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FONTERRA KNOWS ‘WHO’S GOT MILK’ ACROSS ITS GLOBAL SUPPLY CHAIN

Fonterra is a co-operative 

owned by more than 11,000 

New Zealand dairy farmers. 

The co-operative is responsible 

for more than one-third of the 

world’s international dairy 

trade, is one of the world’s top 

six dairy companies and sells 

more than 2.6 million tons of 

products in more than 140 

markets globally. 

Fonterra    |     International Exporter    |    webMethods Product Suite

Challenge 

The world’s largest dairy ingredients exporter wanted to achieve end-to-end 
visibility across a supply chain that spans more than 140 countries. Fonterra 
wants to know – on a single screen – the status of any order at any time, from 
the time the order’s placed, through international shipping, to its arrival in the 
customer’s hand.

Solution

Fonterra built a world-class global supply chain visibility solution based on 
Business Activity Monitoring (BAM) technology. At the core of the solution is  
the Software AG webMethods suite. By a factor of 10, this is the largest BAM 
and Business Process Management (BPM) implementation ever seen by 
Software AG.

Benefits

Ability to measure DIFOT (Delivered In Full and On Time) as seen by  •	
the customer
Annual benefits are being measured in the millions of dollars•	
Faster, more accurate service since agents know the status of any order  •	
at any time
Proactive problem resolution, thanks to automated alerts•	
Tighter control around unplanned costs•	
Ability to manage vendors better •	



Where’s My Order?

It’s a simple question. But at Fonterra there was 

no easy answer. That’s because Fonterra’s supply 

chain moves in excess of 2.6 million tons of dairy 

ingredients to more than 140 countries through a 

complex distribution and warehouse network.

Fonterra is highly dependent on a variety of 

outsourced logistics providers to deliver its 

products in full and on time. Determining the 

status of an order at any given time used to take 

a manual search through up to 11 different 

systems – a tedious and slow process. 

Compounding that, most of time Fonterra didn’t 

even know about a problem until after the fact. 

Issue management was highly reactive – after a 

cost had been incurred and/or customers were 

directly affected. Conservative estimates showed 

Fonterra had unnecessarily incurred significant 

avoidable costs.

So Fonterra set out to build a world-class visibility 

solution for a global supply chain applying BAM 

technology. Its objectives were:

Avoid unplanned costs•	
Provide real-time visibility across the global •	
network through a single source

Enable proactive event management•	
Increase data accuracy and timeliness where •	
it’s deficient

Deliver data to drive continuous process •	
improvement

Link a variety of third-party logistics providers •	
(3PLs) in different geographic areas

Create a scalable solution at minimum cost•	
 
Answer found: webMethods product suite

The Fonterra visibility solution incorporates the 

greatest number of steps and the greatest 

number of processes ever seen by Software AG in 

a single BAM/BPM solution. It links 12 diverse 

internal and partner systems – all to answer a 

single question at any time: “Where’s My Order?”

At the core of the visibility solution is the Software 

AG webMethods product suite. Fonterra built on 

its investment in the webMethods Enterprise 

Service Bus (ESB), which was already established 

as the company’s middleware/integration 

platform. Other reasons Fonterra selected the 

webMethods suite was its incremental low cost 

and speed of deployment. Additionally, the 

webMethods suite had process and workflow 

capabilities beyond conventional 3PL visibility 

platforms.

Integrating data from all 3PL providers

Fonterra deployed Software AG’s webMethods 

Trading Networks for B2B integration. Working in 

conjunction with the webMethods ESB, the B2B 

gateway provides the messaging interface for all 

event signals from all 3PL providers across the 

Fonterra global supply chain. webMethods Trading 

Networks enables this data to be captured and 

immediately populated into the global order 

visibility solution. 

“Our global visibility solution helps us meet our goal of becoming a world-class supply chain operation. 
We deployed the solution quickly and at a relatively low cost – and we’re making major 
strides in how we manage our global supply chain.”

Nigel Jones  I  General Manager, Supply Chain Strategy and Procurement  I  Fonterra

Fonterra’s Container-Tracking Logistics Process 
Containers are tracked from the pack plants through departure ports, transship ports, to the destination port,  
and on through to either warehouse or customer delivery.  All container tracking events are received via B2B.

Scope Events Data Models Rules



Next, Fonterra defined event-based processes to 

monitor and manage using webMethods Optimize 

for Process. This BAM product facilitates real-time 

insight into key business process activities. It 

provides managers with actionable information so 

they can make informed decisions to quickly 

address problems and capitalize on improvement 

opportunities. 

Working with the Strategic Business Solutions 

team at Software AG, Fonterra designed 10 

process views based on business functions and 

roles. Some of these processes have 20 or more 

steps, are long running and are branching.

Delivering a world of activity on one screen

webMethods Optimize for Process provides 

real-time insights into these event-driven 

processes. Fonterra can see how these processes 

are performing, what’s working well, where there 

may be bottlenecks and why, and what can be 

improved. Process data collected by webMethods 

Optimize for Process will provide valuable input to 

alignment, optimization and aligned performance 

measures strategies.

To create the single graphical view of an order, 

Fonterra built a portlet using webMethods 

Composite Application Framework (CAF). Customer 

service agents can input any order identifier, for 

example, a purchase order number or a container 

number, into the system and then see 100 

different facts about the order on a single screen. 

The screen gets automatic updates as new signals 

are received from across the supply chain.

Resolving problems – before customer 
impact

Enhancing the solution further, Fonterra integrated 

BPM workflow technology so that it can proac-

tively manage alerts. A BAM rule triggers an 

The business is alerted when events do not occur as expected - for example, if containers are left behind at 
transhipment ports, or incorrect quantities are received.



event, which creates an alert in the BAM inbox. 

The appropriate worker logs into the inbox to 

view the alert and takes relevant action.

When that worker grabs the task out of his inbox, 

he has immediate access to the single view of 

that order so he can begin to address the problem 

right away. If the worker ignores the task or 

doesn’t act in the predetermined timeframe, 

another alert is generated for a different work 

group to resolve the issue. This capability enables 

Fonterra to measure the human response to an 

alert – how long it takes to resolve an issue.

Dashboards are provided at a strategic level for 

executives and at a tactical level for logistics 

personnel so that they can see what’s happening 

with the supply chain at any given moment and 

what can be improved.

Getting a world of value from BPM and BAM

What’s next with the global visibility solution? 

Innovations Fonterra previously only imagined. 

They include:

Linking production planning and inventory with •	
delivery schedules to highlight deliveries at risk 

given current production schedules and stock 

on-hand projections

Predictive trend analysis – instead of alerting on •	
single instances, the system will be able to 

continually analyze data and alert if trends 

outside tolerance levels or norms are identified

Using activity data to establish a real-time •	
carbon footprint dashboard
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Learn more about business infrastrUcture software: WWW.SOFTWAREAG.COM

Take the next step to get there – faster.
 

ABOUT SOFTWARE AG

Software AG is the world’s largest independent 
provider of Business Infrastructure Software. Our 
4,000 global customers achieve business results 
faster by modernizing, automating and improving 
their IT systems and processes to rapidly build 
measurable business value and meet changing 
business demands. Using our solutions, organizations 
are able to liberate and govern their data, systems, 
applications, processes and services ‑ achieving new 
levels of business automation and transparency.

Our industry-leading product portfolio includes best-
in-class solutions for managing data, developing and 
modernizing applications, enabling service-oriented 
architecture, and improving business processes. By 
combining this proven technology with industry 
expertise and best practices, our customers improve 
and differentiate their businesses – faster.

Software AG – Get There Faster
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Key Components

webMethods product suite 

The webMethods Enterprise Service Bus is 

Fonterra’s integration platform.

webMethods Trading Networks enables data 

from diverse systems to be populated into the 

global visibility solution.

webMethods Optimize for Process offers the 

BAM capability and provides real-time insights 

into event-driven processes.

webMethods CAF enabled Fonterra to build a 

portlet to create the single graphical view of 

an order.

The Strategic Business Solutions team at 

Software AG helped Fonterra implement the 

global solution and designed 10 process views 

based on business functions and roles.

Dashboards enable key performance metrics, both at strategic and tactical levels, 
to be viewed and monitored in real time.


