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[bookmark: _Toc222133042]1. Identification of a Business Problem
[bookmark: _2csoats5m8s5][bookmark: _Toc222133043]1.1 Organisational background
[bookmark: _bpviyiaxutbf][bookmark: _Toc222133044]British parcel delivery business DPD UK is part of GeoPost's global logistics network. DPD UK has around 80 depots, 10,000 employees, and delivers 360 million parcels annually (DPD, 2025). Predict one-hour delivery windows, real-time cargo tracking, and huge electric car investments have helped the firm become a premium carrier. 
Customers know DPD UK for its excellent customer service. It has won Queen Award Enterprise in Innovation and several consumer satisfaction surveys (motortransport.co.uk, 2015). The corporation has also invested in electric delivery fleets and pledged to minimise its UK carbon impact. According to recent reports, more than 3,000 electric cars serve urban areas.
1.2 The complex business problem
The parcel delivery industry in the UK has been digitally transformed at a fast pace which has been boosted by the increase in electronic commerce and shifting consumer demands. The pricing pressures and innovation of services have been heightened due to competition by other companies like Royal Mail, Evri (formerly Hermes), and Amazon Logistics (Parcu et al., 2023).
The main issues of DPD UK are - 
[bookmark: _u9y3an4ob1k0][bookmark: _Toc222133045]As the number of packages continues to rise, demand remains unstable. (Haugen et al., 2022) Increasing the cost of operation, which includes expenditures on fuel, manpower, and fleet electrification. There is a demand for delivery times that are both quicker and more flexible. Commitments to ensure sustainability Artificial intelligence-based optimisation systems are required. ensuring that very high levels of client satisfaction are achieved.
1.3 Rationale 
Digital transformation and AI-based logistics (predictive analytics, route optimisation algorithms, automated sorting facilities, real-time data displays) are DPD UK's primary strategies. The key managerial question is: Do digital and AI investments improve operational efficiency and customer pleasure, or do they lead to unforeseen effects like driver workload pressure, inflexible algorithms, and system failures?
[image: ]

Figure 1: The performance improvement from AI
(Source: Abduljabbar et al., 2019)
[bookmark: _Toc222133046]One European company used roadside sensors to track driving and vehicle performance in real time. Petrol prices dropped 15% and delivery times shortened. By employing AI algorithms to predict traffic and weather, airlines may be able to reduce cancellation penalties (Abduljabbar et al., 2019). Moreover, self-driving cars reduce traffic, improve air quality, make riding safer, and improve public transportation scheduling. Travel value rises from 62% to 128% and logistics and transportation to 89%. Driverless cars will boost deep learning (Abduljabbar et al., 2019).
2. Research Aim, Objectives and Questions 
[bookmark: _8qvu1n662u8m][bookmark: _Toc222133047]2.1 Research aim
To assess how digital transformation and AI-led logistics systems affect the efficiency of operations and customer satisfaction at DPD UK.
[bookmark: _qmokcvn7ln30][bookmark: _Toc222133048]2.2 Research objectives
· To understand the implementation of AI-based logistics technologies in the work of DPD UK.
· To quantify the effect of digital transformation on the indicators of the efficiency of operations (such as the delivery time, the cost per parcel, the first-time delivery success rate).
· To determine how digital logistics systems are related to customer satisfaction metrics.
· To reveal the operational and organisational issues related to the integration of AI.
· To come up with an evidence-based action plan on how to improve strategic alignment between technology and service performance.
[bookmark: _h28a4qs5mx9t][bookmark: _Toc222133049]
2.3 Research questions
1. What have been some of the applications of AI and digital technologies within the logistics of DPD UK?
2. How have these technologies increased operational efficiency within a measurable way?
3. What is the perception of customers concerning service quality in delivery systems that are AI-driven?
4. What are the conflicts or constraints in AI-based logistics implementation?
[bookmark: _5uus1u3dl9dz][bookmark: _Toc222133050]

3. Critical Literature Review

[bookmark: _1zg2n81h4tf][bookmark: _Toc222133051]3.1 Literature review
[bookmark: _l7d9g5u72ovj][bookmark: _Toc222133052]3.1.1 Digital transformation in logistics
The digital transformation has been generally described as the incorporation of digital technologies in every aspect of a business to fundamentally alter the creation and delivery of value. According to Rushton et al. (2026), digital technologies are not the tools of operational support anymore, they are the primary drivers of competitive strategy. Digital transformation associated with the field of logistics and supply chain management encompasses artificial intelligence (AI), predictive analytics, real-time tracking systems, automation, and Internet of Things (IoT). The purpose of these innovations is to provide better operational visibility, minimize inefficiencies, and provide better service quality.
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    Figure 2: Density of access points per 10,000 inhabitants by country (2020) 
(Source: Niederprüm and van Lienden, 2023)
DPD UK in the UK parcel delivery industry is shown to be practically applying the use of digital transformation in its delivery services including its one-hour delivery window service, known as its Predict delivery service that allows customers to track their delivery in real time (Niederprüm and van Lienden, 2023).
[bookmark: _e7x49zc2dzbe][bookmark: _Toc222133053]3.1.2 Artificial intelligence-based logistics and workflow productivity
[image: ]
Figure 3: Thematic Graph 
(Source: Kachhadiya, 2025)
[bookmark: _56ii9tl0jfnk][bookmark: _Toc222133054]Automation and software improve work completion times and accuracy. Improved service delivery includes faster issue resolution, better communication, and real-time tracking to give customers peace of mind about their purchases (Kachhadiya, 2025). 
The case of DPD UK shows how AI may improve real-world operations. The company delivers about 360 million parcels annually with over 95% first-time success (Nguyen, 2020; Parcu et al., 2023) Highly developed route optimisation software uses real-time traffic data to efficiently assign delivery routes.
3.1.3 Customer satisfaction and socio-technical perspectives
The real-time communication tools and flexibility of the delivery make DPD UK have positive confirmation experiences. Polls carried out in the industry have always placed DPD UK among the top-performing UK parcel carriers in customer satisfaction. (DPD, 2025) Available literature will focus on the analysis of the operational efficiency and customer satisfaction, which is not an issue, but it presents a gap in the research. 
[bookmark: _kduuikejfp3t][bookmark: _Toc222133055]3.2 Research Gap
The existing literature suggests that AI can significantly increase operational indicators and improve customer interaction. Nevertheless, there are few studies that look at the interaction of these dimensions in one organisational setting. This paper fills this gap by assessing the indicators of operational efficiency as well as the stakeholder perceptions in DPD UK. The research fuses RBV, SERVQUAL, social-technical systems theory to present a holistic framework to measure the impact of digital transformation on the organisation at large.
[bookmark: _6nr3rd6t50mc][bookmark: _Toc222133056]3.3 Theoretical framework 
[bookmark: _29gb9g1jzqi][bookmark: _Toc222133057]3.3.1 SERVQUAL model 
This is in line with the SERVQUAL model, especially the reliability and responsiveness dimensions. DPD UK minimizes failed delivery attempts and improves the perceived quality of the services by allowing customers to reschedule deliveries in real time (Nguyen, 2020). The empirical literature is in favour of the argument that digital transparency enhances customer trust and satisfaction with the last-mile logistics.
[bookmark: _5xxv29u2eknw][bookmark: _Toc222133058]3.3.2 Resource-Based View (RBV) theory 
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Figure 4: RBV model
(Source: Lubis, 2022)
The literature on operational efficiency dwells on reduction of cost, optimization of processes and utilisation of resources. It is stated that the Resource-Based View (RBV) theory explains that the ability of companies to sustain a competitive advantage is based on valuable and unimitable resources (Lubis, 2022). Road optimisation systems based on AI and data analytics solutions can be regarded as a strategic resource provided they enhance the accuracy of the delivery and the cost-effectiveness.
[bookmark: _jtp1txseqgop][bookmark: _Toc222133059]
3.3.3 Contingency theory
Contingency theory emphasises that the effectiveness of technology is a contextual attribute of organisations (Selensky, 2023). The volume of the parcels is high during the peak seasons like when there are Black Friday and Christmas, which may overload the digital systems (West, 2025). AI systems are efficient in cases of stable environments, but they might fail in environments characterized by a lot of volatility, unless they are under proper human supervision.
[bookmark: _xnx1xlfmkzuj][bookmark: _Toc222133060]3.3.4 Expectation-confirmation theory
[image: ]
Figure 5: Expectation-Confirmation Theory
(Source: Vijay, 2025)
Some studies on customer satisfaction are usually based on Expectation-Confirmation theory, which implies that customer satisfaction arises when service delivery is as good as or better than expectations (Vijay, 2025).

[bookmark: _rw5yf7oi7491][bookmark: _Toc222133061]
3.3.5 Socio-technical systems theory
Socio-technical systems theory implies that organisational performance will be based on the compatibility of technology and human agents. Algorithms in AI-driven logistics decrease the level of driver autonomy or place more work-related pressure (Yu et al., 2023). Moreover, algorithmic optimisation can come into conflict with driver autonomy or local knowledge of routes. Accordingly, the fundamental business issue is the assessment of the problem of AI-driven digital transformation providing quantifiable efficiency improvements and maintaining or improving customer satisfaction.
[bookmark: _br5qf02lrz3m][bookmark: _Toc222133062]

4. Research Methodology and Design 
[bookmark: _xrf7udtkn3kl][bookmark: _Toc222133063]4.1 Research strategy
[image: ]
Figure 6: Analysis of Saunders research onion 
[bookmark: _8f3ofci6jewe][bookmark: _Toc222133064](Source: Kachhadiya, 2025)

The qualitative research will examine how digital
transformation and artificial intelligence-based logistics technologies affect operational efficiency and customer satisfaction at DPD UK. Since the research seeks to understand experiences, perceptions, and organisational dynamics that numerical performance indicators cannot capture, an inductive approach is appropriate. Although operational measures like first-time delivery rates are observable, they don't show how AI systems affect employee habits, managerial decision-making, and service interactions (Yu et al., 2023). Thus, qualitative research would reveal digital transformation's human and organisational dimensions.
4.2 Data collection methods
[bookmark: _vp3oukw9lzk2][bookmark: _Toc222133065]DPD UK key stakeholders will be interviewed semi-structuredly to acquire data. About three depot managers, delivery drivers, and customer service representatives will be selected. The range promises different perspectives on AI deployment, route optimisation, task management, and customer communication tools like Predict. Face-to-face interviews will follow a framework but allow participants to discuss their experiences with AI-based scheduling, delivery trace systems, and online communication.

4.3 Data analysis: Thematic analysis
The data will be collected and analysed using thematic analysis, which comprises six steps by Braun and Clarke. The transcripts of the interview will be systematically coded in order to find common patterns and themes such as perceived efficiency improvements, system limitations, workload pressures, or customer response to digital services. The themes will be discussed and narrowed down to make sense and conformity to the research goals.

[bookmark: _xjv2louzxt26][bookmark: _Toc222133066]4.4 Sampling, ethics and quality assurance
The participants will be chosen based on purposive sampling and must have good experience with digital systems. Some ethical considerations are informed consent, confidentiality, and other GDPR requirements. Transparent coding practices will also be used to improve reliability, whereas the validity will be facilitated by the use of member checks and the comparison with the existing theoretical perspectives such as the socio-technical systems theory.
[bookmark: _nfp4ufkwrqr5][bookmark: _Toc222133067]5. Business Relevance and Practical Implications 
[bookmark: _a9sr62p2e3l5][bookmark: _Toc222133068]The study evaluates how digital transformation affects operational and customer returns, which has immediate strategic consequences for DPD UK. The project will link AI-based logistics systems to efficiency indicators and satisfaction levels to help management assess strategy efficiency. 
The results may suggest improving route optimisation systems with greater driver feedback, peak-time AI forecasting, or human customer service and its combination with automated systems. Each gap between efficiency gains and employee workload pressure can be addressed with training or system changes to sustain performance. 
This study can be utilised in the sustainability strategy to explore how AI-based route optimisation can reduce emissions and improve fleet utilisation. The project applies the Resource-Based View and socio-technical systems theory to real organisational difficulties, demonstrating business research's dedication to theory and practice.

6. Conclusion 
DPD UK is in a very competitive, dynamic technological logistic environment. Although AI-based digital transformation may help increase operational efficiency and customer satisfaction, its practical effects need to be reviewed systematically. This research proposal is a research plan with various steps detailing how digital logistics technologies affect operational KPIs and customer experience outcomes in DPD UK. Furthermore, where logistics companies not only compete based on the speed of delivering the product to the customer but also in terms of data intelligence and customer experience, the real organisational contribution of AI is indispensable to the maintenance of competitive advantage.
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[bookmark: _xqxj6kjmbmj2][bookmark: _Toc222133071]Research timeline
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	Final editing and proofreading
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Table 1: Gantt chart
(Source: Self-developed)
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