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· Cust_Type: Length of time a particular customer has been buying from HBAT. 1=Less than one year, 2=between 1 and 5 years, 3=longer than 5 years.
· Ind_Type: Type of industry that purchases HBAT’s paper products. 0=Magazine industry, 1=Newspaper industry.
· Firm_Size: Employee size. 0=Small firm, fewer than 500 employees, 1=Large firm, 500 or more employees.
· Region: Customer loacation. 0=USA/North America, 1=Outside North America.
· Dist_System: How paper products are sold to customers. 0=Sold indirectly through a broker, 1=Sold directly.
· Product_Quality: Perceived level of quality of HBAT’s paper products.
· Website_User_Friendliness: Perceived level of the overall image of HBAT’s website
· Support: Extent to which technical support is offered to help solve product/service issues
· Complaint_resolution: Extent to which any complaints are resolved.
· Advertising: Perceptions of HBAT’s advertising campaigns.
· Product_line: Depth and breadth of HBAT’s product line to meet customer’s needs.
· SF_Image: Overall image of HBAT’s sales force image.
· Competitive_Pricing: Extent to which HBAT offers competitive pricing
· Warranty: Extent to which HBAT stands behind its product/service warranties and claims.
· New_Products: Extent to which HBAT develops and sells new products.
· Ordering_Billing: Perception that ordering and billing is handles efficiently and correctly.
· Price_Flexibility: Perceived willingness of HBAT sales reps to negotiate price on purchases of paper products.
· Delivery_speed: Amount of time it takes to deliver the paper products.
· Satisfaction: Customer satisfaction with past purchases from HBAT.
· Recommendation: Likelihood of recommending HBAT to other firms.
· Future_Purchase: Likelihood of purchasing paper products from HBAT in the future.
· Usage_Level: Percentage of the responding firm’s paper needs purchased from HBAT.
· Future_Relations: Extent to which the customer/respondent perceives his or her firm would engage in strategic alliance/partnership with HBAT. 0=Would not consider, 1=Yes, would consider a strategic alliance or partnership. 

