals with higher incomes and education levels are more likely to express confidence in their understanding of
government processes and their ability to participate effectively (Zheng and Schachter, 2017). In terms of general e-
government use, there is an adverse and significant association with unemployment, indicating that unemployed individuals
are less inclined to utilize e-government features, particularly when seeking government assistance.

The Cronbach's Alpha coefficient, with a value of .937, indicates "excellent" internal consistency for the three Likert scale
questions. These questions specifically evaluated the effectiveness of using e-Government services. Consequently, the
collected samples demonstrated both good dependability and internal consistency.
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Table 3: The correlation between variable independent and dependent variable

Correlation
Independent Variable Dependent Variable Pearson Correlation
Digital Literacy Usage of E-Government Services 428

Table 3 the utilization of e-government services and digital literacy, specifically computer self-efficacy, exhibits a secondary
connection with a coefficient of .428 in this context. The data suggests a discrepancy between Malaysian urban residents and
their levels of digital literacy, particularly in terms of computer self-efficacy. Concerns arise with the increasing availability
of various e-government functions, questioning why certain populations engage in specific e-government activities while
others do not. This discrepancy is particularly evident for citizens lacking the necessary skills, hindering their ability to
effectively use e-government for information retrieval, emphasizing the importance of addressing digital literacy challenges
for equitable access and usage.

The disparity in access to and utilization of e-government services among various demographic segments is a concern for
governments and presents a substantial problem, as highlighted by Rosario Pérez-Morotea (2020). The newly introduced
technical tools of e-government may only benefit a specific subset of the population, raising questions about inclusivity and
accessibility (Rosario Pérez-Morotea, 2020). Akman et al. point out that the use of e-government information and services is
widespread and correlates directly with gender and education levels.

Age is also a factor to consider, as it has been found to be inversely related to the intention to use e-government services,
particularly affecting elderly individuals, according to digital literacy research.

Szopinski and Staniewski discovered a statistically significant association between respondents' domicile status and their
inclination to use specific types of e-government. The Diffusion of Innovations Theory (Rogers, 2003) provides a robust
theoretical foundation, suggesting that early adopters of technological innovations share common characteristics like being
young, well-educated, and having higher incomes. These characteristics align with those of e-government service users.

The literature on digital literacy indicates a correlation between Internet use and higher educational levels, as highlighted by
Colesca and Dobrica (2008). Moreover, individuals with better incomes and education are suggested to exhibit more
confidence in their abilities to understand government processes and actively participate. Notably, unemployment showed a
substantial and adverse connection to overall e-government use, suggesting that unemployed individuals were less inclined
to utilize e-government features even when they required government assistance, according to Luisa Fernanda Rodriguez-
Hevia (2020).

5.0 CONCLUSION

The study aimed to evaluate the perceptions of Malaysian urban residents regarding the utilization of e-government services.
Data from the survey questionnaire were analyzed using SPSS software. The findings revealed that 53% of Malaysian
urbanites either agree or plan to use e-government services, with a corresponding positive attitude reported by the same
percentage. However, 44% of city dwellers expressed concerns about potential negative consequences associated with using
e-government services. The study highlights the importance of increasing awareness and enhancing accessibility, security,
quality, and digital literacy to promote the adoption of e-government services in Malaysia. The conclusions drawn from the
study suggest recommendations in these areas.
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To boost the adoption of e-government services, the Malaysian government should focus on increasing awareness among the
public. Utilizing social media, advertising campaigns, and various communication channels can effectively achieve this goal.

To enhance the user-friendliness of e-government services, efforts should be made to improve their accessibility.
Streamlining the access process and providing users with clearer guidance and assistance can contribute to making these
services more user-friendly.

To increase user confidence, it is crucial to enhance the security of e-government services. This can be achieved by
implementing stronger security measures, such as encryption and two-factor authentication. These improvements will
contribute to a more secure and trustworthy e-government environment.

Enhancing the quality of e-government services is essential to meet users' needs effectively. This improvement can be realized
by consistently gathering user feedback through surveys and utilizing this input to refine the development and delivery of e-
government services. This iterative process ensures that the services align closely with users' expectations and requirements.

Promoting higher digital literacy within local communities is crucial for increased adoption of e-government services. This
objective can be accomplished by providing users with support and training programs, aiming to enhance their computer
skills and deepen their understanding of e-government services. This proactive approach empowers individuals to navigate
online services with confidence and efficiency.

In conclusion, the study provides valuable insights into the perceptions of urban Malaysians regarding the use of egovernment
services. The recommendations put forward have broader implications, offering guidance for Malaysia and other nations
seeking to develop and implement e-government services more efficiently. By prioritizing improvements in security,
awareness, accessibility, quality, and digital literacy, governments can foster greater adoption of e-government services,
leading to more effective and streamlined public services.

REFERENCES

Alkraiji, A. and Ameen, N. (2021). The impact of service quality, trust and satisfaction on young citizen loyalty towards
government e-services. Information Technology and People, 35(4), 1239-1270. https://doi.org/10.1108/itp-04-2020-0229

Alsarraf, H., Aljazzaf, S., & Ashkanani, A. (2022). Do you see my effort? an investigation of the relationship between e-
government service quality and trust in government. Transforming Government People Process and Policy, 17(1), 116-133.
https://doi.org/10.1108/tg-05-2022-0066

Alzahrani, L., Al-Karaghouli, W., & Weerakkody, V. (2017). Analysing the critical factors influencing trust in e-government
adoption from citizens’ perspective: a systematic review and a conceptual framework. International Business Review, 26(1),
164-175. https://doi.org/10.1016/].ibusrev.2016.06.004

Baber, H., Fanea-Ivanovici, M., Lee, Y., & Tinmaz, H. (2022). A bibliometric analysis of digital literacy research and
emerging themes pre-during covid-19 pandemic. Information and Learning Sciences, 123(3/4), 214-232.
https://doi.org/10.1108/ils-10-2021-0090

Cetindamar, D. and Abedin, B. (2020). Understanding the role of employees in digital transformation: conceptualization of
digital literacy of employees as a multi-dimensional organizational affordance. Journal of Enterprise Information
Management, 34(6), 1649-1672. https://doi.org/10.1108/jeim-01-2020-0010

Copyright: © 2023 The Author(s)

Published by Universiti Poly-Tech Malaysia

This article is published under the Creative Commons Attribute (CC BY 4.0) license. Anyone may reproduce, distribute, translate and create dericative
works of this article (for both commercial and non-commercial purposes), subject to full attribution to the original publication and authors. The full terms
of this license may be seen at: http://creativecommons.org/licenses/by/4.0/legalcode

7



Jurnal Evolusi. Jilid 4, Edisi 3. e-ISSN 2735-2234

Colesca, S. and Dobrica, L. (2008). Adoption and use of e-government services: the case of romania. Journal of Applied
Research and Technology, 6(03). https://doi.org/10.22201/icat.16656423.2008.6.03.526

Hammad, A., Ahmad, 1., Sikander, S., Reyad, A., & Kazmi, S. (2019). Ascendants that influence the adoption of e-
government  services among citizen of pakistan. Business and Economic Research, 9(2), 72.
https://doi.org/10.5296/ber.v9i2.14756

Husin, M., Loghmani, N., & Abidin, S. (2017). Increasing e-government adoption in malaysia: myeg case study. Journal of
Systems and Information Technology, 19(3/4), 202-227. https://doi.org/10.1108/jsit-01-2017-0007

Hutahaean, M., Eunike, 1., & Silalahi, A. (2023). Do social media, good governance, and public trust increase citizens’ e-
government participation? dual approach of pls-sem and fsqca. Human Behavior and Emerging Technologies, 2023, 1-19.
https://doi.org/10.1155/2023/9988602

Kanaan, A., AL-Hawamleh, A., Abulfaraj, A., Al-Kaseasbeh, H., & Alorfi, A. (2023). The effect of quality, security and
privacy factors on trust and intention to use e-government services. International Journal of Data and Network Science, 7(1),
185-198. https://doi.org/10.5267/].ijdns.2022.11.004

Liza, K. and Andriyanti, E. (2020). Digital literacy scale of english pre-service teachers and their perceived readiness toward
the application of digital technologies. Journal of Education and Learning (Edulearn), 14(1), 74-79.
https://doi.org/10.11591/edulearn.v14i1.13925

Mensah, 1. (2019). Factors influencing the intention of university students to adopt and use e-government services: an
empirical evidence in china. Sage Open, 9(2), 215824401985582. https://doi.org/10.1177/2158244019855823

Mills, K. (2010). A review of the “digital turn” in the new literacy studies. Review of Educational Research, 80(2), 246-271.
https://doi.org/10.3102/0034654310364401

Mohamad, E., Jiga, 1., Rahmat, R., Azlan, A., Rahman, M., & Saptari, A. (2019). Online booking systems for managing
queues at the road transport department. Jie Scientific Journal on Research and Application of Industrial System, 4(1), 21.
https://doi.org/10.33021/jie.v4il.745

Ninghardjanti, P. and Dirgatama, C. (2021). Building critical thinking skills through a new design mobile-based interactive
learning media knowledge framework. International Journal of Interactive Mobile Technologies (Ijim), 15(17), 49.
https://doi.org/10.3991/ijim.v15117.23801

Nulhusna, R., Sandhyaduhita, P., Hidayanto, A., & Phusavat, K. (2017). The relation of e-government quality on public trust
and its impact on public participation. Transforming Government People Process and Policy, 11(3), 393-418.
https://doi.org/10.1108/tg-01-2017-0004

Pinem, A., Immanuella, 1., Hidayanto, A., & Phusavat, K. (2018). Trust and its impact towards continuance of use in
government-to-business online service. Transforming Government People Process and Policy, 12(3/4), 265-285.
https://doi.org/10.1108/tg-02-2018-0008

Purnamasari, P., Amran, N., Nu'man, A., Frendika, R., Nor, M., & Ismail, M. (2022). Penta-helix model of e-government in
combating corruption in indonesia and malaysia: the moderating effect of religiosity. F1000research, 11, 932.
https://doi.org/10.12688/f1000research.121746.3

Rahim, N., Abbasi, G., [ranmanesh, M., Christopher, N., & Amran, A. (2023). Determinants of continuous intention to use
e-government services: an extension of technology continuance theory. Journal of Systems and Information Technology,
25(3), 245-267. https://doi.org/10.1108/jsit-09-2020-0166

Copyright: © 2023 The Author(s)

Published by Universiti Poly-Tech Malaysia

This article is published under the Creative Commons Attribute (CC BY 4.0) license. Anyone may reproduce, distribute, translate and create dericative
works of this article (for both commercial and non-commercial purposes), subject to full attribution to the original publication and authors. The full terms
of this license may be seen at: http://creativecommons.org/licenses/by/4.0/legalcode

8


https://doi.org/10.22201/icat.16656423.2008.6.03.526

Jurnal Evolusi. Jilid 4, Edisi 3. e-ISSN 2735-2234

Rannan-Eliya, R., Anuranga, C., Manual, A., Sararaks, S., Jailani, A., Hamid, A., ... & Darzi, A. (2016). Improving health
care coverage, equity, and financial protection through a hybrid system: malaysia’s experience. Health Affairs, 35(5), 838-
846. https://doi.org/10.1377/hlthaff.2015.0863

Razak, F., Bakar, A., & Abdullah, W. (2017). How perceived effort expectancy and social influence affects continuance of
intention to use e-government. a study of a malaysian government service. Electronic Government an International Journal,
13(1), 1. https://doi.org/10.1504/eg.2017.10004264

Sambasivan, M., Wemyss, G., & Rose, R. (2010). User acceptance of a g2b system: a case of electronic procurement system
in malaysia. Internet Research, 20(2), 169-187. https://doi.org/10.1108/10662241011032236

Silber-Varod, V., Eshet-Alkalai, Y., & Geri, N. (2019). Tracing research trends of 21st-century learning skills. British Journal
of Educational Technology, 50(6), 3099-3118. https://doi.org/10.1111/bjet.12753

Tinmaz, H., Lee, Y., Fanea-Ivanovici, M., & Baber, H. (2022). A systematic review on digital literacy. Smart Learning
Environments, 9(1). https://doi.org/10.1186/s40561-022-00204-y

Yaw, A., Mawuli, A., & Quaye, S. (2017). E-government adoption in developing economies: a g2b e-government perspective.
International Journal of Computer Applications, 176(4), 7-11. https://doi.org/10.5120/ijca2017915558

Copyright: © 2023 The Author(s)

Published by Universiti Poly-Tech Malaysia

This article is published under the Creative Commons Attribute (CC BY 4.0) license. Anyone may reproduce, distribute, translate and create dericative
works of this article (for both commercial and non-commercial purposes), subject to full attribution to the original publication and authors. The full terms
of this license may be seen at: http://creativecommons.org/licenses/by/4.0/legalcode

9


https://doi.org/10.5120/ijca2017915558

malaysian citation index

-E _';ul... _-.Ju_"l_'% 1

i

General S=arch Advanced Search Journal Citation Report contact Us

General Search

Article | || search |
eq; "bibhiomefric study'. bibliometric sludy, or biblio®

Author | || search |
eq-lee T.Y. or Lee”

Journal [JURNAL EVOLUSI || search |

eq. library or journal of library science

Affiliation | || search |

eq. malaya or university of malaya

IS5 Search
| | |
eg: 13594-6234

Statistics
Total articles: 125100
Total journals: 353
Downloads

Journalis): 1 | Page: 1 of 1 | Display resulfs per page | Sort by: | Total citations  w || Descending v |

| Analyze item(s) |

« Performance of Malaysian
Journals in MyCile
« List of Journals indexed in MyCite

« Arts. Humanities & Social
Science

« Engineering & Technology,
Medical & Health Sciences
And Science

« Malaysian Journal Masier Lisi

« Malaysian Journals indexed in
Wo5 & Scopus
« Malaysian Journal Report

Asian Citation Indexes

Jourmal IS5HN Publications Citations H-index

I;I Jurnal Evolusi SAET1064 0 0 0

Copyright © 2024 Malaysian Citation Cenire = Pt by
M Citation
g B Cantre

e ma®
REMERTER|SN FERT NN VA LRTT,

P §1as Rl

« Chinese Social Science Citation
Index (CSSCH

« Cilii (Citation Information from
the National Instifute of
Informatics)

« [Indian Citation Index (I1C1)

« FKorea Citation Index (KTl

« Thai-Joumal Ciiation Indax
Centre (TCI)

« TS5CI Taiwan Citation Index



	ada0014053fe07e24585c40c95b7a191929c9c8fca968b88aa0f9e15662125a5.pdf

