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2,900
Milk Suppliers

About Dairygold
Located in the rich fertile 
Golden Valleys of Munster, 
Dairygold has a long and 
proud history of producing 
quality-assured, sustainable 
gold standard cheese and 
dairy ingredients.
With three imperative 
divisions that drive and 
support our farmers and 
business, Dairygold are 
able to offer clients and 
consumers full traceability, 
unrivalled quality and 
product excellence. 

The Solution 
Designed and delivered by Ergo, the Customer Relationship Management (CRM) components in 
Microsoft Dynamics 365 were identified as the best way to meet unique membership requirements 
and to garner a better understanding of farmers and their needs. 

Benefits 
CRM and Mobile CRM as part of the overall CRM solution, provides Dairygold’s Milk Advisors and 
Area Sales Managers with relevant information in a timely manner helping to overcome some of 
the challenges the teams have encountered when working remotely in rural Ireland.

The Need 
Headquartered in Mitchelstown, County Cork, Dairygold is Ireland’s largest dairy Co-Operative 
with 2,900 milk suppliers and 7,100 shareholders.  As well as supplying competitively priced animal 

Dynamics 365: A Game 
Changer for Dairygold 
Operations
In support of its Agri Business strategy, Dairygold 
planned to adopt a partner-based approach combining 
expertise, systems and products to address the needs 
of individual farmers, helping them to maximise 
on-farm profitability and to achieve higher quality 
milk production. 

feed, fertilisers and requisites, Dairygold provides advisory services to support farmers to increase 
on-farm profitability and achieve higher quality milk production. Over the years, the Co-Operative 
has introduced a number of technology initiatives to strengthen its relationships with Members. It 
recently identified an opportunity for a CRM solution to improve member engagement. 

“We needed to capture the needs and voice of our suppliers and customers in terms of service and 
advice and to provide our cross functional teams with a 360° view of relevant interactions,” said 
Lead IT Business Solutions Analyst with Dairygold. 
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3-5 days
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A world class  
IT partner of choice



The central focus of a new CRM system was to allow Dairygold 
to improve customer and supplier relationships. With this in 
mind, the CRM system needed to deliver innovation in several 
areas:

     • Enable the capturing of supplier and customerinformation 
        around milk supply and nutritional data.
    • Provide the ability to give a complete service to the 
       customer with the right information across the different                         
       business units.
    • Capture the voice of the customer in a designated 
       complaint management section.
    • Enable a mobile capability for road based sales advisory     
       teams.

The Agri Operations division wanted to get closer to farmers by 
mobilising Area Sales Managers. As a member organisation, it 
wanted to capture the voice of farmers, to forge even stronger 
relationships and provide data for trend analysis that could help 
improve customer service. The Co-Operative examined many 
different CRM products and met with several vendors, before it 
was ultimately ascertained to partner with Ergo. 

“It wasn’t all about the technology; the decision was influenced 
by the Ergo team. We felt they were a good fit for Dairygold. 
Ergo were very clear; they were going to provide us with a 
team that would not only implement a CRM solution but would 
also advise us along the way on what would work well for 
our business based on their vast experience. This advisory 
role was very important to us with CRM being so new to our 
organisation,” said Lead IT Business Solutions Analyst with 
Dairygold. 

The Solution  
Dairygold invested in Dynamics CRM, a cloud-based solution 
(now part of Dynamics 365) deployed by Ergo. The system 
delivered on all project goals and has resulted in improved 
partnerships with its farming base.

The project team (Ergo and Dairygold) identified the data that 
would offer the best source of insights for the business. Ergo 
created a hub where the extracted data could be housed and 
then surfaced on various dashboards for detailed analysis. The 
hub provides data that is consistent and accessible to various 
parts of the business, ensuring everyone is working from a 
“single source of truth”. 

A mobile capability was integral to the deployment because 

it addressed the challenge of serving farmers’ needs more 
effectively, regardless of location. The Milk Advisors and Area 
Sales Managers were provided with a specialist agri-business 
smartphone app that sits on top of the CRM data, giving them 
online and offline access to relevant information.

Out on the road, the teams have capability to record farmer 
feedback and upload the information directly to CRM over 
3G/4G or if no mobile signal is available, save the feedback 
offline on their device and upload it later. Integrated with a 
mapping feature, it also shows where the farms are located, 
making it easier to plan farm visits.

Ergo supported the deployment with a ‘Getting Started’ 
training programme to help users become familiar with the new 
system and processes.

The Benefits 
The CRM solution has enabled Dairygold’s milk advisory team 
to assist milk suppliers on their journey to more sustainable 
farm practices and higher quality assurance. Integrating the 
data from the Sustainable Dairy Assurance Scheme (SDAS) into 
CRM and making it available to the advisory team via mobile 
devices is one of many benefits. Milk test alerts enable them 
to proactively address any nutritional issues that arise on milk 
quality with the milk supplier.

Ergo’s CRM solution has allowed Dairygold to record important 
items of information, enabling a more enhanced service. The Co-
Operative was previously dependent on field staff returning to 
the office to file a paper-based records of customer interactions. 
Now all the information is uploaded directly from the location, 
solving the challenge of working with customers and suppliers 
in remote areas. 

The mobile CRM process of gathering and recording information 
with smartphones has greatly enhanced Dairygold’s knowledge 
and understanding of member requirements. 

“We now have real insights into relationship interactions with 
our customers which is invaluable”, Seamus O’Mahony, Head 
of Sales and Marketing. “And we can deal with customer issues 
more quickly. We can track a complaint through the case 
management module, see all the metrics on how long it takes to 
resolve a problem and then set about improving the process. It 
enables us to set continuous improvement goals.” 

Dairygold is giving its farmers a better customer experience 
with the case management process. Cases are closed three to 
five days faster thanks to improved tracking and visibility. The 
system also provides insights into recurring customer issues 
and how to fix them. 

Dairygolds Mobile CRM can be utilised even without mobile signal 

“CRM allows us to improve the service and 
support we provide to our member owned 
and controlled supplier base. It has helped 
to increase customer satisfaction levels 
and to strengthen our relationships with 
farmers,” 

Seamus O’Mahony

Head of Sales and Marketing Dairygold Agri



For more information about this project or to discuss your 
requirement, please contact:  
Phil Ryan CRM Solutions Manager, Ergo 
D: +353 1 541 4682  E: Phil.Ryan@ergogroup.ie

About Ergo 
A world-class cloud and managed services provider, Ergo excels in matching technology to business 
needs and has been helping organisations achieve their strategic goals for 23 years. By adopting a 
partnership approach, we help organisations uncover efficiencies and drive competitive advantage 
through continuous improvement and innovation.

Ergo Block T, East Point Business Park, Dublin 3, Ireland.
T: +353 1 884 3200  E: info@ergogroup.ie 

ErgoGroup.ie


