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FROM THE EDITOR
Dear Reader,
It is with pleasure and joy that we are sending you the first
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improves water management and reduces waste water;

issue of Pulp Direct – UPM Pulp’s customer newsletter. Our

A real experience in a Virtual Pulp Mill; New sales office in

ambitious goal is to provide useful information on what is

Mannheim; New sea carrier for pulp; “A fresh breeze at

happening in the Biofore Company UPM as well as other
topics of interest that we hope will make you eager to open
the envelope containing the next issue of the newsletter when
it arrives!

UPM Kymi”; New Plantation Life website.
7.

UPM named sustainability supersector leader
by Dow Jones

8. Our Sales Network
And yes, it will arrive in an envelope, printed on high quality
paper made from a blend of virgin fibres from responsible
producers adhering to high environmental standards, starting
from the best forest management practices all the way through
to production.
The first issue contains an article on the survey that several of
you participated in a while ago. We simply wanted to find
out how we can become the best pulp supplier in the market.
And now we know it – the rest is up to us. We are also presenting parts of our organisation – the Technical Service in
Shanghai, as well as our newly opened sales office in
Mannheim. The third topic I would like to point out in particular is UPM’s selection as supersector leader in the Dow Jones
Sustainability Index – a recognition of UPM’s consistent and
hard work in all matters environmental.
I wish you a pleasant reading experience and welcome any
and all feedback and comments.
Tomas Wiklund
tomas.wiklund@upm.com
+358 40 163 9930

8. Contact info
Editor in chief: Tomas Wiklund—Editor: Sari Hörkkö
Articles: Pasi Leino, Minna Neuvonen, Vesa Puoskari
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Best in class
STUDY

On the way to becoming the
world’s best pulp supplier

What is the best way to find out how to

What was the objective – what did you want to find?

take the pulp business into a new era?

TOMAS: UPM Pulp is in the process of setting up something completely new in the

Simple – ask the customers. We asked for

market. So we decided to ask pulp customers up front what they would expect from an

a sneak preview of the new customer study ideal supplier. The study was more profound than the usual beauty contest of “how are
findings. UPM Pulp’s Tomas Wiklund, Vice we doing against others”, as we are building our position for the long term.
President of Pulp Sales and Marketing,
and Bengt Blomberg, Sales Director for
New Markets and Sales Development,
shared some insights. For your eyes only,
of course…

BENGT: We wanted to know what’s essential and strategically important compared to
what’s nice to have, and what should change to improve a pulp customer’s business in
the future. This is a huge opportunity for a new stand-alone pulp specialist setting up
to serve customers in the most efficient way.
TOMAS: The issues we studied ranged from product and service quality, technical
support, logistics, pricing and innovation to sustainability and so forth. It provided new

BENGT

insights into customer needs and the competitive environment. Believe me, the expecta-

BLOMBERG

tions are high and there’s a lot that can be done.

Sales Director
for New Markets
and Sales
Development

So, what did you find? Who’s the best, for example?
BENGT: Some things surprised us, but all in all we got a great roadmap for a prime
pulp supplier. The study also aimed to establish if there already is a clear market leader doing things differently. The conclusion is “no” – there are several good ones, naturally, but no dream pulp supplier. This is what we are aiming to be.

TOMAS
WIKLUND
Vice President
of Pulp Sales
and Marketing

What’s happening in the market and what is your game plan?
BENGT: The survey reveals changes in business climate and pinpoints new, real customer needs, helping us build new support organisations in all areas.
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The global pulp business is at a very dynamic phase – a shift

that area have been recognized. I believe that the entire “envi-

from West to East in demand and from North to South in pro-

ronmental package” is gaining momentum on the agenda and

duction. We are moving flexibly with the customer, recently

is crucial for future success. It requires a matter-of-fact approach

breaking new ground successfully in China with our local tech-

and transparent management of the total basket of environmen-

nical support – which is remarkable, as it’s a market where we

tally related issues.

don’t produce pulp. We are also developing our European
organisations and services, aiming for similar local support effi- What do you mean by “fibre is at our core” – UPM has been
ciency as in Asia in the near future. Also, logistic solutions are

known more as a paper company?

being improved.

BENGT: Yes, but look at the big picture. We’ve been at the forefront of fibre development because it has been at the core of

TOMAS: It’s great to build a unique position with a sales and

UPM’s business for a long time – over 100 years resulting in a

service organisation that is both familiar with the market and

huge amount of fibre knowledge and giving us the capabilities

driven to renew and refresh it. Imagine a start-up with resources to develop new grades. We have a variety of pulp grades –
to deploy their new ideas and hitting the market running. One

northern softwood, northern hardwood, eucalyptus. No other

with a trusted name, modern, well-invested assets in place

producer can offer that choice in the market today. And UPM

globally – top quality products, wide fibre range, the latest

itself is a demanding customer, which has taught us important

technology, innovative R&D, experience and knowledge, agile

things over the years and making us even sharper at finding

support organisation and logistics, sustainability – you name it.

solutions at the fibre level.

Plus tonnes of positive energy. Doing things differently!
TOMAS: Our customers’ volume pulp business will also benefit
So, in a nutshell – what do the customers really want?

– indirectly or directly – from UPM’s pulp innovation in, e.g.

BENGT: Customers want to be able to rely on their supplier, no biofibrils, nanocellulose technologies and composite materials.
matter what. To get what they want when they want it, in per-

It’s good to know that we are continuously coming up with new

fect condition and at a competitive price. They want efficient

ideas. Watch this space.

end-to-end service with no surprises. The specific product cost
is important, but even more crucial are competitive and predict- Where will UPM Pulp be in 3 to 5 years’ time?
able overall costs. The “new product” is the total operative

BENGT: I think we will be much more established in the market

environment geared at supporting customer success by deliver-

than we are today and even more well-known outside the EU

ing seamlessly.

and China. We will grow, as we have done substantially in the
last couple of years, and will become more diversified, working

Is it all about systems – how about people and personalities?

with all segments of the paper industry and new end uses. As

TOMAS: People are at the very heart of it! This is big global

you know, we not only have leading expertise in printing and

business – but it’s also personal and based on trust. What is

writing paper but are also growing by increasingly supplying

apparent in the results of the study is that we have very active

the tissue industry, packaging and board industry, as well as

and eager people building a topnotch service organisation.

specialty paper industry.

And that they are addressing the challenge with a combination
of enthusiasm and humility.

I also see us being the leader in technical services and support
– and hope we’ll lead in logistical solutions, as well.

How important are the real environment and sustainability in
the new business environment?

TOMAS: The customer study tells us that the pulp business is

TOMAS: We were rated as the leader in sustainability – so it

about delivering tonnes, but it’s even more about delivering

is clear that our efforts in communicating the importance of

trust. It’s big business, but it’s personal business. And to get it

sustainability, as well as our competence in and commitment to

right, we combine the two: Delivering tonnes of trust.

•
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Personal
SERVICE

For Chinese
customers

SIMON
FAGERUDD
Technical Customer
Service Manager
of UPM Pulp

If you need technical support to enhance your per-

project was coming to an end when the chance to

formance, which one do you prefer, global or

move to China presented itself. The new challenge

local? We bet local and close wins every time. That

was a perfect opportunity for him. As Roberto says,

is why UPM Pulp has opened a new Technical

“This keeps me in the steep part of the learning

Customer Service Centre in China. We believe it is

curve, and the experience has already brought me

unique in the pulp business to offer local technical

and my family even closer. Both my wife and son

support with local people – in a market where you

are learning Chinese and enjoying the peaceful

don’t even produce pulp. Simon Fagerudd,

place where we live.”

Technical Customer Service Manager of UPM Pulp,
tells us more. “It’s simple – we follow the customers.

As manager of technical customer service Roberto

The main focus of the Centre is to help customers in

takes care of customer relationship matters, specifi-

using our pulp in the best way possible and to solve

cally technical ones, but he also handles customer

any challenges they may have.”

visits, feedback and claims, does joint projects with
clients and performs sample analyses. “I work close-

The Centre employs two technical customer service

ly with our sales team to fully understand market

managers. Wenxia Xu used to work at the UPM

behaviour and opportunities. I also help UPM

research centre in Changshu but is now stationed in

Seaways with logistic issues in the APAC area.”

Shanghai. Roberto Mirande moved to China from
Uruguay last summer. Having a Uruguayan well

Roberto’s colleague Wenxia Xu shares Roberto’s

versed in all issues concerning UPM Euca in China

enthusiasm: “Our team is focused on issues ranging

was an opportunity to offer unique know-how in the

from assisting customers before pulp purchase to

form of local service.

after it has been used in production. We visit and
consult customers on the technical characteristics and

In Uruguay Roberto was involved in the construction features, as well as the advantages of our pulp, once
of the Santana Nursery as Project Manager. The
WENXIA
XU
Technical Customer
Service Manager,
Asia Pacific

ROBERTO
MIRANDE
Technical Customer
Service Manager,
Asia Pacific,
with the Sales Team.

it is known what kind of paper will be produced.”
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Diverse pieces

GLOBALLY
We want to provide practical suggestions that have a
real effect. Advice helps customers make informed
decisions to get the most out of their production. UPM’s
well-equipped laboratory and research centre in China
help analyse and improve the customer’s entire process. The number of customers using this opportunity is
increasing rapidly – and with closer cooperation, we
are seeing quite impressive results.”

Waste not – Pietarsaari
improves water management
and reduces waste water
New biological effluent treatment plant to be constructed
at Pietarsaari pulp mill, Finland.
The EUR 30 million rebuilding project covers all the main
phases of waste water treatment, improving production
efficiency and reducing environmental impact. It also enables the future development of the mill.

Roberto explains that the Chinese market is definitely
still very price sensitive, but focus on quality and performance related issues is on the rise. One defining
factor characteristic of the Chinese customers is that
most of them are either in the middle of a capacity
expansion or are planning to expand in the near
future. This demands close, hands-on support during

The project’s topping-out ceremony was celebrated midJanuary, and the rebuild is to be completed by the end of
2013. The new effluent treatment plant will utilise the best
available techniques. After its completion, the Pietarsaari
pulp mill’s effluent treatment will be among the top of the
world’s large pulp mills.

the start-up period and trials.
Cooperation with UPM’s other technical service centres
in Finland and Uruguay is vital. “Monthly meetings are
arranged with the entire global team to discuss followup of all the projects and to develop effective tools. A
web-based platform is in use for feedback and projects. Communication within the team is relaxed, easy
and fast,” says Simon.

Forget Angry Birds, Black Ops and Pulp Fiction – go for
the real virtual experience! Yes, the UPM Virtual Pulp Mill
website takes you through a chipping journey from wood
handling to water treatment. Surviving the separation

He continues, “Each pulp mill has a dedicated project
owner in charge of the feedback on the mill’s products.
This means that answers and corrections can be implemented without delay.”

experience of cellulose and lignin from wood matrix will
show what kind of fibre you are made of. Remember to
decline the white and black liquor in order to continue
your adventure safely through different levels – cooking,
chemical recovery, drying and water treatment without

Roberto says: “We are still in the early stages with a
new and ambitious team. The biggest challenge is to
turn all the positive energy we have into something useful. We are actively visiting clients and gathering info
in order to understand each customer’s needs better.”
Roberto concludes, “Personally, my plan for this year is
to understand and improve the logistic chain for each
customer. I am also learning the local language to be
able to better communicate with the customers.”

A real experience in a
Virtual Pulp Mill

•

turning into pulp. Win the magnificent sorcerer of…eh…
aha… sorry – wrong site. Anyway, we advice you to
avoid baling and ending up as an everyday paper
product, because you are not renewable, recyclable or
reusable like all our other products.
Now open to the brave… and actually to anyone
interested in how a state-of-the-art pulp mill actually works.
Welcome!
http://www.upmpulpmill.com
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Diverse pieces
GLOBALLY
New Sales office in
Mannheim
UPM has established a new base for its European sales
operations in Mannheim, Germany. The small and dynamic
sales team lead by Lajos Eric Forster moved to the new
premises in the beginning of February.
LAJOS ERIC FORSTER
Sales Director Europe

New sea carrier for pulp
When the Fray Bentos pulp mill in Uruguay became a
UPM-owned entity in 2009, UPM inherited a few contracts, one of which concerned ocean sea transportation.
For UPM this was an opportunity to carry out a thorough
analysis and to form a partnership with long-standing benefits. The aim was to ensure the competitiveness of pulp
logistics far into the future and to improve and diversify the
service on offer to customers. UPM ultimately decided on a
one carrier solution, which means that both Europe and
the Far East will be served by the same carrier to provide
the best quality and the highest flexibility to UPM. Saga
Forest Carriers Intl AS was chosen as the partner.

“A fresh breeze at UPM
Kymi” – with a new oxygen
delignification stage
It’s always good to get more with less. The UPM Kymi pulp

Lajos says: “Mannheim is located at the heart of Europe
with very good connections to all the major cities. In addition, its affordable cost of living, very nice recreation areas
within driving distance, as well as good public transport
system make it a convenient place to live and work.”
Besides Lajos, Amy Grenz and Renzo Lupia have already
joined the team as Sales Coordinators to serve European
pulp customers from Mannheim.

mill has renewed its hardwood pulp production line with
an oxygen delignification stage while improving the washing of unbleached pulp. Better fibre recovery brings raw
material savings and reduces chemical consumption, as
well as wastewater emissions, helping to keep the Kymi
mill ahead of tightening emission limits.
UPM Kymi is an environmentally efficient, integrated mill
site producing bleached softwood and hardwood kraft
pulp, coated and uncoated fine paper, as well as energy.

Mannheim is famous for its unique street names in the
downtown area with just letters and numbers, and for its
castle, which currently houses a part of the University of
Mannheim. The most famous Riesling wine region
Palatinate (Pfalz) is also close by with its beautiful little villages, as well as the famous German Wine Route.
The new contact information of the
Mannheim sales team is:
UPM O7, 7-8
DE- 68161 Mannheim
Germany
Phone and e-mail:
Amy Grenz: +49 621 862 765 101
Amy.Grenz@upm.com
Renzo Lupia: +49 621 862 765 102
Renzo.Lupia@upm.com
Lajos Eric Forster: +49 621 862 765 100
Lajos.Forster@upm.com

Plantation Life website for
growing understanding
Are you aware that the world does need more pulp? Or
that the world also needs more sustainable and responsibly managed forest plantations?
UPM’s Plantation Life website is a major resource for anyone interested in this diverse issue, opening a fascinating
view to a complex and ambitious operation. You will also
meet the people working in the many specialized plantation-related jobs and in the communities connected with
them. We are proud of what we have achieved so far, and
we are getting better all the time. But don’t take our word
for it – have a look. Take a stroll. Make up your own mind.
Welcome to UPM Plantation Life!
http://www.upmplantationlife.com/en/plantations
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UPM named

SUSTAINABILITY SUPERSECTOR LEADER
by Dow Jones

Interview with Kaisa Vainikka by Vesa Puoskari
UPM’s Biofore vision and consistent work on corporate responsibility gained important
recognition when UPM was listed as the only forestry and paper company worldwide in
the Dow Jones Sustainability Indexes in September.
UPM was selected both as a Supersector Leader in the Basic Resources sector and
Forestry & Paper Sector Leader for 2012-2013 in the Dow Jones Sustainability Index
(DJSI). “UPM’s Biofore vision was noted as a key factor, as it strongly promotes sustainability throughout our business operations. UPM is seen as a leader, especially in environmental matters”, explains UPM’s Corporate Responsibility Manager Kaisa Vainikka.
“UPM’s Biofore vision was 		
noted as a key factor, as it
strongly promotes sustain-		
ability throughout our 		
business operations. UPM is
seen as a leader, especially
in environmental matters”
KAISA VAINIKKA
UPM’s Corporate 		
Responsibility Manager

The recognition highlights the continuous improvement work UPM has done on environmental issues. “When talking with our customers, I always tend to bring up sustainability
and environmental aspects. The recognition we have received confirms that UPM fulfills certain sustainability criteria better than other companies operating in this field,”
says Connie Bi, UPM´s Sales Director for Asia Pacific.
In order to maintain the peak position in the Index, UPM focuses on improving its environmental, social and financial performance, which form a fundamental part of UPM’s
Biofore strategy. “We also need to keep developing our responsibility reporting in
order to meet the increasing expectations on transparency,” Kaisa adds.
During the past year UPM has focused especially on material and resource efficiency
– creating more with less being a key driver. Another highlight is the company-wide
safety initiative that has been a top leadership priority.
The annual review of the DJSI is based on a thorough analysis of corporate economic,
environmental and social performance, assessing issues, such as climate change strategies, supply chain standards, labour practices, corporate governance and risk management. In 2012 over 1,500 companies worldwide were assessed on their economic,
social and environmental performance.

•
CONNIE BI
UPM´s Sales
Director
for Asia Pacific
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Our Sales
NETWORK

Technical customer service
UPM Pulp mill

Sales Europe

Sales Africa, Asia, Middle East

Sales Asia Pacific

OSCAR QUINELA

LAJOS ERIC FORSTER

BENGT BLOMBERG

CONNIE BI

oscar.quinela@upm.com

lajos.forster@upm.com

bengt.blomberg@upm.com

connie.bi@upm.com

+598 456 20100

+49 621 862 765 100

+46 70 268 7485

+ 86 139 1695 6606

Technical Customer Service,
Asia Pacific

Technical Customer Service,
Asia Pacific

Technical Customer Service,
UPM Pulp Business Area

Pulp Sales and
Marketing

WENXIA XU

ROBERTO MIRANDE

SIMON FAGERUDD

TOMAS WIKLUND

wenxia.xu@upm.com

roberto.mirande@upm.com

simon.fagerudd@upm.com

tomas.wiklund@upm.com

+86 21 6448 5565

+86 21 6448 5317 ext.149

+358 2041 69718

+358 40 163 9930

www.upm.com

UPM Pulp, Sales and Marketing
Eteläesplanadi 2
PO BOX 380
00101 Helsinki, FINLAND
tel. +358 2041 5111
fax +358 2041 5110
pulp@upm.com
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Sales Latin America

Sales contacts

