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Developing 21st Century Partnerships

it

 iotechnology-and pharmaceuticals probably
¥ sound more like science fiction than a solid
".g: traiket for 4.gas-distributor.- Yet since its startup
#.in 1984; Byme Specialty Gases, Seattle, WA, has
made a’science out of:serving the: needs of this exciting
high tech niche while evolving itself along with thepro-
‘eess. “Over the years my-own role-grew from delivering
and selling to finance, strategic planning,; and {raining,
* while my pariner Brent-Fernyhough, president and co-
owner, took over operations, sales; accounting, and dis-
tribution,” says CEO and founder Daniel V. Byme.
Today the firm has 36 employees servicing northern
Oregon and Washington from two locations — Seattle,
* WA, and Portland, OR.

Brént Fernyhough, president (left)
and Dan Byrne, CEQ.
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T_lps abraswes or safety &
concedes Byrne, “We hi
‘components to our. businegs ~- .gas
supply, cryogenic liquid, a
engineered gas systems

Gas Supply

‘Gas supply accounts for’ 65 per-
cent of sales and includes pure,
mixed; and cryogenic gdses, and cyl-
inder rental. Equipment sales consist
of regulators; valves, flowmeters,
manifolds, piping systems, cryo-
genic refrigerators, alarm systems,
and gauges.

Byrne sells a range of non-toxic
gases including oxygen, nitrogen,
CO;, helium, argon, some calibra-
tion mixes, and process gases, “Our
bioscience customers ‘deal with liv-
ing matter and only use a:narrow
range of gases — those that don’t
kill living things,” says Byrne.

To deliver product, Byrne leases

Cryogenic liquid packaging for the -
bioscience market must meet a
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Liquid cylinders are filiéd by weight
with.automatic: shutoff to-assure
accurate--filling to a tolerance of
£0.1 Ib.: Vacuum insulated piping
to.scale' maximizes efficiency and
reduces fill time. {I to.r) Gary
Emersan, Jaboratory technician,
Mac McElroy operations manager,
Bert-Mangrubang, production
technician, Keuy McElroy, shipping
receiving

of repeat order customérs so that if
one disappears we aren't knocked
off our heels,” ,

‘In addition to the biotechnology
and'pharmaceutical market Byrne
sells to analytical laboratories, envi-
ronmental compliance firms, high
tech manufacturing; and healthcare
facilities. “Healthcare is growing but
bio-pharm is our largest segment,”
observes Byrne, “It accounts; for 50
percent of our business*with the
other segments averagmg around 15
percent each.”

According to Byrne, ‘the bio-
pharm market itself breaks out into
discrete segments — each-with its
own unique needs. “The market. en-
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cancer and bldod diseases, repro-
ductive technology. firms specializ-
ing in sperm and embryo banks, and
cryo-preservation companies that
store heart valves, skin, and bone
marrow for transplants.”

Byrne targets mid-sized accounts
with 50 to 700 employees ranging
from $5,000 to $10,000 a month in
sales. “We do have a few larger ac-
counts bringing in more than
$10,000 a month, but we really like
to piay in the middle in terms of size
since the majors aren’t as proficient
at servicing these people,” observes
Byrne.

Genesis

Although the firm’s growth has
been steady, startup was bumpy.
“Because of our size and lack of his-
tory some -of the major suppliers re-
fused te deal with us so we couldn’t
obtain popular brarids of regulators
and .cryogenic equipment.and we
had no name recognition in the mar-
ketplace,” reveals Byrne,

‘The firm also. began. with virtually
no order fulfillment infrastructure. “I
didn’t own a-cylinder or a ware-
house,” says Byrne. “WhatI had

Jennifer Hemingwa
customer service rep:
transfills liquid mitregen into.
a small dewar for usc.i 14,
clinical setting. The fig
nitrogen freezes andi ki
damaged skiim an

for removal of warts, sum
damaged spots, and: pre-
cancerous lesions.

prove respoiise tiine; dnd strengthen
our confidence in the quality ‘of :all
gases we fill," notesByrne.

Byme éntered the bio-pharm mar-
ket acits inception in'the 80's selling
first to universities and.then to the
startups spinning.off. “Admittedly
we were a.bit lucky ‘on timing, but
we were also ready —-and-highly fo-
cused,” recalls Byrné:

The company hired -mechanical
contractors-for those. early installa-
tions.while Byrne signed-up for an

' tomized Gow-Mac qualnty control
mixture laboratory for h1gh purity
‘and; ulfa-high: purity gases and the
productlon of biological atmosphére
mixes, “Acqumng the Gow-Mac
-equipmientin 1997 helped-a lot, ital-
lowed us to check the quahty of
gasés purchiased from suppliers, im-

accounting class, and called on
prospects. Eventually the phone be-
gan.to ring. “I found prospects
plagued with flow, pressure, and
contamination. problems I began to
understand that full system integra-
tion was the key —— their system
problems were our opportunities.”

GASES & WrLDING DISTRIBUTOR

July/August 2002



Packaged Turnkey Solutions

Toddy customers seeking total
turnkey solutions can turn to the
fir’s engineered systems division.
“We design gas handling systems-all
the way to the point of use,” ex-
plains Byrne. “Our value proposi-
tion stems from creating a total sys-
tem. When we do that for a
customer, we-¢arn the right to its'gas
business:”

The firm assesses supply cntxcal—

ity, safety coicemis, purity, flow, and

pressure requirements, and deter-
mines point of use réequirements.
“We even developed a portable gas
flow meter system to. measure. actual
peak and average flow:fates 1o boost
accuracy in assessmg gas supply
needs.

"Orne we know what the system.

requires, we develop a schematic;
subrmit price quotes; assemble the
comporients, and-inistall-the:system:

Since bioscience customers: deal
with hvmg matter they only use a
narrow range of gases — those
that don't kill living things. ngh
punty however s a major. concern

Once it's allin: place we establlsh an

appropriate delwery schedule”
Bymie’s ongoing gas supply man-

agement program called *Gastatus”

assures customers they will riever *
run Jow:of critical gases. “We check

and fill-thair cyhnders from once a
mofith to twice a-day dependis gon

the sitvation. The ; Program assures

them: they won’t have to monitor- .
their:supply, call 4 suppher or. wait-_ E

ford'

A

e

e

e

e A
St S,
-

e

BT

oo
ATAT

YR

)

TaTATe)

DISTRIBUTOR PROFILE

m-designg many types
ngs.from food processing
-Plants to offices but avoids Jabora-
tory systems. ‘They don't want 1o
worry about tubing, control hard-

7 waré, and installation requirements,”

asserts Byrne.

Byrne has plenty of expertise on
hand. “Four people on. our staff
have advanced degrees in science
and engineeting and two technical
‘field service reps have technical
training under their belt,” observes
Byrne.

The engmeered systems depart-
ment developed 10-packaged solu-
tions covering 90. percent ‘of the in-
quiries. “Our packaged solutions list
equipment for conirol, outlét valves,
and- other componénts and- include
specifications for everything from
maximum allowable working pres-

l{éﬂy Davis, technical sales rep,

removes a “rack” containing a
number of cryovials from an MVE
cryogenic refrigerator — -a vacuum
insulated holding tank partiaily
filled with liquid nitrogen. The

- cryovials contain biological

materials such as cells, embryos,
proteins, and sperm stored at-196
C. When thawed, this material will
return to life.

JubyAuguest 2002
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tion in-special clean rooms,” says
Byme. o
Maximizing floor space-is another
essential part of the firm’s value
package. Byine explains: “Lab.floor
space costs-$350 a square foot'in
Seattle. We equip them with point
* of-use.regulators set at appropriate
" .prassures for incubators, cryo-bio-
logical-freezers, -and other devicés to
conserve floor space. Removing a
couple of cylinders plus some stored
empty cylinders could free.up 10
square feet allowing them to install
another device.” . = :
Floor. costs: soar. from a combina-
tion. of real.estate prices and facility
requirements. “Since researchers
must attend academic events-and
‘seminars they locate the labs where
land values are high -— generally
close to.the center of town and'néar
. universities. - In addition, these. facil-
- ittes requite‘spectal air handlers, se-
purifi

HaNtmaely
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sures (MAWP) to
cleaning stan-
dards; alorig with
price quotations. "
With mast in-
quiries we can- |
select the pack-
age that's the
closest fit and
build on that:

“If the design
calls for five in-
cubators and a
customer has a RS e
potential to grow to 25, we calculate
the average consumption rate per
incubator per month and size up the
system accordingly,” explains Bymne.

Incubatogs-are a gas consumer
unique; to the bio-pharm market.
“they look like a refrigerator but-are
intended to keep materials as warm as
body temperature 98.6° F (37° ©), and
consume CO,,” says Byrne.

Incubaters simulate conditions in-
side:the:body and are used for grow-
ing bacteria.  “They must maintain
body temperature and gas levels —
typically-16 percent oxygen and 4-8
pércexit CO,.That means whenever a
reseatcher opéns the door to insert or
remove a petri dish the unit loses CO,
and the cells inside stait to die. Incu-
bators monitor aned- restore gas levels.
Supplies are critical since the cells rep-
resent expensive research data.™
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Byrne’s fleet includes a microbulk
delivery vehicle,
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cylinders to provide a
continuous supply to a
centralized gas system.
“Along with that we sell
them related gas supply
equipment such as
switchover manifolds
and vacuum-insulated
piping.”

Byrne will also pay
special atiention to-critical

devices such as cryogenic .

refrigeration units, “These
contain bielogical speci-
mens such as blood cells,
immune system cells,
bone marrow cells, or
sperm cells frozen in lig-
uid nitrogen under a strict
protocols, stored at -300
F, and later revived. The
cost of a system failure for
these firms would be off
the charts,” says Byme,
For critical applications
such as these the firm en-
sures peace of mind by
installing primary, sec-
ondary, and even tertiary

cylinders and' rem‘é ed, "and.tHe. gas
system upgraded ” says Byiné.
The firm typically sets upba

~+bra ed by a-conractor:
‘bléew off in the.middle of the night.
' The:gas flow surged; the supply lev-
els plummeted; and the alarm went
: f; cﬂity manager and,
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F he fitiing

allewinig us-fo arrive in
ale blologlcal ma-

tandmg the cus-
r's needs defmmg

8
3 F p}an, follow up,
and gommunicating to

‘thercustomer 4t each

step. aloiig the way,
says Byme:
Response also means
speedy reactioh.to ur-
gent needs, “When a

‘customer calls witha

problem its-our oppor-
tunity to flip it around -

. to come in with 2 red

flashing light on the top

continued on page 49
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continued from page 23

“Gastatus,”

the fnrm 5 ongomg gas supp!y management program,

assures customers they will never run tow"of critical gases,
Byrne monitors supply levels and restecks according to need.
A

To maintain a responswe posture
and to.communicate that dedicatiorni
to customers Byme. pays stiict atten-
tion to small details. “We answerthe
phone by the third ring; our:trucks
are painted and!clean, ‘and every
one of our-cylinders is branded with
our.name, a net, and high quality
paint. In fact, all our liquid-cylinders
are polished stainless steel and kept
fastidiously clean.

“Our.clean room grade package,
for example, includes such features
as shrink-wrapped valves, foot pro-
tection to eliminate. contamination;
and-special labeling,” says Byrne.

. Drivers must wear clean uni-
forms, and the facility is kept tidy.
“We. even have office greeting stan-
dards so-that visiters are assured of a
warm and courteous welcome,”
adds Byrne. “All of these infinitesi-
mal details add up to an infinite dif-
ference.”

Effective Hiring

Its attention to detail extends 10
the staff itself. Byrne wants its value
offering delivered by the highest
quality staff it can develop.

According to Byrne, maximizing
the talent begins with selection.
*Over the years we found that peo-
ple with a mechanical aptitude do
well. We test sales applicants for

that as well as 1Q. :Thé};jnext g-b

through three layers ofsdinterviews.
Sales candidates must make a mock
presentation to the-entire sales force.
Finally, we run-a thorough reference
check, even talking to former co-
workers. The process takes weeks
but saves us time overall. We have
boosted the bell curve of raw talent
in our company as a- whole.”

Training for Response.

After hiring, the next step is train-
ing. “We want the tnost knowledge-
able people in the industry. That's
the only-sustainabl olnt-of diffet-
entiation,”-says: Byme. -

- g
‘speaﬂcs needed by dnvers field ser-
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an ofientation program that includes
basic policies, safety rules, benefit
policies, and rules of conduct, and the
‘history of company. “We created a

*video that follows an order ag it moves

through the entire operation — from

“the ‘quotation; throtigh cyfinder filling
and dehvery It prowde [he- with an

vice reps, production, and sales,

" “Por example, a driver/service per-

son spends- 6 10 8 weeks in‘onedon:
one-training before going ‘solo! with
customers,” says Byrne.

The Siles Mastery Program (SMP)
provides'new 'sales reps with a solid
foundation. “We start with basic
units of measure, financial transac-
tions, purchasing materials, market
segmentation, selling skills, and of
course gas-systemns —the cylinders,
pressure;-flow control, cryogenics;
gas grades, and piping;” says Byme.

Initial training concludes with a test
and a graduation ceremony but once
on board ;Teps can expect 1o spend:10
days a yeat in ongoing training. “We
have a-detailed training plan for-the
entire:year: Each rep is expected to
teacha ¢lass in order to reinforce their
knowledge. In addition we amange
for.outside speakers and vendor spon-

-sored:lasses on gas chromatography,

lasers, and trends in
applications.”
All-trdining em-
phasizes. the “kernel
of value” at-the heari
of.each application.

Cylinders receive a

i - ‘top quality. paint job
{0 maintain a clean,
high tech image
suitable for
bioscience research

. Facilities and clinical
envircnments.

JubyAugust 2002
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“Wetrain:thém 1o approach.cus-
tomers with the total selution in
mind < the: supply system; the gas;
ongoinggasmanagement; andthe
value to. the customer at the point of
use. That-means all our questions
and examples, even the technical
ones;: contain a financial component
because-itis a key’ part of determin-
ing value

Appearance Becomes Reality
‘Byrne:places-a strong emphasis on
appeararice throughout'its ofganiza-
tion. “Gne:truck makes 6 million vi-
sudl impressions a year,” notes
Byme: “A clean truck makes repeti-
tive positive impressions. During 4
recent:.delivery an individual dashed
out the:door of a nearby fac:hty,
noted cur company name, and ifm-
mediately placed an order: 'I'he:r for-
mer supplier had failed to.deliver on
time and had. repeatedly soiled Ihe
floor of the customer's.lobby,
customer didn’t even ask the pric
“In the manufacturing sector
sciences we know that our™
tomer’s customer is not’ it

a venture capitalist. Invesiors tour--

ing a research. facility won't draw

much comfort from the sight of-a

quarter million dollar protéin ana-
lyzer hooked to a rusted cylitder.
Qur pristine cylinders, on-the-other
harnd, make a positive impression
and that represents value to these

Dandelions ' :
* Most of the fifm's customers are
local and the segrent volatile at

times. “They are prime acquisition
targets,” admits Byrne. “When that
happens the decision making moves
out of towh and we can lose the
business,” ‘

The firm dlscovered that talented
professionals often refused to move.
Instead, they started 'a new business.
“When'one. of -our-ldrgest customers
was acquired-their facility became
vacant,” recalls Byrne. “Ten scien-
tists refused to move and instead
launched three niew companies
eventually renting-the:same space -
each became customers.” .

Downsizing, like a dandelion,
also has the etfect of sending out
seeds. “Boemg downsized in our

-area and 4 several startups
sprouted — One- firm made high
‘ tech crystals,

anoth T supemonduc»
a thitd ‘tagnetic bear-

- Vmgs » 'expl insg Byme

' Tight Focus, Relentless Effort

To'suceeed in‘the bio:pharm mar-
ket Byrne’ beheves a distributor
must retain its market focus.

' “When a d:str;butor says 'yes’ 10 too
many things it diffuses its focus.

There's insufficient networking, ap-
plication knowledge; and lack of

Byrne Specialty Gas. services the

biotechnology and: ph rmaceuticals

warehouse.

Vnderstandmg of- the umque needs

sét’ boundames —_ determm_ whxch

= act1v1t1esjstray from its core’ bu51-

ng focus also requxres a
sales effort “One. key

the value of the work is s0 hlgh
that they are extremely reluctatit to
change.. However, if we relent-
lessly:pursue an account we will
eventually acquire it.

“During a2 sale, we tell customers
that it’s not a question of ‘if"a
given machine will fail, but when it
will fatl. That's.why we install
alarms and backups. S0'too0, a
prospect will:eventually become
unhappy with its current supplier
due to any number of reasens.
When that alarm sounds, we're
there,” declares Byrne.

New Millennium Business

According to Byine, distributors
wondering about bio-pharm
prospects in their region should
look for three ingredients: large
universities, government spon-
sored résearch, and a center of ex-
cellence, a local concentration of
talent. *“Whether a distributor can
capture that business depends-on
its focus. It must be willing to be-
come a contributing member -of
their societies, donate time ‘and
money, attend meetings, and par-
ticipate in fund-raisers.”

Most importantly; a distributor
must- solve' its customers’ gas and
cryogenic problems. “That's what
leads to long term partnerships
and repeat order business,” con-
cludes Byrne. GWD
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