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^ h i o Public Utilities 
Commission 

Case Number 

Public Utilities Commission of Ohio 
Attn: Docketing 

180 E. Broad St 
Columbus, OH 43215 

Formal Complaint Form 

V ^ o.s>-rN \ ex o-j €^\^e 
Customer Name (Please Print) 

Against 

t i l ih/ CrxmnanM Marrifi ~J ^ 

Customer Addres^ ^ 

City 
C ^ ^ 

state 

Of^^^-x. 
Zip 

Account Number 

Customer Service Address (if different from above) 

Utility Company Name City State Zip 

Please describe your complaint. (Attach additional sheets if necessary) 

.V t> r -v«t A - ^ ^ Cy-r^e\c\ \ / Y V ^ • • . \ o-

CO 

*̂ Sig nature 

Customer Telephone Number 

180 East Broad Street 
Columbus, Ohio 43215-3793 

This i s t o cesrtify t h a t t he Images appearltxg a re an 
accura t e and complete reproauct ion of a case f i l e 
fiociL^iant delivaxed in the regular co-^rse of businaBS. 
Tec^fflicicm \ P N \ { \ \ Date ProcGSBad D ^ )7J t> [ Lrl 

Updated September 12, 2017 
(614)466-3016 

www.PUCO.ohio.gov 

http://www.PUCO.ohio.gov


From: webmaster@puc.state.oh.us 
To: PUCO ContactThePUCO 
Subject: PUCO CONTACT FORM: 114396 
Received: 9/9/2017 4:04:16 PM 
Message: 

WEB ID: 114396 AT:09-09-2017 at 04:04 PM 

Related Case Number: 

TYPE: Complaint 

NAME: Mrs. Dawn Paquette 

CONTACT SENDER ? Yes 

MAILING ADDRESS: 

• 8925 Appleknoll Lane 
• Cincinnati, Ohio 45236 
• USA 

PHONE INFORMATION: 

• Home: 5135611255 
• Alternative: 5133104626 

• Fax: (no fax number provided?) 

E-MAIL: dlpaquelte@me.com 

INDUSTRY:FurnitureMover 

ACCOUNT INFORMATION: 

• Company: Planes Moving & Storage 
• Name on account: Dawn Paquette 
• Service address: 8925 Appleknoll Lane 

mailto:webmaster@puc.state.oh.us
mailto:dlpaquelte@me.com


• Service phone: 513-310-4626 
• Account Number: Unknown 

COMPLAINT DESCRIPTION: 

On 5/22/2017, Planes Moving & Storage ("Planes") moved property of mine from 
4420 Marburg Ave #316, Cincinnati, Ohio 45209 to our new home at 8925 Appleknoll 
Lane, Cincinnati, Ohio 45236. As part of my move contract, I elected to insure the 
property that Planes moved between the above two addresses through Planes under a 
product they offered known as Full Value Protection ("FVP"). During the course of the 
move, Planes personnel damaged several pieces of our property while these items were 
in their care during the move. As required, we submitted a claim for the damaged 
property. Of the six items that were submitted under the damage claim, Planes sent us a 
settlement letter and a check for five of the six submitted items. On the two separate 
checks that we received. Planes also included a release of all claims upon the deposit 
of those checks as payment. This complaint is to address the item that Planes rejected 
for reimbursement through the FVP that was purchased. In the letter from Ms. Victoria 
Mount, Claims Adjuster for Planes to us dated 9/6/2017, Ms. Mount stated: "Planes 
concluded our investigation into your claim for the reported damage to the King 
Mattress. The claim submitted lists the description of damage for the mattress as 
"springs on one side broken" and inspection revealed the mattress to be soft on one 
side. In researching this issue, I found that this is a common manufacturer defect that is 
unrelated to carrier mishandling. I regret that we are able to offer a settlement for the 
Stearns & Foster King mattress." In the claim that was filed with Planes, I certified that 
[ was both the owner of the property, and did not cause or contribute to the damage that 
was listed in the claims report. The letter from Ms. Mount calls out an irrelevant data 
point in that her stated research referenced manufacturer defects that are not related to 
carrier mishandling. In our conversations and email we stated: 1. The mattress 
functioned as designed when it left our property the morning of the move. 2. We 
witnessed the movers bend the mattress in an angle that was near if not equal to 180 
degrees. The movers attempted to fold the mattress in half- we presumed that the 
smaller "footprint" of the mattress eased the movement for them. 3. Upon the 
placement of the mattress in our new bedroom, my husband sat upon the left side, and 
the mattress had no support and found himself being supported on the box spring 
below vs. the mattress as was normal earlier in the day when he woke from his 
overnight sleep, removed the sheets and stepped out of the way for the movers to lift 



the mattress. The innersprings on the left side, where the fold of the mattress was 
performed, were damaged and lost their ability to support the weight upon the 
mattress. 4. The action of the movers created the inability for the mattress to support 
body weight in an even manner as designed and as such, destroyed its ability to fully 
perform. Ms. Mount attempts to inject an irrelevant point in an attempt to place blame 
and liability on a third party when suggesting a manufacturer defect as a defense for 
non-payment of the claim. Planes is responsible for the damage under the terms of 
their contract given that: - l̂ he mattress performed its intended function property prior 
to Planes personnel moving the mattress - The Planes personnel disregarded the 
manufacturer's instructions by bending the mattress during the move and the bending 
caused irreversible damage to the inter-springs within the mattress We require the 
replacement value of this property which according to Macy's, is $2,197 + tax. The 
model of our mattress was replaced with the "Estate Palace" per Macy's. 
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PLANES 

Scptcnihi-r (!. -JdlT 

.\I.s Daw n PiujUftU-
sH'-','» .\pj)lr Kiuill i.anc 
Cincinnati. OH \:rl{)U 

Oixk-r: ft k)l*-(risfi-<i 

Drar Ms. I'luiiK'tU' 

I'.ni ioM-d plca.M' I'nul mir t her!-; Jn tin- amount of .SM-dOO tor daniaiijos incurred while your 

.^ll!pnlenl was in our care. i*]ease eonsiiiei tliis cheek as full anil thial set t lement ol 'vour ln>u.sehold 

i;(>ods claim. 

Seitlenieni wa.s based on the released \aluation ol your .sliipnieiu and current reguhuions as 
follow s: 

D E S C R I P T I O N A M O U N T S E T T L E M E N T P O S I T I O N 

Paula Deen Collection 
Mastei" Bedroom Dressei 

•SI lo.dO (.'a.sh SeUlenu-nl f()r Repair Cost 

Stearns N l-'ostei' Cayla 
N .\ 

Pottery Barn i^edrooni 
Dresser 

1 lenredon Ralph Lauren 
Niii'lnsiand 

Planes coin ludeti our nues t ina t ion into your 
claim for the reported tian)at;e to the King 
.Matire.ss. Tlic claim submitted lists the 
descri])tiou ol"dania<;e lor the matlres.s as "springs 
on one side broken" and inspection re\ealed the 
in;uirt,'ss to be sott on one siile. In fe.seaichini^ this 
issue. 1 found that this is a conuiion manufhcturer 
detect that is umelated to carrier nii.shandlini;*. 1 
reofet we are unable to ofter a settlement tor the 
Stearns tv !-'oster Kinir Mat t ress . 

U-! D 

- 4 -
S-_'-J<).(KI 

M 10,UO 

Cash Settlement for Kepaii" Cost 

Cash Seltieineni tor Repair Cost 

^1^ 9823 Ctnctnnati-Dayton Rd.. West Chester, OH 45069 

(800) 543-4977 

P'o^C Mei^-tc : ' 

UnlGroup ̂ 

file:///aluation


PLANES 

We regret that we cannot conchule your claim as ivquested. However. i;iven the explanation 
aboNe. we trust you will unvU-rslaiu! our position. W'c SVO\JU1 liUe to thank you for yovu )>avience 
\\ bile addressini;" this mat ter 

Sincerely. 

H^m0^ 
\ ' ictoria Moimt 
Claims .\diusU'r 

iMiclosui'e 

9823 Cincinnati-Dayton Rd., West Chester. OH 45069 „ .. ,, , 

{800} 543-4977 
UnlGroup ̂ 



PLANES 

Septell thev '». ' l O l ' 

.Ms. Dawn Pacjuetie 
I l-L'O Mai-buro- . \ \ e . .\ jH :> 1*'" 

Cinc i in iat i . O i l i-rrjoii 

Order: ^ K)P-(i'js(;-(i 

D e a r Ms . PatjUelte: 

Kncl()sed please Inid our check in the amount oi .Slso.Oo ibr damai^es incinrt-d wliile your 

shipment was in our caiv Please consitier this check as full and final .setllenu-nt (>! yoiu' honsehoUi 

''•aot,ls ehiim. 

Settlement was based tui the release*.! valuation of your sliipment ;UKI current reyjulations as 
follows: 

DESCRIPTION 
Pottery Barn reclmoloi^y Huiih 

OtVice Desk 
BOVA Sectional Sofa 

AMOUNT 

.S*H».{)(t 

.SiMt.OtI 

S E T T L E M E N T POSITION 

.$.()() \ ].">() lbs. 

^.iH) \ l.jO l b s . 

Please refer to the container Rental Ai;reemeni. si<;ned .Inly -II. 'JO I 7. The Rental Agreement 
sets the carvier's niaxiniun^ liability e>n the entire shi]-)nu'nt at $.fio jHr ptnnui per article fi>r 
damages docunur i i td as liav iiig 'n eui red ihii lug the loailing pi ocess. Phe w (.•jglit w as determined 
by (he .\merican .Mo\ ing and Sttnage .\ssociat ion Joint .Mili tary/Industry tai)!e of "weights guide. 

W'e sincerely r i 'gre l that you had cause tor claini and the a t teu t i ing inconvenience. W e would 

like lo thank you f i i r your patience w hile addressing" this matter. 

Sincerely. 

\ ' i c to r ia M o u n t 

Claims Adjuster 

Knclosure 

9823 Cincinnatt-Dayton Rd. . West Chester, OH 45069 

(800) 543-4977 

Projc •.letter of 

UnlGroup ̂ 

file:///merican
file:///ssociat


PLANES MOVING » STOHACe. iNC 
9923 CfNCIN^^AT^DAYTON ROAD 
WESTCHESTER. OH 45068-3625 

5i3-TSft«»0 
PUC0 43te-HG 

Customer 

Dawn Paquette 

d420 Marbutg Awe 

Apt 316 

CINCINNATI, OH 45209 

(513)310-4626 

Prepared On Total Weight 
0S/0V2017 5,542 lbs. 

PIcines 
Household Goods Quote 

Origin 

4420 Marburg Ave 

Apt 316 

CINCINNATI. OH 45209 

(513)310-4626 

Pack Date 

Load Dates 
Earty: tate: 

05/12/2017 05/12/2017 
Prelarred; 
05/12/2017 

EsUmato Number 
U00O4O-9975486 

Destination 

8925 Apple Knoll Ln 

CINCINNATI, OH 45236 

(SI3) 310-4626 

dlpaquette@me.com 

DeUvery Dates 

Earty; Lale: Prelerred: 
05/12J2017 05/12/2017 05/12/2017 

Miles: 

Transportation Charges 

Description 

Drive Time (0 Hours 45 Minutes ®S245.00/hr) 
Fuel Surcharge (i Truck 1 Day @S25.0O/iruck/day) 
Transportation ( 1 Truck 5 Persons 8 Hours @$245.00/hr) 

Charge 
$183.75 

$25.00 

Si.960.00 

Transportation: $2,168.75 

Valuation 

Type 

Full Value Protection (FVP) 

Deductible 

$0.00 

Customer Declared FVP 
Valuation 

S30.000.D0 

Valuation: $165.00 

Additional Services 

Description 

Miscellaneous Charge (Ongin) 

Purpose 

3 tv rental boxes 

Charge 
S75.00 

Additional Services: $75.00 

Estimate: $2,408.75 

Listed below are ttte valuation options that are offered and the total price of the move with each option 

fu l l Value Protection @ $30,000.00 

Valuation Options Charge Total Price Selected 

Pull Value Proteciion SO.OO Deductible 

Release Valuation Protection $0.60 Pet Pound Per Article 

SI 65.00 
$0.00 

S2.408.75 

$2,243,75 

Pane 1 of .-5 f i c m t K^f t i 

mailto:dlpaquette@me.com
http://S30.000.D0
http://S2.408.75


PLANES MOvrNG » STORAGE, INC • -» • _ ^ ,̂ -« ^__ , _ Estimate Number 
?MlT^eSTC^O^'^S29"Ma5 R l 3 n e S U00040-9975488 

puco43i6^HG Household Goods Quote 

TH*S IS A NON-BINDING ESTIMATE 

(Ind)cste whemer Hourly or Weight Basis) 
_„,.HOURLY BASIS WEIGHT BASIS 

Optional Waiver ot Visual Inspection 
I hereby waive my right to a visual Inspection by carrier for this Non Binding Estimate. I acknowledge that the Carrier did not Inspect my household goods prior 
to the lime Ihe estimate was prepared, and I understand that t may be liable lor additional charges tor any additional goods or services TK>1 specified In this Non 
Binding Estimate. 

Signature of Consumer 

REIMBURSEMENT FOR LOST OR DAMAGED GOODS 

CUSTOMER MUST PERSONALLY INITIAL CHOICE FOR CARRIER CARGO LIABILn^T 
The consumer warrants that no items of extraordinary value are being transported unless specifically Hated. Items of extraordinary value are defined as items 
with a value In excess of one hundred ($100.00) per pound. 

( . . . }l agree to MINIMUM reimbursement for lost or damaged goods. I understand and accept that I wil l be reimbursed for lost or damaged goods at a minimal 
amount not exceeding sixty cents per pound per article. 

Consumer represents that the declared value stated refers to: 
( )the estimated value ot ttw entire load. 
( _ J t h e estimated value of only a port ion; applicable port ion identified on higher value declaration (Attachment) 
( )1 accept reimtnirsemenl equal to the DEPRECIAT^p VJ^LUE of lost or damaged goods. I declare a total depreciated value of $ or a minimum ot two 
dolfars and twenty five cents per pourKl times the weight of the shipment, whichever Is greater. I understand that total reimbursement for lost or damaged goods 
shall not exceed this declared value. 

',)! accept reimbursement equal to Ihe REPLACEMENT COST of lost or damaged goods. I declare a total replacement value of $ or a minimum of six 
illara per pound limes the weight of the shipment, whichever is greater, I understand that total relmbursementa for lost or damaged goods shall not exceed this 
glared value. 

( _ _ ^1 understand that failure to disclose any article valued at greater than one hundred dollars per pound may limit the carrier's reimbursement liability to this 
maximum per article. 
{ , J l choose a deductible of SI 00 S250 S500 S 

The consumers initials In these sections do not constitute acceptance of this estimate. 

This estimate consists of pages and Is valid until or 30 days whichever Is less. 

This estimate Is a nonbinding estimate. If this estimate Is accepted, Ihe cost may exceed, or t>e less than the amount contained In this estimate. This is an 
estimate only. Actual Charges wil l be based upon services provided. 

Signature of Salesperson Date 

I accept the above non-binding estimate by Planes Moving & Storage, Inc. I understand that by accepting this estimate I am entering Into a contract with Planes 
Moving & Storage, Inc. lo perform the work described In the estimate. 

/ck^fif^ snn? 
Signature of Consumer Date 

Payment Is expected at time of delivery In the form of cash or certified funds. 

in the event that the shipment is placed in permanent storage, provisions of the Warehouse Receipt shall apply. 

CONTRACT TERMS AND CONDITIONS 

This contraci is subject to ail (he njles. regulations, rales and charges as stated on the earner's estimate. 

SECTION 1: The carrier shall not be held liable for any condit ions listed In paragraphs (a) thru (k) regardless of any declared value stated on the face of this 
estimata/bill of lading. 
(a) For condition or flavor of perishable articles, objects ol arl, ck)cumenis, currency, money, jewelry, watches, trading stamps, credit cards, precious stones, business 
records, computer hard drives and computer disks or articles o( extraordinary value which are not specilically listed on attachments to the estimate, and toss or damage 
caused by or rasullmg: 
(t)) From an act, omission ot negligence ol shipper, 
(c) From insects, moth, vermin and ordinary wear and tear. 
{<i) Ftom delect ot inherer\l vice ol tl^e article, including susceplibtlity lo damage because ol atmospheric conditions such as lemperatute and humidity or changes therein; 
(e) From (1) hostile or warlike action in time of peace or war, including action in hindering , combating or defending against an actual, impending or expected attack(A) by 
any government or soveteign power, or by any auinority niaintairitog or usiog miUiary, navai ot air (orces; or (B) by military, naval or air loices; or (C) by an agent ol any such 
government, power, authoniy or forces; (2) any weapon of war employing atomic fission or radioactive force whether in lime of peace or war; (3) insurrection, rebellion, 
revolution, civi! war, usurped power, or action taken by governmental authority in hindering, combating, or defending against such an occurrenoa. seizure or destruction under 

D^no O n l 1 05/01/2017 12:25 PI 



PLANES MOVING » STORAGE, INC - - » • . Estimate Numtwr 
^^^^ imr^^^^^S^s ^ . ' ^ . H c ^ * ^ . . . • U00040^548e 

513-759-6OO0 A y i t > v t f i t ) K, ^ 1 1 « . » < ( « > 
' ^ ° " ^ ^ * Household Goods Quote 

quarantine or customs regulaiions, confiscation by order o( any governmeni or public authority or risks of contraband or illegal transportation or trade; 
(f) From siriKes. lockouts, tabor disturbances, riots, civil commotions, or the acts of any person or persons taKing part in any such occurrence or disorder. 
(g) From Ads of God when Ihe shipper releases the value of each artkrie in Ihe shipment lo a value not exceeding 60 cents per pound per article. 
(h) From breakage of china, glassware, bric-a-brac or similar articles ot a brittle or iragile nature unless packed by the carrier or unless such bteakage results Irom 
negligence of the carrier when the shipper has released the value of each article in ihe shipment to a value not exceeding 60 cents per pound per artwle. 
\\) Should the consumer w i ^ to increase Ihe amount of reimbursement under this seciion, coverage may be available on a negotiated basis. 
(j) The carrier reserves the right to repair damaged goods as a first course of action prior lo reimbursement. 
(k) The consumer warrants that no items ot extraordinary value are being transported unless specifically listed. Items of extraordinary value are defined as items with a 
value in excess ol one hundred ($100.00) per pound. 

SECTION 2: The carrier shall not be liable for delay caused by highway obstruction, or faulty or impas^ble highways, or lack ol capacity ot any highway, bridge or ferry, or 
caused by breakdown or mechanical defect of vehicles or equipment, or Irom any cause other than negligence of the carrier nor shall the carrier be bound to transport by any 
particular schedule, means, vehicle or otherwise than wilh reasonable dispatch. Every earner shall have the right in case of physic^ necessity to forward said property by any 
carrier or route between the point of shipment and the point of destination. 

SECTION 3: Consumer shall: 
(a) Be liable (or any and all <yiatges staled on the estmate and pay therefore. 
(b) And indemnify earner against loss or damage caused by inclusion in the shipment o( explosives or dangerous articles or goods. 

pEQTlQN 4; If for any reason other than the fault of carrier, delivery cannot be made at address shown on the face hereol, or at any changed address of which canier has 
been noliliad. carrier, at its option, may cause anicles contained in shipment lo be stored in a warehouse selected by it as the point of delivery or at other available points, at 
the cost of Ihe owner, ar>d subject to a lien for all ac:crued tariff and other lawful charges. 

SECTION 5: As a condition precedent to recovery, a claim (or any toss or damage, injury or delay, must be filed in writing with carrier within sixty (60) days after a reasonable 
lime for delivery has lapsed. The carrier must acknowledge receipt of your claim within fifteen days after receiving it and must respond to you within thirty days, suit must be 
instituted against carrier within (2) years and one (1) day from the dale when notice in writing is given by carrier to the claimant thai carrier has disallowed the claim of any pari 
rjf pans thereof specified in the notice. Where a claim is not died or suil is not msliluted thereon in accordance wilh Ihe foregoing provisions, carrier shall not be liable and 
such a claim wilt not be paid. 
Pursuant to 4901:2-]9-O8(D)(l6) 'You have a minimum of sixty days Irom the date oE Ihe move to file a claim for any damaged or missing goods. The earner must 
acknowledge receipt of your claim within fifteen days alter receiving it and must respond lo you wilhin thirty days, il your complaint is trot resolved alter you have called the 
earner, you may contact the Public Utilities Commission ol Ohio for assistance at 1-800-686-7826 (toll-free) or for TTY at 1 -800-686-1570 (toll-free) from eight am to five pm 
weekdays or al V'̂ '̂ M.iJ t̂.tf onio.ucv. 

^ECyiQN 6: i1 shipment is refused by consignee al destination, or i1 shipper, consignee or owner ot property lails lo receive or claim il within tlfteen(15) days alter written 
r^otice by United States mail addressed to shipper and consignee at post office addresses shown on lace hereol. or if shipper lails or reluses lo pay lawfully applicable 
charges in accordance wilh carrier's applicable tarift. earner may sell the property at its option, either (a) upon nonce m the manner authorized by law, or (b) by publk: auction 
to highest tjidder for cash at a public sale to be held at a time and place named by carrier, thirty (30) days notice ot which sale shall have been given in writing to shipper and 
consignee, and there shall have been published at least once a week for iwo successive weeks in a newspaper of general circulation at or near the place of s^e, a notice 
tnereof coniaming a descnption of the properly as Oescnbed in Ihe bill ol lading, and the names of the consignor and consignee. The pnjceeds of any sale shall be applied 
toward payment of lawful charges applicable to shipment and toward expenses ot notice, advertising . and sale, and of storing, canng lor and maintaining property prior to 
sale, and the Oalance, if any shall be paid to owner of property: PROVIDED that any perishable articles contained in said shipment may be sold at public of private sale 
withoui such notices, if, in the opinion ol carrier, such action is necessary to prevent deterioration or further deterioration. 

Paae3 0 f 3 0S«)1/2017 1?:?SPM 
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Planes Moving and Storage 

To: Dawn Paquette 

Invoice Number 

40P-1122-7/115054 

CLMSO12965 

Date Descnption 

08/30/2017 Cashed Out 

ChecK Number: 

Date: 

Amount Discount 

$410.00 $0.00 

377887 

08/31/2017 

Paid Amount 

$440.00 

TOTALS-. $440.00 $0.00 
THE FACE OF THIS DOCUMENT HAS A COLORED BACKGROUrJD - NOT A WHITE BACKGROUND 

Planes Moving and Storage 

9823 Cincinnati Dayton Road 
Cincinnati, OH 45069 

Fifth Third Bank Cincinnati 
Cincinnati, OH 

$440.00 

377887 
13-31/420 

Amount Fotir'Hifiidred Forty Dollars and 00 Cents Aug 31, 2017 
msma 

$440.00 

Pay to the Order of: 

D a w n P a q u e t t e 
8925 Apple KnoH Ln 
Cincinnati, OH 45236 

^^i>>y^~-^-^^^ ? ^ • £^<*^H^^t,U^^— 

THIS OOCUHENT CCWIAIKS ViSIBUl FLUOHESCENT FIBERS ANO A TRUE WATERMARK. HOLD TO A UCHT TO VERIFY. 
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Planes Moving and Storage 

To: pawn Paquette 

Invoice Numtjer 

40P-6386-6/11505S 

CLMSO 12966 

Date Descnption 

08/30/2017 Cashed Out 

Check Number: 

Date: 

Amount Discount 

$180.00 $0.00 

377888 

08/31/2017 

Paid Amount 

$180.00 

TOTALS: $180.00 $0,00 
THE FACE OF THIS DOCUMENT HAS A COLORED BACKGROUND • NOT A WHITE BACKGROUND 

Planes Moving and Storage 

9823 Cincinnati Dayton Road 
Cincinnati, OH 45069 

Rf th Third Bank Cincinnati 

a n d n n a t i , OH 

$180.00 

377888 
13-31/420 

Amount One Hundred Einhtv Dolliirs ^nd 00 Cents Aug 31, 2017 
MSMM 

$180.00 

Pay to the Order of: 

Dawn Paquette 

4420 Marburg Ave. Apt 316 
Cincinnati, OH 45209 

C<**^J.-i*-.^-e^ P ^ •;gA*'»W^I.t4^>,-^ 

THIS DOCUMENT CONTAINS VISIBLE FLUORESCENT FIBERS AND A TRUE WAIERMARK. HOtD TO A LIGHT TO VERIFY. 
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