™

FRONTIER

Welcome to the Frontier Claims Tracking System Web Portal
URL: https://cts.frontier.com/

Required Web Browser: Google Chrome

The following provides step-by-step instructions on how to submit billing disputes directly into the Frontier
claims system.
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REGISTRATION

Click on Register to create a new Username and Password.

& SIGN IN

Frontier

Welcome to the Frontier Wholesale Claims Tracking System

Sign In

Usaemama

REGISTER
I you are expetiencing issues with regisiation piease send an email toF TRClaimaPortalHelpg e com

For functional CTS issues, plaase send email 1oF TRClaime PortaH elp@fir com
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Complete the registration screen, including the security question, and click on Register.

Register

Existing user? Sigmn Im

Enter your CCMNA and Company Mame *

r Firstname Supervisor LasiMame

Enter your Supervisor's Phone & Email address =

r Phone Supervisor Ema

Enter your Mame *

FirsttMame LastMams

Enter your Address =

= Enter strest name

m
1
m
=)
=]
=]
m

g

]
o

ity Alabama e
Enter your Phone & Email address *

Phone

Choose your Userflame & Password =

Security Check =

I'm not a robot

REGISTER

If you are experiencing issu=es with registration pleas=

FTRClaimsPortalHelp@ftr.com. “our Usermmame and

the Security Check.

+*NOTE**

Customers with multiple CCNAs and Company Names, please register using one CCNA and Company

Name. Claims can be submitted for all CCNAs and Company Names.
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Once the registration process has been completed, Sign In using the new Username and password.

& SIGNIN

Frontier

Welcome to the Frontier Wholesale Claims Tracking System

Sign In

Username

| 5]
Password

| 0

Sign in with your CTS username & password.

SIGN IN

REGISTER
If you are experiencing issues with registration please send an email toF TRClaimsPortalHelp@fir.com.

For functional CTS issues, please send email toFTRClaimsPortalHelp@ftr.com
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After sign-in, the Profile page will display. User can access the CLAIMS TRACKING SYSTEM MENU from this
page.

(= SIGN QUT

Claims Tracking System Menu

Frontier

Profile

Logged in user Kansul Mohamed

CompanyName Frontier Communications

CCNA Z00K

Address 2221 Lakeside Blvd, Richardson,
TX 75082

Phone (214) 636-0986

Email Kansul.Mohamed@ftr.com

SupervisorName Justin Brown

CLAIMS TRACKING SYSTEM MENU:
*  WHOLESALE CLAIMS MENU:

New Claims

Last Pending Claim

Last Claim Submitted
Denied Claim Rebuttal
Last Pending Rebuttal
Last Rebuttal Submitted

O O O O O O

Claims Tracking System Menu «

Frontier -,

Tempiates

Profile
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CLAIMS TRACKING SYSTEM MENU:
*  TEMPLATES MENU:

o Claims Tracking System (CTS) Template

If the Claims Tracking System (CTS) Template is needed, select TEMPLATES, and click on CLAIMS TEMPLATE.

(= SIGN OUT

Claims Tracking System Menu ~

Frontier .-

Temp|a'e{b Claims Template

Download the following file (Excel spreadsheet).

Frontier - Wholesale Claims Spreadsheet

Contact Heme* E * Regquired fishd

Contact Phone® ** Required depending on Caim Type
Bt
Contact E-Mail Address®

Once the Wholesale Claims Spreadsheet has been updated with the relevant dispute information, user should
save the Excel file to a local drive.

NOTE: Filename must end in “.xIsx”.
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CLAIM UPLOAD

To upload a claim file, click on CLAIMS TRACKING SYSTEM MENU and choose WHOLESALE CLAIMS. Then choose
NEW CLAIMS.

) ] (= SIGN OUT
Claims Tracking System Menu ~

Frontier .. | ..

Last Pending Claim

Templates
Last Claim Submitied

Denied Claim Rebuttal
Last Pending Rebuttal

Last Rebuttal Submitted

Profile

The following screen will open.

) ) ‘ % SIGN OUT
Claims Tracking System Menu

Frontier

Claims Upload
Upload Supporting Documents Yes ONo
! laims Fil |
Select Claims File Chooss File | No file chosen
Please choose the excel file type extension ends with xIsx
VALIDATE

Upload Supporting Documents:

o Click “YES” if supporting documentation will be submitted with the claim file.
e C(Click “NO” if no supporting documentation will be submitted with the claim file.

Select Claims File: Click on CHOOSE FILE to select the claim file to be loaded. Filename must end in “.xIsx”.

If no supporting documents will be submitted, click NO. Once the claim file has been chosen, click on VALIDATE.

/
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- : (% SIGN OUT
Claims Tracking System Menu

Frontier

Claims Upload
Upload Supporting Documents Yes ®No
Solct Gt T 8o Choose File | Test_New Claims_DEC 2021 Bill Date xlsx

Please choose the excel file type extension ends with xisx.

VALIDATE

To submit supporting documents, click YES. Once the claim file has been chosen, click on VALIDATE.

% SIGN OUT

Claims Tracking System Menu

Frontier

Claims Upload
Upload Supporting Documents ®@Yes ONo
SEec Ckme Che [Choose File | Test_New Claims_DEC 2021 Bill Date.xisx

Please choose the excel file type extension ends with xisx.

VALIDATE

If you chose YES to submit supporting documents, the following screen will open giving the option to add up to 4
files as claim support.
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Click on CHOOSE FILE and select the files to be added.

Frontier

Claims Upload

Claims File Name

Supporting Documents 1
Supperting Documents 2
Supporting Documents 3

Supporting Documents 4

Claims Tracking System Menu

Test Mew Claims_DEC 2021 Bill Date xlsx

Choose File |No file chosen
Choose File |No file chosen
Choose File |No file chosen

Choose File |No file chosen

i

UPLOAD CLAIMS WITH SUPPCRTING DOCUMENTS

Once the files have been chosen, click UPLOAD CLAIMS WITH SUPPORTING DOCUMENTS to add the files.

© 2022 Frontier Communications Parent, Inc. All rights reserved.
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CLAIMS SUBMISSION

Click SUBMIT to start the claim validation process.

No Supporting Documents:

: (# SIGN OUT
Claims Tracking System Menu

Frontier

Claims Submission
Claims File Name Test_New Claims_DEC 2021 Bill Date xlsx

Upload Supporting Documents NO

SUBMIT

With Supporting Documents :

° Claims Tracking System Menu | (= SIGN OUT
Frontier

Claims Submission

Claims File Name Test_New Claims_DEC 2021 Bill Date xisx

Upload Supporting Documents YES

Supporting Documents 1 Frontier-Communications-Federal-Universal-Service-Fund-Form_2021 signed.pdf
SUBMIT

A message will display indicating that the claim file was received and is being validated.
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Click on CHECK VALIDATION STATUS.

(% SIGN OUT
Claims Tracking System Menu

Frontier

Claims Submission
Claims File Name Test Mew Claims_DEC 2021 Bill Date xlsx

Upload Supporting Documents NO

Claims spreadsheet 'Test_ New Claims_DEC 2021 Bill Date.xlsx" has been received and is being validated. Time = 2/8/2022 10:46:24
AM Claims Validation Results Posted Successfully : 6a226330-ca62-4013-9554-4937df9%ad27

CHECK VALIDATION STATUS
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VALIDATION RESULTS

Upon completion of the validation process, a message will display stating either that the file was successfully
loaded or that there were errors. If there are errors, refer to the error listing for the items that need to be

corrected.

Below is an example of VALIDATION RESULTS showing errors.

Validation Results

File Name
Batch Number
Valid Claims

Message

Test_MNew Claims_DEC 2021 Bill Date xlsx
0
False

Submitted Claim is not valid, please refer to error listing for items which
require correcting.

Rows Processed 16
Supporting Documents Uploaded
PROCESS AGAIN WITH VALID CLAIMS FILE

Row |BAN Cir. ID Bill Date Claim Type Claim Amt Claim Desc. Cust Claim Num Error
7 5000510453 abexyz 121402021 RPR 100 TEST - REPAIR CLAIM 20200405-abc Invvalid ClaimiD
3 8000510453 abc.123 124472021 RPR 100 TEST - REPAIR CLAIM 20200405-abc D
2] 8000510453 abc.456 12442021 RPR 100 TEST - REPAIR CLAIM 20200405-abc D
10 8000510453 abc.def 12442021 RPR 100 TEST - REPAIR CLAIM 20200405-abc Invalid ClaimiD
11 8000510453 abec.739 12442021 RPR 100 TEST - REPAIR CLAIM 20200405-abc Invalid ClaimiD
12 6000510453 abc.012 12042021 RPR 100 TEST - REPAIR CLAIM 202004053-abc
13 6000510453 abc.ghi 12/4/2021 RPR 100 TEST - REPAIR CLAIM 20200405-abc
14 6000510453 abc.zip 12/4/2021 RPR 100 TEST - REPAIR CLAIM 20200405-abc

If there are errors as displayed above, user will need to correct the error(s) in the claim file. Once the error(s)
have been corrected, the user can then upload the corrected file.

Click PROCESS AGAIN WITH VALID CLAIMS FILE to go back to the screen below to upload the corrected claim

file.
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Frontier

Claims Upload
Upload Supporting Documents

Select Ciaims File

Claims Tracking System Menu

Choose File | No file chosean

nload Claims fiald is required

se choose the excel file type extension ends with xisx

= SIGN OUT

No

VALIDATE

Once the claim file has processed with no errors, the VALIDATION RESULTS will provide the filename loaded, the
assigned Frontier Batch Number, a message confirming that the claim file was successfully submitted, and the
number of processed data rows in the file. Please verify that the number of rows processed matches your

expectation.

An Acknowledgement email with the expected Resolution Due Date will be sent within 48 hours.

Frontier

Validation Results

File Name

Batch Number
Valid Claims
Message

Rows Processed

Supporting Documents Uploaded

(% SIGN OUT
Claims Tracking System Menu

Test_New Claims_DEC 2021 Bill Date.xlsx

10149655

True

Submitted Claim is valid, assigned BatchMumber = 10149655.

16

Your claims template has been successfully uploaded. You will receive an Acknowledgement email with the Batch ID and
your expected resolution due date within 48 hours.

© 2022 Frontier Communications Parent, Inc. All rights reserved.
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LAST PENDING CLAIM

To view the last claim that is pending validation or a claim that has not been fully submitted, access the LAST
PENDING CLAIM menu.

Click on CLAIMS TRACKING SYSTEM MENU and choose WHOLESALE CLAIMS. Then choose LAST PENDING

CLAIM.
5 ; (% SIGN OUT
® Claims Tracking System Menu ~
F ro nt I e r Wholesale Claims New Claims

Lasl{@ndmg Claim
Templates

Last Claim Submitted

Denied Claim Rebuttal
Last Pending Rebuttal

Last Rebuttal Submitted

Profile

Below is an example of a claim file with errors.

. . (= SIGN OUT
F t. Claims Tracking System Menu
Claims Pending
File Name Test_New Claims_DEC 2021 Bill Date. xlsx
Batch Number 0
Valid Claims False
Message Submitted Claim is not valid, please refer to error listing for items which
require correcting.
Rows Processed 16
PROCESS AGAIN WITH VALID CLAIMS FILE
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LAST CLAIM SUBMITTED

To view information on the last claim file that was submitted, and the assigned Batch Number, access the LAST

CLAIM SUBMITTED menu.

Click on CLAIMS TRACKING SYSTEM MENU and choose WHOLESALE CLAIMS. Then choose LAST CLAIM

SUBMITTED.

Frontier ...

Templates

Laixe Liniaad

Claims Tracking System Menu ~

(% SIGN OUT

New Claims

Last Pending Claim
Last %]f)im Submitted
Denied Claim Rebuttal
Last Pending Rebuttal

Last Rebuttal Submitted

The following screen opens showing the information on the last claim file submitted.

Frontier

Claims Submitted

File Name

Batch Number
Valid Claims
Message

Rows Processed

Supporting Documents Uploaded

[= SIGN OUT
Claims Tracking System Menu

Test_New Claims_DEC 2021 Bill Date xlsx

10149655

True

Submitted Claim is valid, assigned BatchNumber = 10149655.

16
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DENIED CLAIM REBUTTAL

If you do not agree with a denied claim, you can use the DENIED CLAIM REBUTTAL menu option to file a
rebuttal. Open the Excel spreadsheet attached to the Frontier Resolution email. Populate columns X, Y and Z in
the spreadsheet for the denied claim items that you wish to rebut. Please provide a detailed explanation
supporting your claim position in column X. Please include additional documents needed to support your claim
position.

To submit the rebuttal, click CLAIMS TRACKING SYSTEM and choose WHOLESALE CLAIMS. Then choose DENIED
CLAIM REBUTTAL.

; ) (% SIGN OUT
i Claims Tracking System Menu ~
I ro nt I e r VWholesale Claims New Claims

Last Pending Claim

Templates
Last Claim Submitted
Deniedllidaim Rebuttal

6
The following screen will display.
=% SIGN OUT
Claims Tracking System Menu

Frontier

Denied Claim Rebuttal Upload

Process is used to file a rebuttal for a denied claim. For the rebutted claims, please fill out columns X, Y
and Z on the Resolution file sent to you. Submit the updated Excel file to file the rebuttal.

Upload Supporting Yes ONo
Documents
Select Denfed Cism Choose File | No file chosen
Rebuttal File
Please choose the excel file type extension ends
with xisx.
VALIDATE

RUBUTTAL FILE - NO SUPPORTING DOCUMENTS
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Click NO, if no supporting documentation is to be included with the claim file. Click CHOOSE FILE to select the
claim file to be loaded. Once the claim file has been chosen, click VALIDATE.

Denied Claim Rebuttal Upload
Process is used to file a rebuttal for a denied claim. For the rebutted claims, please fill out columns X, Y
and Z on the Resolution file sent to you. Submit the updated Excel file to file the rebuttal.

Upload Supporting Yes ONo
Documents

Select Denied Claim

Choose File | Batch 10149588 .. T_Rebuttal 1.xlsx
Rebuttal File -
The Upload Claims field is required
Please choose the excel file type extension ends
with xlsx.
VALIDATE

On the following screen, click SUBMIT.

Denied Claim Rebuttal Submission
Denied Claim Rebuttal File Name Batch 10149588 UAT _Rebuttal 1 xlsx
Upload Supporting Documents NO

SUBMIT

A message will display indicating that the Rebuttal spreadsheet was received and is being validated. Click on
CHECK VALIDATION STATUS.

Denied Claim Rebuttal Submission
Denied Claim Rebuttal File Name Batch 10149588 UAT_Rebuttal 1.xlsx
Upload Supporting Documents NO

Claims spreadsheet 'Batch 10149588 UAT_Rebuttal 1.xlsx’ has been received and is being validated. Time = 2/9/2022 4:17:37 PM
Claims Validation Results Posted Successfully : 914dc610-05ae-4cd1-82a9-c39¢cb4%e2ebc

CHECK VALIDATION STATUS

If there are no errors in the rebuttal file, the following screen will display showing the Frontier Batch Number
that has been rebutted. An email acknowledging receipt of the rebuttal will be sent to the user.
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Validation Results

T

s tlempiate hos bes

ted resolution due

subrmstted for Batch Number = 10134302 An Acknowledggement omasl will be sent shortly

You will recenve an Acknowledaemeant email with the Baweh 1D and vou

If there are errors in the rebuttal file, the following screen will display the error listing for the items that need to

be corrected.

Validation Resulis

File Name
Batch Number
Valid Claims

Message

Batch 10149588 UAT_Rebuttal 1.xlsx

10149588

False

**ERROR™ Rebuttal File is not valid, please refer to error listing for
items which require correcting.

Rows Processed 0
Supporting Documents Uploaded
PROCESS AGAIN WITH VALID CLAIMS FILE
Bill Clail Clai Cust Clai
Row| BAN Cir. ID ' aim M Claim Desc. UStERIM - e rror
Date Type Amt Num
. TEST - REPAIR _ | Tracking Humber andfor Batch Mumber Does Mot Match with our Existing
7 2241510120) 2179355391 5/4/2018 | MSC 35.00 R 20200405-6667 | _
CLAIM Record

User will need to correct the error(s) in the rebuttal spreadsheet. Once the error(s) has been corrected, the user
can then upload the corrected rebuttal spreadsheet.

Click the PROCESS AGAIN WITH VALID CLAIMS FILE to go back to the screen below to upload the corrected

spreadsheet.
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Denied Claim Rebuttal Upload

Process is used to file a rebuttal for a denied claim. For the rebutted claims, please fill out columns X, Y
and Z on the Resolution file sent to you. Submit the updated Excel file to file the rebuttal.

Upload Supporting Yes ONo

Documents

Select Denied Claim
Rebuttal File

Choose File | No file chosen

Please choose the excel file type extension ends

with xlsx

VALIDATE

Follow the steps above to upload and validate the corrected rebuttal spreadsheet.

REBUTTAL FILE - WITH SUPPORTING DOCUMENTS

Click YES if there is supporting documentation to be included with the claim file. Click CHOOSE FILE to select the
claim file to be loaded.

Once the claim file has been chosen, click VALIDATE.

Denied Claim Rebuttal Upload

Process is used to file a rebuttal for a denied claim. For the rebutted claims, please fill out columns X, Y
and Z on the Resolution file sent to you. Submit the updated Excel file to file the rebuttal.

Upload Supporting #Yes ONo

Documents

Select Denied Claim

Rebutial Fi \ Choose File | Batch 10149588.. T_Rebuttal 1.xlsx
ebuttal File !

Please choose the excel file type extension ends

with xIsx.

VALIDATE

User has the option to add up to 4 Supporting Document files to upload with the rebuttal.
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Click on CHOOSE FILE and select the files to be added.

Denied Claim Rebuttal Upload

Denied Claim Batch 10149588 UAT_Rebuttal 1.xlsx
Rebuttal File Name

2L D C Choose File |Advantage Rates All States 112204 doc

ST Lo Choose File |MNo file chosen

Supporting Documents 3 Choose File |No file chosen

Supporting Documents 4 Choose File |No file chosen

UPLCAD DENIED CLAIM REBUTTAL WITH SUPPORTING DOCUMENTS

i

Once the files have been chosen, click UPLOAD DENIED CLAIM REBUTTAL WITH SUPPORTING DOCUMENTS to
add the documents.

The following screen will be displayed showing that supporting document(s) which will be
uploaded with the claim file. Click SUBMIT to proceed through the rebuttal submission process.

Denied Claim Rebuttal Submission
Denied Claim Rebuttal File Name Batch 10149588 UAT_Rebuttal 1.xIsx
Upload Supporting Documents YES

Supporting Documents 1 Advantage Rates All States 112204 doc

SUBMIT

A message will display indicating that the Rebuttal spreadsheet was received and is being validated. Click on
CHECK VALIDATION STATUS.
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Denied Claim Rebuttal Submission

Denied Claim Rebuttal File Name

Upload Supporting Documents YES

Supporting Documents 1

CHECK VALIDATION STATUS

Batch 10149588 UAT_Rebuttal 1.xlsx

Advantage Rates All States 112204 .doc

Claims spreadsheet "'Batch 10149588 UAT_Rebuttal 1.xIsx’ has been received and is being validated. Time = 2/9/2022 4:36:20 PM
Claims Validation Results Posted Successfully : ce8df1c7-8fc0-4394-b371-abed74765eea

If the rebuttal file passes validation, the following message will be displayed. The VALIDATION RESULTS include
the Frontier Batch Number that has been rebutted and the name of the supporting document file(s).

Validation Results

aNome Rebuttaol File_ Batch 10041823 xisx
Batch Number 10041823
Vialid Clolms True
Rebwttol file hos beer
oW
Supparting Documents | Batch 10041823

wbmitted for Batch Number = 10041823 Ar

-Support for Rebuttal - contract.doc

EYVe

knowledaement email will be sent

an Acknowledoemeant email with the Batch 1D and your
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LAST PENDING REBUTTAL
To view the last rebuttal file that is pending validation or a rebuttal file that has not been fully submitted, access
the LAST PENDING REBUTTAL menu.

Click on CLAIMS TRACKING SYSTEM MENU and choose WHOLESALE CLAIMS. Then choose LAST PENDING
REBUTTAL.

) _ (% SIGN OUT
o Claims Tracking System Menu ~
I ro nt I e r Wholesale Claims Mew Claims
Last Pending Claim
Templates
Last Claim Submitted
Denied Claim Rebuttal
Last Peqﬁjng Rebuttal
Below is an example of a rebuttal file with errors.
Denied Claim Rebuttals Pending
File Name Batch 10145588 UAT_Rebuttal 1.xlsx
Batch Number 10149588
Valid Claims False
Message **ERROR™ Rebuttal File is not valid, please refer to error listing for

items which require correcting.

Rows Processed 0

PROCESS AGAIN WITH VALID DENIED CLAIM REBUTTAL FILE
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LAST REBUTTAL SUBMITTED

To view the last submitted rebuttal file, access the LAST REBUTTAL SUBMITTED menu.

Click on CLAIMS TRACKING SYSTEM MENU and choose WHOLESALE CLAIMS. Then choose LAST REBUTTAL

SUBMITTED.
. . (= SIGN OUT
P Claims Tracking System Menu ~
F ro nt I e r Wholesale Claims New Claims

Last Pending Claim

Templaies
Last Claim Submitted

Denied Claim Rebuttal

Last Pending Rebuttal

Last Rebuﬁ%&ubmitied

kenied Claim Rebuttals Pending

The following screen opens showing the information on the last rebuttal file submitted.

Rebuttals Submitted

File Name Batch 10149588 UAT_Rebuttal 5.xIsx

Batch Number 10149588

Valid Claims True

Message Rebuttal file has been submitted for Batch Number = 10149588. An

Acknowledgement email will be sent shortly.

Rows Processed 1

Supporting Documents Uploaded

DISCLAIMER: THIS DOCUMENTATION IS FOR INFORMATIONAL PURPOSES ONLY AND
DOES NOT OBLIGATE FRONTIER TO PROVIDE SERVICES IN THE MANNER DESCRIBED IN
THIS DOCUMENT. FRONTIER RESERVES THE RIGHT AS ITS SOLE OPTION TO MODIFY OR
REVISE THE INFORMATION IN THIS DOCUMENT AT ANY TIME WITHOUT PRIOR NOTICE. IN
NO EVENT SHALL FRONTIER OR ITS AGENTS, EMPLOYEES, DIRECTORS, OFFICERS,
REPRESENTATIVES OR SUPPLIERS BE LIABLE UNDER CONTRACT, WARRANTY, TORT
(INCLUDING BUT NOT LIMITED TO NEGLIGENCE OF FRONTIER), OR ANY OTHER LEGAL
THEORY, FOR ANY DAMAGES ARISING FROM OR RELATING TO THIS DOCUMENT OR ITS
CONTENTS, EVEN IF ADVISED OF THE POSSIBLITY OF SUCH DAMAGES.
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