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Business conduct and saying thank you

In a recent meeting – the topic was “cooperation with a

supplier” – one of the participants suddenly said: “We

still have a completely free hand. Although we have ful-

ly explored our mutual options, defined and even agreed

on how we could proceed from here, we haven’t signed

anything so far.” What bothers me about this is the im-

plicit message that only written and signed agreements

are actually binding. Is there really no obligation even if

we’ve spent many hours together envisioning future

collaboration and even reached several verbal agree-

ments?

Of course there can be good reasons for withdrawing

from a contract. But that the agreement was only made

verbally definitely doesn’t qualify. Once we’ve come to

an agreement we abide by it, and it doesn’t necessarily

even have to be precisely worded if we’ve sealed and

confirmed it by our respective behavior. Lawyers talk

about implied contracts. In Switzerland we call it a

gentlemen’s agreement.

The tone and manner that characterizes our business

relationships hasn’t only become rougher, but is incre-

asingly influenced by mutual dependencies. If one per-

son perceives himself as superior to others in a given

situation, he’ll make sure they’re aware of it. Here’s so-

meone who spent two days customizing a bid for a po-

tential customer, only to be rejected in a curt voicemail

message. We apply for a job, pass several interviews

and an assessment, and then receive an e-mail with a

few standard platitudes telling us that the job was given

to someone else. In these situations, there is no obvi-

ous advantage in giving someone credit for what they

are or have done, and in taking them seriously. An un-

pleasant duty, such as delivering a rejection, is dealt

with quickly, in the fewest words possible. There’s

nothing good about this.
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Our dealings with others should include the ability to

say thank you. I am increasingly aware that people who

say thank you live happier lives. When good things hap-

pen to them, they don’t take them for granted. They’re

pleased about it, a bit surprised perhaps, and amazed

about a world that’s nice to them. That’s a great feeling.

It’s difficult to be dissatisfied, aggressive or bitter if

we’re thankful for what we receive. It doesn’t matter

whether we’re legally entitled to something or not. The

right of way a driver gives us when we’re using a pe-

destrian crossing, the wine poured by a waiter, the con-

cept prepared for us by a member of our staff. We can

assume that we will receive these things. But by ex-

pressing our thanks with a smile and a glance, we won’t

only make others happier, but ourselves as well.

Walter Stampfli

General Manager, Purbond

Sempach Station, Switzerland
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“Today, you can’t sell anything to a customer
any longer, you can merely streamline the
purchase process.” This, in summary, is the
attitude that characterizes our collaboration
with customers. At first sight, it might sound
like splitting hairs, but it changes the perspec-
tive of our work by 180 degrees. The focus is
not on us, it is on our customers, and when
they buy something, they can legitimately ex-
pect it to contribute to the solution of their
problems and make them happy. In the work
of our customer advisors, this entails quite a
number of consequences:

Purbond sales people are different
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Each of our customers runs a unique company, and

they expect a business partner to make a contribution

that boosts the success of their operation. Our advisors

are aware of the success factors of each customer's

company, and they are committed to strengthening its

position. Their approach is to help design production

processes, improve procedures, install reliable quality

assurance regimes, and perhaps even to make sugge-

stions on structuring the customer’s deliverables and

the methods used to sell them. Most customers have

no problems selecting an adhesive, but they need a

partner who can help them choose processing strate-

gies, select machines best suited for a specific end pro-

duct, determine whether it is financially feasible to in-

vest in new resources, and identify the prerequisites for

success.
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Our regionally active staff members are close to their

customers, know the markets and competitors, and are

seasoned experts in the fabrication of engineered wood

components. But because they can rely on decades of

experience in their fields, they also know when and

where they need to mobilize specialists in complemen-

tary disciplines. And these specialists can be found at

our Center of Competence in Sempach, Switzerland,

or, depending on the issue at hand, at one of our sup-

pliers’ locations. They can leverage their strengths and

know-how because they have been acquainted in detail
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It is conceivable that our market directors do not know

which of their customers is into equestrian sports, sai-

ling, or golf – so many a Purbond staff member might

seem underendowed with social skills. But in return,

they know engineered wood, master the technologies,

and are passionate about providing the contributions

that help the customers they serve redouble their per-

formance and leverage their core competencies.

and are counseled by our advisor, who is thoroughly

familiar with the problems and challenges encountered

by his customer.
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Customers who work with Purbond are committed to a

technology that will shape their future. This is how we

have aligned our business and the way we operate it.

Purbond’s market directors are not focused on quick

closings; their objective is carefully planned forms of

collaboration and relationships that thrive on a balance

of giving and taking. Openness and dedication to the

common cause are needed to resolve potential conflicts

and deal with unforeseen difficulties with a win/win ap-

proach. In our turbulent world, trustworthiness and the

ability to be tolerant provide the stability and sustaina-

bility that allos companies to grow and flourish. This is

how we negotiate. These are the fundamentals that go-

vern our deliverables and our pricing policy as well as,

in the end, the values that we share with our customers.
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Timber country Switzerland*
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Granted, none of the really big structural tim-
ber companies are domiciled in Switzerland.
The market is too small, too fragmented, and
too diversified for producing large volumes of
wood components. And yet, there is no other
country in which modern wood structures play
a more important role, in which more experi-
ments have been conducted with ever new
options. Indeed, Switzerland is the country
where most globally deployed engineered
wood techniques and methods originated.
When it comes to innovations that leverage
the properties of wood as a construction ma-
terial, often in conjunction with stone, con-
crete, steel, or glass, Switzerland ranks at the
top of the list.

Many years ago, Swiss companies face-bonded large

wood elements, paving the way to cross-laminated tim-

ber. With his pretensioned panel elements, Professor

Ernst Gehri revolutionized bridge construction, and

Hans Hermann Blumer discovered new ways to join

wood components with his “Blumer System”. Since Ja-

nuary 1, 2005, according to the fire safety rules of the

Association of Cantonal Fire Insurance Companies,

wood has been approved for load-bearing structures in

residential, school, and office buildings with up to six

floors; further important fastener technology miles-

tones were achieved with drift pins and slotted sheet-

metal plates, self-tapping screws, and bonded threa-

ded rods. In the past years, more than 1 500 multi-

family homes have been built with wood, and in the city

of Zürich, at least three districts are being developed

with wood. Since the city of Geneva yielded to calls for

more residential space and increased the legal height of

buildings by two stories, many building owners are ad-

ding floors constructed of wood. It is an ideal material for

creating extra living space on old buildings.

With regard to load-bearing wood structures, Switzer-

land is among the front runners. A large series of factors

promoted this status and made it possible:

In other countries, approval processes for new tech-

nologies often present insurmountable obstacles,

but in Switzerland, building codes are open and libe-

ral. kE <OM> TD;E<?6 , U ;MHSR?>, V? TOM<RT<>, REPMERR?>,

VES T?VQ<>BRDBHR V>>;GR <OR ?R >BDE>MUMHM<6 QD? <OR

<RTOEDHDPMR> SRBHD6RS ME V U ;MHSMEPu And when a

team decides to build on the basis of new techniques,

the “pilot” project is not discouraged.

In the domain of wood, Switzerland has R7TRHHRE<H6

@;VHM�RS R7BR?<> ME VHH SM>TMBHMER>u At universities

and the college for timber engineering in Biel, at the

Swiss Federal Institute of Materials Science & Tech-

nology (EMPA), and in countless companies that are

involved in timber construction, experts are familia-

rized with the latest methods and potentials of wood

as a structural material. Lignum, the umbrella associ-

ation of wood processors, is sparing no effort to pro-

–
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mote the use of wood; it works closely with authori-

ties, developers, and architects to safeguard a high

level of quality assurance.

cDHM<MTMVE>, V;<OD?M<MR>, VES <OR B;UHMT OV9R ?R TD4

PEM5RS <OR RTDHDPMTVH GR?M<> DQ 8DDS V> <OR DEH6

<?;H6 ?R ER8VUHR ?R >D;? TRu This has prompted

schools, research centers, and institutes of higher

learning to provide the means needed to develop and

introduce new technologies and methods.

_8M<5R?HVES M> V > GVHH TD;E<?6 , S M><VETR> V? R > OD?<,

VES BRDBHR JED8 RVTO D<OR? u Perhaps it is easier

here than elsewhere to form working groups for exciting

projects. Specialists from universities, communal

authorities, and companies work hand in hand, and

are willing to invest in promising techniques without

wordy contracts and short-term profit perspectives.

Forests cover 31 percent of the land in Switzerland.

Because it is against the law to clear woodlands wit-

hout simultaneous reforestation, <OM> BR? TRE<VPR M>

P? D8MEP, VES >D M> QD? R>< SRE>M<6 u At the same time,

Switzerland does not have large landowners.

Thousands of forest owners take care of their woods

and in some instances groom them as if they were

gardens. Wood of good quality is available.

After hurricane Lothar destroyed broad swaths of

coniferous trees in the year 2000 at the turn of the

century, many woodlands were reforested with more

resilient beech trees. In the meantime, these beech

populations are nearly mature enough to be felled.

R̂ ><> VES ?R >RV? TO B? DLRT<> QDT;>RS DE <OR ;>VUMHM4

<6 DQ URRTO8DDS V? R U RMEP B;?>;RS 8M<O P? RV< ME4

<RE>M<6} the hard wood is suitable for many different

applications.

Last but not least, Switzerland has a @;VHM<64TDE4

>TMD;> TDE>;GR? >RPGRE< with the ?R >D;? TR> ERR4

SRS to turn quality visions into reality.

Wood has definitely shed its former blockhouse and

log-cabin image. It has become a modern material that

is frequently paired with steel, concrete, aluminum, and

glass – and in Switzerland, everything possible is being

done to exploit its potential and develop new applica-

tions.

$ o 7TR?B< Q? DG V S M>T;>>MDE 8M<O gV?MD nDE<VEV VES sES? RV

n?VEPM, B? DQR>>D?> V< <OR _8M>> nRSR?VH kE><M<;<R DQ R̂ TOEDHDP6 ME

XÒ?MTO, _8M<5R?HVES

_MEPHR QVGMH6 ODGR pM?J [MHORHG6

cOD<D ihl gV>>M9ODH5 mGUl, 888 uJHOuV<

Following page â

–

–

–



10 on the way



on the way 11



Structural timber companies show
their customers the value that Purbond adds
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There are many reasons to work with Purbond.
Most of them are related to the production
processes of our customers: The ability to rely
on high efficiency in fabrication takes depen-
dable adhesives, assured quality control, and,
not least, a partner who can provide quick and
competent support if difficulties emerge. Avai-
lability is important, but so are binding data
and global approvals.

Beyond the realm of production processes, many of our

customers have begun to realize the importance of

communicating their alliance with Purbond to their cu-

stomers. Our customers do not merely sell wood, they

provide composites whose quality is ultimately deter-

mined by the quality of the adhesives they use. For pro-

cessors who work in price-sensitive markets, it makes

good sense to keep customers apprised of the quality

and reliability of their deliverables.

This is why our logo is appearing in more and more of

our customers’ sales brochures and websites; the be-

nefits of our adhesives are becoming part of the ratio-

nale of their salespeople, and more than just a few of

them are beginning to append our name to their pro-

ducts. Not unlike “Intel Inside”, they disclose which

adhesive was deployed to bond a beam or a panel. And

successfully so: because after all, if architects, engi-

neered wood companies, and ultimately builders them-

selves pay good money for materials, they want to be

sure that these materials are worth the cost.

Of course, we support our customers in these endea-

vors, because their success is our success, and that's

how it should be.

r;MHSMEP >M<R ?̂ R9M>D, s;><?MV
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Ferdinand Schneider: We give carpenters
exactly what they need

Quite likely, the Schneider Brothers facility is one-of-a-

kind. It was gradually built up on the concept of a clo-

sed-cycle scheme. Logs are debarked on site and

sawn. In the production facility where wood parts are

fabricated, fully automatic equipment processes diffe-

rent wood types and dimensions without interruption

and without tooling times. The production processes

are controlled by a complex IT system that runs the

company’s proprietary software and has been continu-

ally refined over the course of many years. An on-premi-

ses bio power plant delivers the energy needed to po-

wer the equipment. Bark and sawdust are used to

generate electrical and thermal energy. This energy is

tapped to dry sawn timber and grind chips that are coo-

ked and converted into intermediates. “Wood has be-

come very precious,” says Ferdinand Schneider. “It is

the only truly renewable commodity. We try to convert

every single chip, and that only works if all processes

are combined at the same location.”

14 DE <O R 8 V6

Today, thousands of carpenters and joiners
are turning to Schneider Brothers for wood.
Every day, some 20 trucks leave the plant, loa-
ded with beams, planks, battens, ceiling ele-
ments, and even insulation panels. Carefully
assembled according to the carpenters’ shop-
ping lists, these consignments and packages
are trucked to France, Switzerland, Austria,
and of course any destination in Germany.
“We don’t produce anything for inventory,”
says senior director Ferdinand Schneider with
pride. “Carpenters order precisely those parts
that they need for a given project. We produce
and deliver them to their doorsteps”.
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Holzwerk Gebrüder Schneider GmbH has always wor-

ked with PURBOND adhesives. Actually, Ferdinand

Schneider would like to see his people find a second

supplier of adhesives. But at the same time, he stresses

that his high-performance plant cannot afford to take

risks and possible run into problems with a different

adhesive. “With Purbond, things work,” he notes. “The

adhesive is reliable, the bonds are secure, the tools do

not wear out, and when a problem occurs, Purbond's

experts are on location immediately.”

At Purbond, we spare no effort to be an outstanding

supplier to the Schneider Brothers. But the underlying

issue is by far not merely to have the opportunity to

supply adhesives. Ferdinand Schneider, his brothers,

and his sons are pioneers who are changing the very

nature of their industry. It is in this endeavor that we are

supporting them and taking delight in their success.
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Purbond AG
Industriestrasse 17a
6203 Sempach Station
Switzerland
Telefon +41 41 469 68 60
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www.purbond.com


