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THE COUNCIL

CITY OF BUFFALO

Geronge K. ARTHUR

| ERLMBERY

February 1, 1988

Honorable David A. Collins
Masten District Council Member
Room 1414 City Hall

Buffalo, New York 14202

Dear Dave:

Enclosed please find a letter from the New York State Nurses
Association to David Beecham, General Manager, Hyatt Regency
of Buffalo. I would appreciate it if you would put this on
the agenda fer your mnext Convention and Tourist meeting.
There must be some way that we can resolve this issue.

Sincerely,

. o : e

o,

GEORGE K. ARTHUR ' e
PRESIDENT | |
RUFFALO COMMON COUNCIL

cc: Juanita Hunter

Enclosure

taartha L. Qrr, MN, RN
Execulive Director

Constitvent of The Amarican
Nurses Associatior

Lt

NEW YORK STATE NURSES ASSOCIATION
2113 Western Avenue, GQuilderiand, N.Y. 12084, (518) 458-5371

January 16, 1988

David Beecham

General Manager

Hyatt Regency Buffalo
Two Fountain Plaza
Buffalo, New York 14202

Dear Mr. Beecham:

Thank you for your letter of January 4th. Needless to say, your
description of the details of our experience at the Hyatt Regency
varies significantly from that reported to me by numerous members
of the Association. I also disagree with your conclusion that
there should be no adverse effect on attendance at dur future
conventions.

1t does not appear that further correspondence with the
leadership of the Hyatt Corporation or of the Hyatt Regency
Buffalo will result in a satisfactory resoclution of the issues.
I will report this conclusion to the Beoard of Directors at its
next meeting January Z1st.

You are certainly correct that there can be no consideration of
boycotting the Hyatt chain for meetings of the Association held
in Albany. That was my error. However, I will recommend to the
Board that the Association's 80 member delegaticn and other staff
and members attending the American Nurses Association convention
in Louisville, KY next June utilize a hotel other than the Hyatt.
It is alsc my considered opinion that the Association will not
plan another convention in Buffalo.




David Beecham
January 16, 1988
Page 2

I am extremely disappointed that I have been unable to convince
you that a gesture of scme form of compensation would not only be
fair, but would be a sound business practice.

Sincerely yours,
Panihe L On

Martha L. Orr
Executive Director

cc: Juanita K. Hunter, President NYSNA
Darryl Hartley-Leonard, President, Hyatt Hotels Corp.

Paul Astleford, Vice~President ~ Salez, Hyatt Regency
James Griffin, Mayor, City of Buffalo

George K. Arthur, President, Buffalo Common Council
Richard Slisz, Erie County Legislature

William P. Hart, President, Hart Hotels

Roger Schutt, Buffalo Chamber of Commerce.

MLO/ker
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No room at Buffalo inns for nursing delegates

By MARY FATTERSON

There war 50 room 3t the o for e
perticipams of the cocent New York Suste
Nurses Associaiion cosvestios held ia
Buffato st monik. The awres” grovp
npommh-rmyolhmm
ot ates 2oaels
only 10 find the botess 8 which they Bad
madi reservaiions were fided ap.

‘“The hotels averbonked,*” " wnd Anwe
Schouy, & of aad
pubbeations fov the Turses” gronp. “That
croated a lof of i wilf. There was soowx
talt abowl peasing & rssciation ebou:
never coming to Buffsio sgen.~

The snavension, keld Oot. 22-15,
atiracted 400 detrperés ta the &ity,

Particularly roubling, Schatt savd, was
(tha! asenciation offwsais arrived &1 10:30
p.m. on the Gt hight of the confaecs
find that there were 50 rooms Raved for
them st the Hystt Reprocy Buffalo, even
though the hoisi had a mager En of the
officisls and had been informed they
would be getting in feter than the snsai 6
p.m. chech-ia deadtine,

Members of that groep raised a fiss,
which resulted in the hotel finding rocms
for them, she said. The peaerst mansgey
of the Hyatr Regency Ruffalo, David Ber-
cham, refusad to comment.

*“The manager sxid i1 is his policy sot to
talk about groups that have hemn bere o
are going 1o be Lere,*' raid a Hystt

employee. She confirmesd, .

the botel “waltad™ five people ove night

and 23 the next day. In the hotel industry,

walking means a dotel flads rooms for

peonkllahrrhm.mfummm
and provides

The actual umbcr of aurses bumped
{rom the botel was 47, said convestion
ornninr Karen Mance, ditector of

mns for the state nurses

Many mmmmdweﬁmom
l‘otvrhichmr,thdmmdm
tions, she said, but soee who complained
mnﬂymdmroom Some con~

hits also were bomped from
rooms at the Hyatt, she sxid.

The Buffalo Hiktoo also ran short of
roows for nerses attending the conven-
too. .

*"There were thoee rooms that we had to
relocste one night,” Hiltoa man-
ager Rodi Rainer said. “'That doesn™t
lnppmohtu.mdnmformmepeo-
pie’s accommodations.””

That nambder also was low, Maune said.
Sde said she plans to send a quastionnaire
10 attendees to determine the extent of the
prodiems encountered at Buffalo horels.

The hotel was thort on rooms because
tome previously registered goests had not
checked out, Rainer said. Under state Taw,
#t is iNegal to evict & hotel guest who
cHooes to extend hi s2ay.

Report thar another downtown hotel
provided oaly 10 of 50 promised roonu
cocid not de conlirraed.

*“Some of those roomt were booked in
June and July,"” szid a loca) member of
the purses” grovp. *“It was a fiasco.**

The newly elected president of the state
association, Jsunitz Humiter, is & climical
assistant professor i the Rate University
at Buffalo. After the cotrvestion, she and
two other membders of the stste naryes'

group me1 with represeniatives of the
Greater Buffalo Chamber of Commerce
Comvention and Tourista Division 10 dis-
cuss the prodlems.

The meeting with Willism Marz, vice
chairman of «vmvemzcns and tourism,

“"We will be meesing with tbe individual

hote! gropecsies is follow up. " Schut
il Iy onfortapine FRevar K Rep-
peaz, i particuinely 10 & dowernitioe

Soc:\ oVErdOMVING 18 aviaiie, Hart
said, Fecanss “dutinse: il gor: sa
within she sres.” regardiess of coaven-
tieems.

he swating 3o
Twrais <

1 is tobdying for
a mmtm pational requitement Lhat
ouly wbo have d fomz

P of the prodiem wuh
zem will be sesid with the sddiiion of
e engployers B ke Canveniton sad
Vistors Daresn, Hact wod. The buroaw
recenily began receiving additions! fund-
oy hrungh ibe incretand Rotel bed 1ax
¢ in Erie Cowsrty emriser thia yoer.

There was some tatk
about passing a
resslution about never
coming to Buffalo again.

‘Cinm 1830 buRd; on snother, but | had
the sexse the fadies fek betier alter we
tatked.’” Hart ssad Wit we noed iy hey-
197 comonaTation S wesn the hoizls kod

“We're novw omt trach,” Nar¢ said.

Yhe comventioa asd visitors barese
safl was extremely helpfu) throughort
the cowestiisa, sacd Magne of the stRte
groue, The provissse v widh tha hoteda,
the &od

Jtsony stivedance st the copvestion
was du2 ta 3 whedwled vote pa whether
the state would withdraw from
e Amencan Nures’ Aoocation aver 3
bylaw thanze (0 alow 2 fnew class 2
BurEEs. *'A3cOCkate Bures,’” as membere.

Bt they wouht aiso creste an insermedi-
&k chingry berween Tegisered rurses and
oenpad pravtical surses for axeses who
Son't RAVE four-your degress.

Thxr New Yark group protested that
wuch a change in the national bylaws was
premature and ecad result in o dilution of
the group’s professional goalks.

Aftee & series of forums held around ihe
nate, the Eale purses’ bowrd of direcion
d;omd un proposal o mhdnw {rom
d, dele-
n!u 10 tie convention i Bulfalo patsed

a fesolution ta reaffirm their “*profes.
ﬁmul mission,”' wssociation public rela-
tioas of firizt Anne Schott said.

And on playing the host

This kind of thing happens ail the time. Yoo
arrive at your destination at midnight. Even though
you called ghead 1o say you'd be Iate, the hote! gave
awmy your room o has 1o record thet you ever even
reseyved one.

Bu: when it happened in Buffalo recentiy to morz
than a handful of delegates at the convention of the
New York State Nurses Association, what resulted
was more than a little inconvenience and irrRation.

The nurses considered voting pever to bold their
cottvestion again in Buffalo. In the esd, they
didn’s take that vote. They didn’t need 10. The
convention business is a competitive one, and next
time they ook for a location to meet, xbey'!l already
have a reason not to do it here.

We are not surprised that a number of delegates
arrived to find that their reservations had been
fouled up. There just aren’t very many hotel rooms
in downtown Buffalo when it comes to a weckend
of a home football gar:z. a couple hockey games
and a 1,400-delegate convention.

From everything we’ve heard, the hotels involved

. handled the problem as gracefully and graciously as

possible. But what disturbs us is that theseprotiems
arise at a time when Buffalo is trying to increase the
size and number of conventions it Graws. That

won’t happen if the city gets a reputation for being
unable to host what, in the business, are considered
fairty moderate-sized mectings.

Perhaps we just aren’t ready yet to play host fo
1,400 or more people. If not, we ought 10 bone up
fast. Larger conventions are coming soon.

And if we're not ready when those conventions
arrive, that will be worse than never having the
conventions at all. Because in this butiness, the only
thing worse than no reputation is a bad reputation,




Nurse Image Needs a Boost

The pniblic has recently heen given much
infarmation aboy! AIDS and health care
providers., Urfortunately, some reports
have beenn &s misleading anéd facis have
been misinterpreted.

O particular concern to organized nurs-
ing is the impression that nursing schocols
statewide are experfencing an enroilment
decline due targely to fear of AIDS. There
ig another side to the issue which the public
shouid be aware of.

While enrcliment in all programse of
nursing education nationally and at the
state level have declined approximately 8
percent over the last four years, nurse lead-
ers and others cite the {ollowing reasons for
this decline: (1) the envolving role of wom-
en in our society; (2) the decline of the
youny adult population; (3) the availability
and accessibility of other careers for worn-
en, such as medicine, law or dentistry; (4)
the deciine of federal support for nursing
education and (5) the current public image
of nursing.

To state, as some have reportedly done
in your newspaper, that AIDS is the singu-
lar cause of the enrollment probiem in
nursing education is misleading, and the
implications therefore could be harmful to
the public and to the nursing profession.

While fear of AIDS may in the future
become an additional factor in this complex
interrelated situation, that situation has not
been documented, nor is the situation a
widely accepted and substantiated factor
like those previously identified.

Additionally. if it were true that fear of
AIDS has caused a drop in nursing school
enroiiments, then the corresponding rise of

women in medical schools would not ¥
occurring.

Nursing care Is an important compone:
of the health care services, which are pr
vided to clients in multiple settings. Tt
care of AIDS patients represents only or
of the major challenges today that confror
nurses who provide those services, AIDS -
one example of the challenge to providin
quality nursing care to patients with con
municabile digeases.

The public, nurses and potential nursc
need timely, accurate and objective inlo
mation to assist them in related professiot
al and personal decision-making relatesd {
the AIDS crisis. Clearly, the media has a
important role to play in that process.

A concern about recriitment and reter
tion in schools of nursing prompted th
New York State Nurses Assoclation to ho!
a two-day workshop in May of this year
The outgrowth of that conference was d
velopment of a comprehensive plan de
signed to aggressively address recrnitmen
and retention of nurses. Nurses, consumer
and other health professionals have bee
invited to participate in the implementatio
of this action plan.

A major component of this recruitmen
effort will be the use of the media to posi
tively portray the profession of nursing t:
prospective students as a career optio
with a lifetime of opportunity.

We invite your participation and assis
tance in this eadeavor.

JUANTTA K. HUNTER
President

New York State burses Associaticn
Buflato
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'NEW YORK STATE NURSES ASSOCIATION
- 2113 Western Avenue, Guilderiand, N.Y. 12084, (518) 456-3371

Decomber S, 1987

Darryl Bartley-Leonard
President

Hyatt Hotels Corporation
9616 North Western
Chicaan, Illinois 60659

Dear Mr. Hartley-Leonard:

I nave reviewed the enclosed correspondence related to the recent
convention of the New York State Nurses Association and wish to
inform you that neither I nor the Board of Directors is satisfied
with the lack of resolution of our complaints.

The annual convention of our Association is a major source of
revenue, If our members and quests are dissatisfied with a
particular convention, our experience has been that the
subsequent year's convention registration reflects that
dissatisfaction. At this time, I am greatly concerned that the
Association may indeed experience reduced attendance at our 1988
~convention hecauge of the members' extreme dissatisfaction with
the Buffalo Hyatt's treatment of them.

I would also like to call to your attention the fact that the
Association's conventions for 1989, 1990, and 1991 are
tentatively scheduled for the Hyatt Hotel inn Albany, New York.
Given the recent experience with the Hyatt, it is not unlikely
that the BoArd of Directors will ask for a review of those plans.

Pinally, you should also know that the Hyatt Hotel in Kansas City
is the beneficiary of a major corporate account with the American
Wurses Association, of which NYSNA is a constituent member.

Darryl Hartley-Leonard
December &, 1987
Page Two

I realize that it is not possible to correct a situation which is
past. However, I suggest that Hyatt Corporation consider some
form of compensation to the Association and/ocr the many members
who were $0 inconvenienced. I would be pleased to discuss this _
reguest with a representative of the Hyatt Corporation or the .
Hyatt Regency in Buffalo as you suggest,

I look forward to a prompt response to this request. It will
be necessary for me to report the outcomes of this correspondence
to the Board of Directors at its meeting on January 21, 1988,
Thank you for your attention to this matter.

Sincerely,
r”r’i&v%»q ;:. . M:/I/\_ /
*

tfartha L. COrr
Executive Director

c¢: David Beechunm
General Manager
Hyatt Regency Buffalo

Paul Astleford
Vice President - Sales
Hyatt Regency

Juanita K. Hunter
President, NYSNA



Marths L. Orr, MN, AN i #e Mra SR RENGE TN Constituent of The Amevican
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NEW YORK STATE NURSES ASSOCIATION
2113 Western Avenue, Guliderland, N.Y. 12084, (518) 456-51371

aprc
ERES

November g, 1087

Darryl Hartiey-l_sonard
President

Hyatt Hotels Corporation
8618 North Western
Chicago. Hinois 60850

Dear Mr. Hartley-Leonard:

Our Assaciation recentiy held i
_ v 1ta annual meeting at th g
My job was that of organizer, : ® Fivatt Regency Buffato.

In, ‘ i
ex;l;:ey ;;f;;ezce;‘h:vn ne;/er seen a hotel treat convention attendees with such
regard, though ! have yet to gather all i i ya
o i noug o] all the evidence against the Hyat:
ng;r:;z ;?iu.hfamb:‘t‘ can firmiy state that no fewer than 47 peopie were relocatedy
‘daet.s - Ig t. Many nthers.were inconvenienced for hours before receiving a room
probably easy for you te imagine the ill will and chaos which prevailed .

{ ;
p’am Curicus ta knpx-f the corporate standards the Hyatt places on its franchisees
ease forward this information at your earliest convenience .

»,
it's truly unfortunate that the Hyatt Regency Buffala seriousl

respectable corporate image. ¥y damaged your otherwise

Sincerely, «

taved Hawe

Karen Maune
Director
Organization Services

Oavid Beachym
General Manager
Hyatt Regency Buffaig

DATRIYL MARTLE-LECNARD

November 23, 1987

Ms. Karen Maune
Director

Organization Services

Hew York State HNurses Asan.
2113 Western Avenue
Guilderland, N.Y. 12084

Dear Ms. Maune:

Thank you for your letter regarding your reservation at
the Hyatt Regency Buffalo.

I was concerned to learn of the difficulties you
encountered with your reservations. While the staff at
the hotel does everything they possibly can toc aveid
overbooking situations, occasionally incidents such as
the one you experienced occur. Please accept sur
sincere apologies for any inconvenience you suffered.

I am forwarding your correspondence to Mr. David
Beecham, General Manager of the property, to enzure he
is in receipt of vour letter and has hagd the
opportunity to review your concerns and respond to you
personally.

Thank you for taking the time to inforn nme
matter. T only hopa this incident will not
from joining us in the future.

I3
Sincerely,

7+ Hartlev-Lecnard
dent

DH-L:bb

cc: Mr. David Reecharn,

Hyatt Reqgency Buffaz
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Organzation

Novemher 12, 1987

1 MRS,

Ms. Karen Maune

New York State Nurses Assn.
2113 Western Avenue

Albany, New York 12084

MR IMS

Locaton oty state)

Locahon {ndy, state)

HAE

Dear Ms. Maune:

boo s wr s v oo

Thank you for selecting Hyatt Hotels and Resorts for
your 1987 Annual Convention this past month. I was
sorry to learn from Mr. Joe Donahue, Sales Manager at
the Hyatt Regency Buffalo, however, that you felt the
success of your program was ccompromised by difficulties
at our hotel.

Our objective at Hyatt is to contribute to the success
of your function. I sincerely regret if we have
disappointed you in this respect.

FAl

g
.
&ﬁ

As a valued customer of Hyatt Hotels and Resorts, you
will hopefully reccgnize that this occasion does not
typify the high quality service and product that the
name Hyatt has come to represent. Therefore, it is
very important to me to get vour feedback. This will
enable us to pinpoint areas of concern so as to avoid
prob}em& like this in the future.

B IR
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Ms. Maune, thank you, in advance,
We do appre-iate your business,
regaining your confidence.

for your evaluation.
and look forward to

Sincerely,

Paql Astleforg -
Vice Presiderft-sales

g reservahons?

udl gquspment?

i reaaon?
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HARDER SILBER AND DILLEN
ATYLSBNETR AMD COHIMEEL SRS AT L em
ETSN LARK SYREST
ALBAMY, NEW YOMRK 1232+

sig-any- e
GEORGE W.HARDER

RCHARD 2. BILBER
JEFFREY DAMA GHAER

November

Karen Mauns

Director

Organization Services

New York State Mu 5 Aszsociat
he Center for Nursing

2113 Western Avenue

Guilderland, New York., 12084

Dear Karen:

This responds to your November 4 letter concerning the problems encountered
at the Hyatt Regency Hotel during your Association's Convention.

We have researched the applicable law in New York and I regret to inform
you that, in this State., the courts do not recognize any action to collect
damages against an "innkeeper” for the types of problems encountered by
Association members at the Hvatt. To collect anything, your Association
would have to establish that the Hyatt's zctions were wanton, malicious or
precipitated by wrongful motives..

For vour information, I enclose copies of (1) a portion of a Syracuse Law
Review article concerning "Hotel Overbooking” and (2) a court decision in
Pollock v. Holsa Corp. concerning damages against an "innkeeper”.

I do suggest, however, that your Association, either you or Martha Orr,
communicate directly with the chief executive officer of the Hyatt Hotel chain
to alert him or her to what hapoened at the Convention. It very well may
be that yvou will receive some type of satisfaction through that route.

Please call me if you have a question about any of this.

Si/;:,cﬁrel*y‘,.

¢ o A
e 7 LA
Richard J. { ilber

s:6
enclosures: 2.
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. aertha L. Orr, MN, AN

Nurses Associstion

NEW YORK STATE NURSES ASSOCIATION Wjﬁl 9 ﬁ
2113 Gestarn Avenus, Guildorisnd, N.Y. 12084, (518) 456-5371

‘Nuvemnber 12, 1087

‘Ruger Schutt

Grester Buflsio Chamber of Commerce
127 Deiaweare Hvenue
Buffaic. NY 14202-2801

Dear Reger:

Several weeks have passed since our "Buifslo Experience” and i'm now somawhat
ready to write the last chaptar of Convention 1887,

Beiow is & jist of vendors used in conjunction with our meeting. I've categorized
them eg "scceptable® or "unacceptable”. A brief description accompanies each vendor

in the "unscceptable® category,

Pleese know that "acceptable® meana much more than the word implies - providers

in thet category ware exemnpliary. Kathieen Hartman. Tony Kozek (Buffalo Chamber),
Mel Florezak, Lyrn Evans, Larry Gibbs, Msario Muscaroeil, Joe Puzzelia (Convention
Centerl, Chris Back [Hyatt. Audic Visual Managerl, Michael {in charge of the Foundation

e

v 4

{L.uncheon and Awards Banquet). and representatives from Sileni Partners and Balloons-Over-Buffz [l

were profassionsl, reliablie, accessible snd a plessure to do business with. Their
efforts to produce 8 guality convention matched my own expectations.

1. Buffain Convention Center

2. Sitent Partniers {Tour Company)
3. Balloohe-Over-Buffaic {Awards Banguet Decorations)

I, Hyastt Regency Buffalo

Agpgarent isck of organization snd central centact. Unreturned phone calls from
Joz Donshue and Walter Mezzanti lesding to confused messages and late receipt

. of spec sheets,

Disregerd of Master Hote! List. Five out of i5 rooms on VIP list blocked for Regency
Ciub Level bumped two to three times before settiing on Club Level, Substantial.

bayond industry standards, overbooking resulting in no less than 47 pacpie baing
relocatsd on Octobar 22,

Reparts of no record theraby na credit on final bill although roem guarantess had
been confirmed, late processing of confirmation {begun on October 2. 1987). 3 credit
cards lost, breech of agreement for Awards Banquet. confusion in bitling-soms ViP's
allowed to charge for incidentals, othars not, arrars on bills. Maved the October

25 Bosrd of Directors meeting without advanced notice.

Lencx Hotel

Releasad room block in early August without consulting me thereby craating a potentisi

room shortage (Reservation cut of f was September 27). Tony Kozek on the Chamber
crastiveiy and quickly established alternative arrangemants.

Mark Custom Recordings

Audiotape company for continuing education programs. Reduced the scheduls for
the sudiotape seles desk but still did not send a represantative during agreed upon
hours, Would not relasse cne copy of tapes until convention sttandes iabels wers
sent.

Aerobic instructor

25 minutes late first day of class. Reported to have been in sutomobile sccidant
the second day. A Convention attendee instructed both classas.

The Floristrz

Bent a bouguet of flowers with carnations when specifically instructed on the bifl
not to include carnations. -

Ad Art
Used for sign needs. Oelivered rather overpricad. unsophisticsted signs a dey late.

Peacock Productions

Talen scout Sarah Jo Barth breached contract for pianist Al Timmeay un October
24, 1887. Sent alternate who srrived late.

The above touches on some of the frustrations. | believe most of the proadiams cen
be corrected but | leave the methodology up to you and yours., Good luck Roger,

Sincerely.

b

Karen Maune
Oirector
Organization Services
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November 17, 1987

Mr. Jerold S. Cohen, R.N.
Director of Patient Services
Brookhaven Memorial Hospital
Medical Center

101 Hospital Road

East Patchogue, N.Y. 11772

Dear Mr. Cohen:

Thank you for your letter of November 2 concerning your
recent visit to the Hyatt Regency Buffaloc. Please
accept my apologies for the difficulties you described
as experiencing during your stay.

I am asking Mr. David Beecham, General Manager of the
property, to loock into these matters and respond to you
directly. You will beé hearing from him shortly.

It is unbefitting to our reputation that your stay was
not perfect. I am sorry if you feel you were
inconvenienced in any way. We look forward to
regaining your confidence in Hyatt Hotels and the
opportunity to serve ysu again.

i
s'nceqély,

1]
~

Darpgyl Hartley-Lecnard
President

DH-L:bb

ce: Mr. David Beecham, General Managner
Hyatt Regency Buffalo
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December 15, 1987

Mr. Jerold 5. Cohen, R.N.
Director of Patient Services
BROOKHAVEN MEMORIAL HOSPITAL
MEDICAL CENTER

101 Hospital Road

East Patchogue, NY 11772

Dear Mr. Cohen:

I am in receipt of your letter to our President

and his response to you concerning your recent stay
with us while attending the New York State Nurses
Association Convention.

Please accept my sincerest apologies for our many
shortcomings. I know we fell short of your expec-
tations and have taken steps to correct the problems
you experienced.

I want to thank you for taking your time to write
and bring these specific areas of concern to our
attention. I have held a meeting with the managers
of all the areas you mentioned, as well as others,

to recap in detail what went wrong and why so that
we may prevent this type of occurrence in the future.

Once again, please accept my sincerest apologies.

I hope this entire matter has not left you with

an irreversible impression of the Hyatt Regency
Buffalo or Hvatt Hotels and that we will have the
opportunity of serving you again in the future. I .
would like to ask that on your next visit tc the
Buffalo area you call my office so I may personalliy
handle your reservation needs.

Sincerely,

~Q~T:S::::%Zu~u;l ' ch o

David Beecham
General Managsr

0B/ 3




	Letters Hyatt Hotel; Series I; File 159
	Recommended Citation

	tmp.1581084006.pdf.iG9ql

