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Abstract

Research problem
The parcel delivery industry of the UK is going through a significant digital transformation, which is driven by rising demand for e-commerce, automation and artificial intelligence. Like other logistics companies, DPD UK considered AI-driven infrastructure for logistics so that customer satisfaction and operational efficiency could be improved. Nevertheless, balancing the readiness of the organisation and digital advancement along with the integration of the employees is a strategic concern of the study.
Aim
The study analyses the influence of digital transformation’s adoption in the parcel delivery sector of the UK. It further intends to outline the impact of AI driver logistics on customer satisfaction and operational efficiency at DPD UK. 
Methodology
The research follows a systematic literature review considering peer-reviewed articles that are published between 2026 and 2018. The mythological rigour is maintained in the study by using the criteria of quality assessment, explaining and predefined search. 
Findings
The evidence reviewed throughout the study indicates the potential of AI to improve customer experience and operational efficiency. However, the outcomes rely on efficient integration of digital tools, the capability of the workforce and organisational readiness. 
Contribution
The research demonstrates that maintaining a balance between organisational potential and digital innovation requires sustainable digital transformation. However, the quality of evidence and its availability often create barriers to generating conclusions. It prevents establishing a direct and causal connection with the concerned business. 
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[bookmark: _Toc235371294]CHAPTER 1: INTRODUCTION
[bookmark: _Toc235371295]1.1 Introduction
[bookmark: _Toc235371296]1.1.1 Topic overview
The parcel delivery and logistics sector has undergone a substantial transformation during the past decade, which is driven by rising expectations of customers. Digital transformation is associated with an enhancement in logistics efficiency (Verbivska et al., 2023). However, Cyfert et al. (2025) contend that the advantages are contingent on data governance, the digital skills of the employees and the readiness of the organisation. Therefore, technology adoption alone is inadequate to guarantee sustainable improvement of performance. Rapid advancement of digital tools, expansion of the e-commerce segment and shifting expectations of customers are driving transformation in this industry (Rolando et al., 2025). Companies are integrating digital solutions like a real-time tracking system, route optimisation software, automated sorting infrastructure, predictive analytics and artificial intelligence. The digital tools are not only improving customer service but also promoting operational efficiency. Advanced technology also enables the logistics service providers to efficiently respond to the fluctuating demands of the market, enhancing the accuracy of delivery, minimising the cost of operations and optimising the delivery routes (Attah et al., 2024). Therefore, digital transformation is regarded as a strategic priority for businesses intending to maintain their competitive position in the highly dynamic industry of logistics.
[bookmark: _Toc235371297]1.1.2 Context of the business and research problem
One of the leading parcel delivery companies in the United Kingdom is DPD UK, which maintains the position of an innovation-driven company. DPD UK delivers 360 million parcels annually while managing 10,000 employees across 80 depots (DPD, 2025). The organisation has made notable investments in electric cars, real-time cargo tracking and one-hour delivery windows. Massive investment in sustainable solutions of transport, automated operations, real-time self-tracking and AI-driven logistics infrastructure contributes to the positioning strategy of the business. Despite the improvements, the increasing reliance on diverse digital tools indicates organisational issues such as technical complications, algorithmic decision-making and high implementation cost, which may negatively impact customer satisfaction (Kumar, 2024). Hence, the occurrence of unexpected disruptions creates exclusive risks for the organisation. 
While the investment of the company in AI-driven logistics showcases their commitment to digital transformation, these investments also increase exposure of the organisation to adaptation issues for the employees, digital obsolescence and implementation risk. DPD UK is making a significant investment in AI-driven infrastructure for forecasting parcels, along with expanding electric vehicles and insurance carbon neutral delivery. The investment of businesses in digital consumer platforms and automated sorting facilities is also regarded as a longitudinal strategy of innovation of the company (Turienzo et al., 2024). The measures indicate that the commitment of the organisation to combine digital Innovation and operational excellence is providing opportunities to the business to respond efficiently to the rapidly evolving market demand. 
[bookmark: _Toc235371298]1.1.3 Importance of the study
As per the academic perspective, the study explores AI-driven logistics and the digital transformation of DPD by extending the knowledge of the Socio-Technical Systems theory and the Technology Acceptance Model. The study puts specific focus on the role of digital tools in influencing customer satisfaction, delivery performance, organisational competitiveness and operational efficiency. Investigating managerial issues associated with the adoption of technologies is another purpose of the research, which reflects its managerial significance because it can contribute to evidence-based decision-making by managers (Biswas et al., 2024). 
[bookmark: _Toc235371299]1.1.4 Dissertation structure
The dissertation is designed through six distinct chapters, and the first chapter outlines the context of the study, along with demonstrating the research problem and aim. The second chapter reviews a wide range of literature on logistics management, Artificial Intelligence and digital transformation while presenting key theoretical frameworks and gaps in existing empirical evidence. The third chapter showcases the research method followed for executing the study, which consists of the data collection process, data analysis technique, ethical consideration, approach and philosophy of research. The study will follow a systematic literature review, and the outcomes will be presented in chapter four. Chapter five will discuss the research objectives by aligning them with outcomes. The implications of the findings and limitations of the study will also be presented in this chapter. The findings of the study are summarised in the sixth chapter, and it includes recommendations for future research as well. 
[bookmark: _Toc235371300]1.2 Background 
[bookmark: _Toc235371301]1.2.1 Industry trends
Amazon Logistics, Royal Mail, and Evri are notable competitors of DPD UK, and they are intensifying the competition in the market (Parcu et al., 2023). The changing purchasing behaviour of customers and the expansion of e-commerce integration are enhancing the popularity of online retail. The industry contributes significantly to the digital economy of the UK, which requires continuous improvement in the operational efficiency of the logistics companies. 
The logistics industry of the UK is going through an extensive digital transformation driven by automation, predictive Analytics, Internet of Things, cloud computing and artificial intelligence (Hongsakul et al., 2025). Along with the increasing expectations of customers for immediate delivery services, the volume of e-commerce is rising consistently. It is intensifying the rivalry within the logistics market of the UK and requires businesses to implement distinct strategies for enhancing their competitiveness. Therefore, companies are rapidly investing in intelligent logistics and structure for enhancing customer experience, maintaining delivery accuracy and promoting operational efficiency along with maintaining the competitive advantage. 
[bookmark: _Toc235371302]1.2.2 Issues associated with current trends
Real-time fleet monitoring, route optimisation algorithms and predictive analytics tools are enabling businesses to reduce fuel consumption while increasing delivery accuracy (Baruwa, 2025). The AI-driven transport infrastructure can improve the efficiency of the delivery services while minimising the cost of operations through better traffic prediction, which is increasing competition in the market. 
[bookmark: _Toc235371303]1.2.3 Rationale behind the existence of the challenges
Despite the digital advancements, different managerial and operational issues are reflected by the digital transformation. Rising reliance on AI-driven processes of decision-making exposes companies to algorithmic limitations, workforce resistance, and system failure (Shahbazi et al., 2026). In addition, investment in digital infrastructure not only reduces profitability but also creates competitive pressure. The lack of potential of the businesses to balance service quality, the well-being of the workers and digital innovation in the rapidly changing conditions of the market creates issues. 
[bookmark: _Toc235371304]1.3 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][bookmark: _Toc235371305]1.4 Research objectives
· To understand the implementation of AI-based logistics technologies in the work of DPD UK.
· To evaluate the effect of digital transformation on the indicators of the efficiency of operations (such as the delivery time, the cost per parcel, and 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.
· [bookmark: _h28a4qs5mx9t][bookmark: _Toc222133049]To come up with an evidence-based action plan on how to improve strategic alignment between technology and service performance.
[bookmark: _Toc235371306]1.5 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 measurably increased operational efficiency?
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: _Toc235371307]1.6 Chapter Summary
The chapter introduces the business, along with presenting the condition of the logistics and the parcel delivery sector of the UK. The research will be executed on the influence of the digital transformation of DPD UK. The aim, objectives and background of the research indicate that demonstrating customer satisfaction and efficiency of operations is a primary focus of the study. 


[bookmark: _Toc235371308]CHAPTER 2: LITERATURE REVIEW
[bookmark: _Toc235371309]2.1 Chapter introduction
This chapter reviews a wide range of literature in the context of the influence of AI-driven logistics and digital transformation on customer satisfaction and operational efficiency of DPD UK. The review of literature is organised thematically because it is more effective than the chronological form to compare perspectives associated with digital transformation. It enables critical synthesis of the research papers (Diaz Schery et al., 2026) while establishing a foundation for outlining the gap in the research. The parcel delivery and logistics industries of the UK mainly prioritise while conducting the review. Collecting peer-reviewed articles and ensuring the recency of the publications indicates the credibility of the review. Critical analysis of the empirical evidence recognises a gap in the literature, which is addressed in the following chapters. The theoretical concepts outlined in this chapter are crucial in ensuring the appropriateness of the research findings. 
[bookmark: _Toc235371310]2.2 Digital transformation in logistics
Digital transformation indicates the integration of advanced digital tools into the regular operation of businesses. The purpose of such transformations is to enhance the quality of services, organisational performance, and to create value. In the logistics industry, the transformation has converted the supply chain operations into a data-driven infrastructure from the labour-intensive traditional process. The integration of advanced tools like blockchain technology, big data analytics, cloud computing, Internet of Things, and artificial intelligence initiates the digital transformation. Such innovation promotes real-time visibility while fostering informed decision-making and optimising the allocation of resources for responding to the dynamic demands of customers. The argument of Rai et al. (2018) indicates that the growth of omnichannel retailing has made logistics businesses invest in redesigning their supply chain network. The adoption of cloud-based information systems and similar tools promotes operational agility, flexibility and speed of delivery in such businesses. Improvement in the real-time tracking system increases the responsiveness of the customers, along with promoting coordination among supply chain partners. Contradictorily, the authors collectively indicate that successful transformation needs adaptability of the organisations, which consists of the development of workforce capability and the redesign of the process. 
The measures of digital transformation are implemented by companies like Royal Mail, Amazon Logistics, and DHL through AI-driven digital platforms, predictive Analytics, robotics and warehouse automation (Bhuvaneswari et al., 2025). The organisations reported substantial improvement in customer responsiveness, operational efficiency and reliability of the delivery facilities. It indicates that the effective digital transformation relies on combining organisational potential and digital investment. The development of the industry offers a significant benchmark for analysing the journey of digital transformation in DPD UK. 
Similar findings are generated by the research of Parcu et al. (2023), which indicated that the expansion of e-commerce operations has promoted digital transformation in the parcel delivery industry. The demand for AI-driven delivery management systems, predictive analytics and automated sorting is rising consistently, which is driving such transformation. The primary focus has been on Rai et al. (2018), while the study of Parcu et al. (2023) investigated digital innovation and presented it as a comparative necessity for maintaining operational efficiency. However, the research paper of Parcu et al. (2023) more efficiently acknowledged issues like cybersecurity risk, technology integration issues and high implementation cost. The experience of DPD UK indicates that such developments through the integration of real-time parcel tracking and AI-driven route optimisation improve the convenience for its customers. It has been found that digital transformation improves the quality of services and logistics performance across businesses. However, the long-term success relies not only on digital investment but also on the engagement of the workers, integration of digital tools and organisational readiness. 
[bookmark: _Toc235371311]2.3 Artificial intelligence in logistics
Artificial intelligence is regarded as a transformative digital tool in the supply chain management and logistics sector. The main reason behind such consideration is its contribution to transforming the reactive operations of the industry into predictive decision-making. Unlike the traditional infrastructure of automation, the AI tools integrate intelligent algorithms, predictive analytics and machine learning. In this way, it increases the quality of decisions while optimising processes and ensuring continuous learning from operational information. The research of Figura et al. (2025) demonstrated that route optimisation, parcel sorting, predictive maintenance, demand forecasting and automated services for the customers are common applications of AI in the logistics industry. 
According to the argument of Raizonville (2024), AI is making a significant contribution to parcel delivery and postal businesses by boosting their operational efficiency. Implementation of real-time tracking systems, automated sorting mechanisms, and intelligent planning of routes is promoting the effectiveness of those businesses’ operations. The research suggests that AI increases the responsiveness of the operators, which eventually increases their efficiency in dealing with evolving expectations of the customers and rising parcel volumes. Supporting argument is presented by Figura et al. (2025) as a demonstration that AI transform the business model of the organisations, which is beyond operational enhancements. The article indicates that AI drives value creation, strategic decision-making and innovation through improved digital potential and data integration. Both research papers consider AI as a significant resource for logistics businesses. A broader perspective of business transformation has been adopted by Figura et al. (2025), while Raizonville (2024) focus on operational transformation in the postal facilities. However, both papers rely widely on large-scale logistics companies.
Aiki et al. (2025) further presented some empirical data which indicates the positive influence of AI-driven supply chain infrastructure on the operational performance of DPD UK. On the contrary, the researchers acknowledge that efficient implementation of AI relies on the readiness of the businesses, the capabilities of the workers and the data management potential. Beyond parcel sorting and optimisation of routes, the recent studies demonstrate the rising application of predictive analytics, autonomous systems of delivery and warehouse robotics (Yarlagadda, 2024). Though the technologies are enhancing logistics performance consistently, research has demonstrated issues associated with the readiness of the businesses, data governance, cybersecurity and AI ethics. It indicates that the digital potential of the businesses alone is inadequate for ensuring effective implementation of the transformation. 
A comparison of the research papers indicates that Figura et al. (2025) and Raizonville (2024) showed limited emphasis on issues that emerged during the implementation process. Research papers indicate that though AI delivers opportunities to enhance the efficiency of the logistics system and customer satisfaction, the advantages are contingent on strategic alignment, Change management and the capabilities of the organisations. 
[bookmark: _Toc235371312]2.4 Customer satisfaction in UK logistics
Delivery scheduling, mobile notifications and real-time parcel tracking are examples of digital tools that transform the experience of consumers by enhancing transparency and minimising uncertainty. However, the empirical research papers have demonstrated contrasting opinions associated with the relationship between customer satisfaction and digital transformation. Urquhart et al. (2022) have indicated that when the advanced logistics tools and digital ordering system improve delivery convenience, the satisfaction of consumers relies on operational potential. The research associated with online grocery in the UK indicates last-mile delivery challenges like capacity shortage and limited delivery slots. It indicates that the digital tools alone are inadequate to guarantee the satisfaction of the customers without the effective potential of the organisational operations. 
On the contrary, the research of Hassel and Sieker (2022) outlines the platform-based model of logistics of Amazon. It indicates how extensive digitalisation has improved customer communication, service responsiveness and speed of delivery through data-driven decision-making and algorithm-driven coordination. However, the researchers critically argued that the operational enhancements have mostly been accomplished through increased workload and intense monitoring of the workforce, which raises concerns associated with the long-term sustainability of the digital logistics. The contrasting outcomes demonstrate that when the digital tools improve convenience and quality of services, workforce management becomes a significant determinant of customer satisfaction. 
The insights obtained from both the research papers showcase relevance to DPD UK, whose life parcel tracking, delivery diversion, one-hour delivery window, and save place options are intended to enhance the reliability of the delivery service. It also improves communication and convenience for the customers to a greater extent. However, consistent with the previous research papers, the efficiency of the digital innovations relies on maintaining high-quality consumer services and operational efficiency of the businesses. The recent research indicates that customer satisfaction is extensively impacted by transparency in communication, trust of the customers, reliability regarding delivery and quality of services (Alshurideh et al., 2022). Consistent performance in offering last-mile delivery services, proactive communication and accurate information regarding tracking enhances the perception of the consumers regarding the quality of logistics services. The dimensions are extensible and relevant in the context of DPD UK because the integration of digital tools influences consumer experience throughout the process of delivery. 
[bookmark: _Toc235371313]2.5 Technology acceptance model
Davis developed the Technology Acceptance Model (TAM) in 1989, which proposes that user acceptance of the new digital tools is determined by two major factors. Perceived ease of use and perceived usefulness are the factors which influence the usage of digital tools and the intention of the users. In the logistics system, the theory offered a deeper understanding of the approach of consumers and employees to adopting AI-driven technology, which improves the quality of services and operational efficiency. According to the researchers Gu et al. (2025), the applied concepts of digital tool Adoption in autonomous vehicles argue that digital tool adoption extends beyond perceived usefulness to encompass social sustainability, workforce adaptation and organisational readiness. As per the Delphi study, when autonomous digital tools enhance the efficiency of logistics along with reducing operational cost, successful implementation relies on the willingness of the workers to coordinate and trust the systems driven by AI. This is why the traditional framework of TAM outlines human and organisational factors which influence the actual use of digital tools.
On the contrary, the significant focus of Kim et al. (2025) can be observed on the acceptance of customers regarding the drone delivery facilities, mostly prevalent in China. It showcases the integration of trust transfer theory, innovation diffusion theory and the model of technology acceptance. The outcomes demonstrate that perceived ease of use and perceived usefulness influence the behavioural intention of the customers of the AI-driven delivery facilities. However, trust strengthens the relationship to a greater extent by demonstrating the influence of the behavioural intention of the customers on the use of AI-driven services. When Gu et al. (2025) prioritise acceptance of the workers in the logistics infrastructure, Kim et al. (2025) focus on the perception of the customers, demonstrating that digital benefits are inadequate unless the users have confidence in the safety and reliability of the AI-driven facilities. Though both research papers outline the significance of technology acceptance for ensuring effective digital transformation, differences are prevalent in their theoretical emphasis and primary stakeholders. The organisational perspective has been taken into account by Gu et al. (2025), whereas the research of Kim et al. (2025) primarily examines the trust and adoption of customers as the major determinants of acceptance of the digital tools. The research papers indicate that AI-driven logistics companies like DPD UK should focus on promoting acceptance of the digital tools among the customers and the employees. The user-friendly platforms, transparent communication and real-time tracking system enhance the sense of trust and use, along with promoting perceived usefulness. These factors eventually foster customer satisfaction and operational efficiency of businesses. 
Recent research for the demonstrate that customer satisfaction is extensively influenced by the quality of services and transparency in communication. The trust of the consumers and the reliability of the delivery services also influence the satisfaction of the consumers significantly (Miao et al., 2022). Accurate data associated with tracking, consistent performance in last-mile delivery facilities and proactive communication enhance the perception of customers associated with the quality of logistics services. The relevance of the dimensions to DPD UK is significantly high, where the experience of the consumers is influenced by the digital tools in the delivery procedure. 
[bookmark: _Toc235371314]2.6 Socio-technical systems theory
The theory of social technical systems provides significant insight into the role of organisational processes, people and technology in influencing organisations’ performance.  The research of Isaksson et al. (2023) indicates that engineering systems must be designed as an integrated infrastructure of socio-technology where the digital solutions should be interactive with human resources for making decisions. The design of the system indicates that the significance of considering interdependence among stakeholders, workflow and technologies helps businesses to accomplish sustainable performance. On the contrary, the research of Li et al. (2020) extensively focuses on digital innovation by integrating the capabilities of employees and the service process for the customers. 
The literature collectively mentions the significance of balancing social and technical dimensions. When the research of Isaksson et al. (2023) considered a wider perspective of engineering, Li et al. (2020) focused on the aspects of value co-creation, operational flexibility and service qualities. The theory offers a significant conceptual framework but provides limited understanding regarding the practicality of measuring the relative contribution of human factors and technological aspects. Moreover, the complication of socio-technical interaction makes the process of applying empirical evidence challenging in an evolving digital scenario. However, the appropriateness of the theory is high as AI-driven logistics of DPD UK depends on the effective integration of advanced digital tools, operational processes, and decision-making of the employees for enhancing customer satisfaction.  
[bookmark: _Toc235371315]2.7 Research gap
Though the existing evidence indicates that AI-driven logistics and digital transformation make a notable contribution to enhancing the operational efficiency of businesses, the literature mostly focuses on the context of the supply chain and general logistics. A lack of focus on the parcel delivery industry of the UK has been found to be a severe gap in the literature. Moreover, the previous papers investigate either customer satisfaction or operational efficiency independently, which limits understanding of the relationship between these aspects. The lack of empirical evidence analysing the influence of AI-driven digital transformation on customer experience and performance at DPD UK is the primary gap in the research. Hence, the research addresses this gap by exploring the influence of AI-driven logistics infrastructure and digital transformation on the performance of DPD UK and the experience of customers. 
[bookmark: _Toc235371316]2.8 Chapter summary
The chapter has performed a critical review of the literature on operational efficiency, customer satisfaction, Artificial Intelligence and digital transformation. The primary focus of all the literature is on the logistics industry of the UK, which highlights the relevance of the articles reviewed throughout the chapter. The socio-technical system and technology acceptance model theories are specifically analysed in this case, which will be applied later in the findings and discussion chapter. The chapter has provided empirical evidence along with an outline of the gap in the existing research. In this way, the chapter has successfully established a strong theoretical foundation for analysing the role of digital transformation and AI-driven logistics at DPD UK. 
[bookmark: _Toc235371317]
CHAPTER 3: RESEARCH METHODOLOGY
[bookmark: _Toc235371318]3.1 Introduction
According to the researchers Bryman and Bell (2011), the systematic literature review (SLR) is taken into account as it is the most appropriate alternative in this context. Supporting the statement, Sauer and Seuring (2023) have demonstrated that the comprehensiveness of this method of review is higher than that of the primary research approach. SLR is efficient in generating reproducible and transparent information by analysing the published empirical evidence. It also minimises selection bias, which is a notable contribution of the research method. The chapter evaluates the approach and philosophy of the study, along with presenting the keywords used for collecting relevant data.
Given the exploratory nature of this study and the focus on understanding existing knowledge and industry practices, a secondary research approach has been adopted. This approach enables the study to critically examine and synthesise evidence from a wide range of academic literature, industry reports, government publications and organisational documents.
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[bookmark: _Toc235371319]3.2 Research philosophy
This dissertation adopts a pragmatic research philosophy, as the study seeks to synthesise both qualitative and quantitative evidence to address practical organisational questions regarding AI implementation within logistics. Pragmatism recognises that different forms of evidence can contribute to understanding complex business phenomena and therefore provides flexibility when integrating diverse empirical findings (Heinonen and Strandvik, 2022).
Alternative philosophical positions were considered. Positivism supports objective measurement and hypothesis testing, but was considered less appropriate because this research does not generate primary statistical data. Interpretivism emphasises subjective experiences and individual meanings; however, the study aims to evaluate published empirical evidence systematically rather than explore participants' lived experiences (Pervin and Mokhtar, 2022). Consequently, pragmatism was considered the most suitable philosophical position because it accommodates multiple forms of evidence within a single review.
The pragmatic philosophy also informed the subsequent thematic synthesis, allowing qualitative interpretations and quantitative findings to be integrated when identifying recurring themes related to operational efficiency, customer satisfaction and AI adoption in logistics organisations.
[bookmark: _Toc235371320]3.3 Research design
As per the research of Proudfoot (2023), the inductive approach of research is taken into account as it helps in outlining themes from the reviewed articles. Similar findings are generated by Creswell and Creswell (2017), who indicate that the inductive approach is more appropriate when the themes are not predetermined. Rather than testing hypotheses, this approach helps in conducting a review of the recurring pattern by analysing published articles on customer experience, digital transformation, implementation issues and operational performance.
While following SLR, the inductive approach has helped in performing thematic analysis by considering evidence from different resources. As per the research of Thompson (2022), the approaches are efficient in synthesising, interpreting and comparing a wide range of analytical details. It is efficient and appropriate in this context, as in outline consistent pattern and existing knowledge derived from literature, rather than casually determining relationships through the collection of primary data. 
[bookmark: _Toc235371321]3.4 Research approach
The research follows the PRISMA framework while considering the SLR method for performing the study. It increases transparency by outlining inclusion, eligibility, screening and identification. As it is highly efficient in reducing selection bias, the alternative approaches were ignored for performing the study. According to the research of Sukhera (2022), narrative reviews mostly depend on a flexible process that increases the subjectivity of the researchers. However, the scoping review focuses on wider evidence by prioritising critical appraisal. The reason behind considering SLR is its efficiency in assessing quality, following significant criteria of eligibility and contributing to developing a structured strategy of search. Despite relying on high-quality evidence, the limitations are addressed through critical appraisal and predefined criteria of inclusion. 
[bookmark: _Toc235371322]3.5 Search Strategy
A structured search strategy was developed before the review to improve consistency and minimise selection bias. Searches focused on six concepts: digital transformation, artificial intelligence (AI), logistics, operational efficiency, customer satisfaction and parcel delivery. Boolean operators (AND/OR), phrase searching and truncation were used to maximise relevant studies while reducing irrelevant results. Synonymous terms ("AI", "artificial intelligence" and "digital transformation") improved search sensitivity and precision. The review included studies published between 2018 and 2026 to capture recent advances in AI-enabled logistics and e-commerce. Representative search strings included: "Digital transformation" AND logistics AND operational efficiency, and "Artificial intelligence" AND route optimisation. Key databases were Web of Science, ScienceDirect, and Emerald Insight, selected for their strong coverage of logistics, operations and management research. Google Scholar was used as a supplementary source for citation tracking and identifying additional peer-reviewed studies, ensuring a comprehensive evidence base (Haddaway et al., 2022).
[bookmark: _Toc235371323]3.6 Inclusion/Exclusion Criteria
According to the PRISMA guidelines 2020, the criteria for inclusion and exclusion are taken into account (Page et al., 2021) for performing the research on how digital transformation influences customer satisfaction and operational efficiency in DPD UK. The systematic review of literature indicates the consideration of several peer-reviewed articles which were published between 2018 and 2026 in English. The literature was taken into consideration because an independent review of the academic articles enhances the reliability and credibility of the research methods. Consideration of an appropriate publication period has helped in this case (Nii Laryeafio and Ogbewe, 2023), as it provides an opportunity to obtain an updated understanding regarding logistics automation, predictive analytics and advancement of AI. However, theoretical frameworks like the socio-technical system and the technology acceptance model have been taken into account because they offer a conceptual foundation to the study. It is also ensured that all the research papers are established based on customer satisfaction, operational efficiency, logistics automation, digital transformation and adoption of AI. In this way, the inclusion criteria ensure a significant alignment with the research objectives. 
[bookmark: _Toc235371324]On the contrary, the exclusion criteria consist of unpublished working papers, editorials, magazine articles, dissertations, and conference papers. The main reason behind excluding these papers is that their respective review processes and methods are less consistent compared to the peer-reviewed articles. The articles published before 2018 are also excluded as they hardly contain updated information regarding the digital development (Fernández et al., 2023). Research associated with unrelated industries has also been considered in the explosion criteria because a focus on logistics operations is crucial for deriving relevant outcomes from the research on DPD UK. 
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Figure 2: PRISMA Framework
(Source: Page et al., 2021)


While searching the databases, a wide range of records was screened based on the eligibility criteria. Before screening the abstracts and titles of the papers, the duplicate records were removed (Grana Possamai et al., 2025). This action is followed by the full text analysis of the remaining articles, which has helped in maintaining the credibility of the collected data. After screening the abstract and the title, it has been found that several publications have outlined digital transformation without focusing on the operational result and AI-driven logistics infrastructure. The full-text analysis has indicated that the explored papers do not have a conceptual base or methodological robustness. According to the PRISMA framework, the process of selection improves confidence, reproducibility and transparency (Page et al., 2021). In this way, it is ensured that the outcome is derived by analysing high-quality research papers which can successfully address the research questions. 
[bookmark: _Toc235371325]3.8 Quality analysis
The quality of the research papers is verified before considering them while performing the study. The articles with wider interpretative scope are taken into account by checking if they are peer-reviewed (Zhang et al., 2024). Such articles integrate a robust quantitative, qualitative or mixed approach in the study, which is more efficient in delivering stronger evidence. The performance of logistics and the implementation of AI are the primary areas that are the main focus for the study. Maintaining concentration in these areas has ensured that the context of the research is taken into account while collecting each of the articles. However, a wide range of conceptual papers are used for theoretical understanding, but different lower-quality articles are used cautiously throughout the study. Critical appraisal improves the creativity of the systematic literature review by mentioning that conclusions are informed by extensive evidence. 
[bookmark: _Toc235371326]3.9 Data analysis
Thematic analysis technique is used for executing the data analysis. As the research intends to identify patterns, relationships, and recurring concepts from the collected data, the thematic analysis is more appropriate than the content analysis technique. The evaluation progressed through the six distinct stages, such as familiarising with the concepts, executing coding, grouping the force, looking for themes, reviewing them and defining the themes (Rahman et al., 2024). The primary focus in this process was on customer satisfaction, AI adoption, implementation issues, digital transformation and operational efficiency.  
[bookmark: _Toc235371327]3.10 Validity and reliability
Consideration of predefined strings for executing the search is a significant component of the research method, which indicates reliability efficiently. In addition, significant application of the review protocol, a structured process of screening and eligibility criteria, ensured the reliability as well (Peters et al., 2022). Synthesising the evidence from different peer-reviewed articles indicates the validity of the research. The process represents diverse geographical and organisational contexts, which eventually reduces the reliance on individual results. Collectively, the methodological decisions improve transferability and trustworthiness associated with the conclusion of the review. 
[bookmark: _Toc235371328]3.11 Ethical Considerations
Though the research was executed by considering secondary sources and did not need any significant ethical approval, integrity is maintained throughout the process of review (Núñez‐Núñez et al., 2023). The original findings of the authors are accurately presented, and the sources are acknowledged using the Harvard referencing style. The practices not only ensured Publication ethics but also helped in the responsible interpretation of the evidence and academic integrity while reducing bias of researchers. 
[bookmark: _Toc235371329]3.12 Chapter Summary
The methodology chapter provides significant understanding regarding the systematic process of review. It has introduced an effective framework synthesising, recognising and analysing evidence on digital transformation and AI-driven logistics. It is a combination of thematic synthesis, critical appraisal of quality, effective screening process and eligibility criteria. In this way, the chapter has ensured that the considered evidence for review is efficient, reliable and credible for addressing the aim of the study associated with customer satisfaction and operational efficiency of DPD UK. 


[bookmark: _Toc235371330]CHAPTER 4: FINDINGS AND DISCUSSIONS
[bookmark: _Toc235371331]4.1 Chapter introduction
The chapter derives the findings and performs a critical discussion of the literature reviewed and the findings generated from the study. The outcomes demonstrator throughout the chapter emerged from a thematic synthesis of the literature. It also utilises theoretical frameworks and demonstrates how the study accomplishes the research objectives efficiently. The discussion analysis insights associated with logistics powered by AI, contradictions and agreements which collectively demonstrate the DPD UK’s digital transformation. The chapter highlights the impact of such transformation on the business’s strategic decisions, consumer satisfaction and operational efficiency. 
[bookmark: _Toc235371332]4.2 Findings
[bookmark: _Toc235371333]4.2.1 Theme 1: Implementation of AI in the logistics operations of DPD UK
The literature review indicates that AI has evolved from a tool for operational automation to a strategic potential that improves the performance of logistics by enhancing the visibility of information. On the contrary, the extent of the advantages relies on the maturity of the company, workforce potential and digital integration rather than the technological investment. It demonstrates that the competitive advantages of DPD UK are shaped by its potential to integrate AI into the wider process of the supply chain and organisation. 
According to the research of Figura et al. (2025), AI improve the performance of organisations through automated workflows, data-driven decisions and predictive analytics. Similar findings are generated by the research of Aiki et al. (2025), which indicates that intelligent fleet management is a significant digital tool that helps in promoting the operational performance of the organisation. When Aiki et al. (2025) established a significant connection between the operational efficiency of the organisation and AI, Figura et al. (2025) focused on democratic AI as a strategic potential that transforms the competitiveness and business model. Collectively, the research papers have indicated that AI must be analysed considering immediate enhancements in the delivery services. Along with it, the contribution of AI to sustained competitive advantage and organisational adaptability must be taken into account. 
However, the literature indicates conflicting evidence associated with the implementation of AI. When the viewpoints of Aiki et al. (2025) outline data management and the capability of the employees as determinants for the success of implementation, Pons-Vignon (2025) argues that the technology limits the expected gains in efficiency. The research of Pons-Vignon (2025) further elaborates that AI leads to employee resistance, workload intensity and increased performance monitoring in the logistics, which can create challenges. The contrasting outcomes indicate that digital investment alone is inadequate to guarantee the success of the organisation. 
[bookmark: _Toc235371334]4.2.2 Theme 2: Influence of AI-enabled logistics on operational efficiency
The literature reviewed for the theme outlines that AI have the capacity to enhance the overall performance of the logistics. However, benefits from operations rely on the effectiveness of the implementation process rather than the adoption of digital tools. The overall outcomes address the second objective of the research by indicating that AI can ensure a competitive advantage when it is accompanied by the capability of the companies. The application of the technology acceptance model indicates that companies can realise that AI is beneficial when technology is perceived as useful by the employees. Nevertheless, the implementation issues indicate a lower rate of acceptance among the operational staff members. 
The research of Delfani et al. (2022) indicates that AI-driven models of Optimisation improve the reliability of supply chain frameworks by balancing service quality, operational cost and time of delivery. A strong focus on pharmaceutical supply chains is the limitation of the literature, which might not be transferable for analysing the parcel delivery networks. The drawback is addressed by the article of Balaska et al. (2022), which indicates that autonomous technology of last mild delivedi in hands the capacity of delivery while reducing dependency on labour and enhancing the precision of the route. However, this literature argue that digital immaturity, limitations of the infrastructure and legislative uncertainty create barriers in the accomplishment of success of the implementation process. Similar arguments are presented by Attenni et al. (2023), who indicate that airspace legislation, battery issues and computational difficulties are challenges which limit the wider deployment of AI-driven logistics. 
Apart from the digital limitations, literature indicates that organisational issues like inadequate training for employees and fragmented data create challenges in embedding AI in the logistics infrastructure. The outcomes reinforce the technological acceptance model by demonstrating that successful adoption of AI depends on employee acceptance and implementation potential, along with the sophistication of digital tools. 
[bookmark: _Toc235371335]4.2.3 Theme 3: Digital transformation’s impact on consumer satisfaction
The evidence reviewed outlines that digital transformation enhances customer satisfaction through delivery reliability, communication and more transparency. On the contrary, customer satisfaction is regarded as a multi-dimensional concept, and various literature measures the aspect differently. Some of the researchers emphasise punctuality and reliability of the delivery, while others prioritise customer trust, service transparency and communication quality. The difference in the concepts partially analyses variation in the reported outcomes and outlines that the digital tools impact customer experience’s dimensions. 
According to the argument of Emiliana and Efawati (2025), accurate updates regarding delivery, proactive measures of communication, and a real-time tracking system reduce the uncertainty for customers while strengthening their trust. It outlines transparency as a significant driver which ensure satisfaction. Similar outcomes are generated by the research of Jain et al. (2020), which indicates that blockchain improves the confidence of the customers and their accountability by enhancing transparency in the supply chain operations. Nagy (2024) presents the argumentents out lining that customer satisfaction depends more on the integration of quality assurance infrastructure rather than the digital tools. It indicates that operational reliability is one of the most significant determinants that reflect a positive experience of the customers. The collective findings of the articles outline that digital transformation improves satisfaction when the technologies are supported by consistent performance of the services. 
However, the evidence presented certain limitations in this context as well. The article by Emiliana and Efawati (2025) demonstrated limited attention to the operational challenges, whereas Jain et al. (2020) acknowledged that the readiness of the organisations and complexity in the implementation process restrict the practical advantages of the emerging tools. In addition, higher reliance on decision-making driven by AI can reduce customer satisfaction because the automated system limits individualised problem resolution when a disruption in delivery takes place. For this reason, human intervention is extremely essential because the combination of human effort with digital tools can improve efficiency. 
[bookmark: _Toc235371336]4.2.4 Theme 4: Operational and organisational concerns
Implementation issues are another important determinant that ensures the success of AI integration. The sustainable benefits vary based on the capability of the organisations to embed AI in their governance, the potential of the workforce and operational processes. According to the research of Brunila et al. (2021), digitalisation projects often fail because of the resistance of the organisations, weak coordination among the management and fragmented information infrastructure. The resistance of the workers is a major behavioural obstacle which delay the process of digital transformation, along with limiting organisational learning and reducing the use of digital tools. In this way, the behavioural constraints increase the implementation expenses of the business, which creates a financial burden on the organisation. Therefore, the preparedness of the organisation is a strategic potential which makes a substantial contribution to the success of the businesses.
The argument presented by Sobb et al. (2020) outlines that cybersecurity is a critical factor that influences the success of the digital transformation process. Though the research of Brezavšček and Baggia (2025) emphasises diverse dimensions, it has indicated cyber threats as a notable concern as well. According to the argument of Sobb et al. (2020), rising connectivity in supply chain 4.0 ensures exposure of the organisations to internet of things vulnerability, database and ransomware. The research papers thereby indicate that the operational efficiency of the digital transformation has a significant connection with cyber risk. However, this literature by Brezavšček and Baggia (2025) also indicated that long-term resilience mostly relies on the maturity of cybersecurity, such as employee awareness, adapted assessment of risk factors and governance. Collectively, the research papers outline that cyber resilience is a capability of organisations which is beyond a technical function. 
[bookmark: _Toc235371337]4.2.5 Theme 5: Strategic impact on DPD UK
The evidence demonstrates that the value of transformation in the digital infrastructure is beyond the automation of organisational operations. In this context, businesses have to maintain alignment of value creation for the customers with the potential of the business’s digital tools. Though AI improve responsiveness along with enhancing the efficiency of delivery services, the sustainable competitive advantage relies on integrating a wider business strategy with the digital tools. According to the research of Hongsakul et al. (2025), digital transformation generated value by embedding emerging tools in the logistics facilities rather than by enhancing the individual processes. The research outcomes indicate that Internet of Things, big data analytics and AI create more benefits when they are utilised as an interconnected infrastructure, fostering decision-making in the logistics network. In the context of DPD UK, route Optimisation driven by AI, an automated sorting system and real-time tracking offer more value when they are integrator in the digital ecosystem of the company. 
Similarly, the research of Oncioiu et al. (2025) outlines that the potential of the organisations can be regarded as a significant determinant that ensures effective digital transformation. The model of structural equation exhibits that the outcomes are extensively influenced by organisational adaptability, the potential of the workforce and the commitment of the leaders. In the organisational context of DPD, expansion of AI infrastructure without a substantial system of Change management and workforce potential can reduce the return on invested capital in the long run. Contradicting the findings, Asa et al. (2026) mentioned that digital transformation enhances the performance of organisations only when the tools are aligned with the requirements of the customers and the strategic goals. Though the primary focus of the study is on small and medium enterprises, the research indicates the universal significance of organisational learning, consistent development of capability and strategic alignment. DPD UK must focus on analysing AI measures with the help of several service outcomes like customer satisfaction, resilience in operations and reliability of delivery facilities. The collective findings of the three studies indicate that AI contribute to the organisations’ competitive advantage when there is a consistent evolution of customer value and digital innovation. 
[bookmark: _Toc235371338]4.3 Discussion
[bookmark: _Toc235371339]4.3.1 Implementation of AI (Objective 1)
The outcomes of the study reflected that the implementation of AI is a strategic enabler for DPD UK, which is beyond the simplistic operational digital tool for the business. According to the analysis of Figura et al. (2025), AI generate value for organisations by improving the transformation of business models and the decision-making process. It further extends the existing empirical evidence by indicating that the benefits rely on integration of the organisation rather than its digital potential. Aiki et al. (2025) have presented similar results and indicated that the automation of the workflow and fleet management powered by AI has a significant connection with the improved performance of the organisation’s logistics. It further ensures that the quality of Information and the capability of the workforce ensure the success of the implementation process. Nevertheless, Pons-Vignon (2025) has challenged these outcomes by arguing that labour pressure in the organisation gets intensified through the complicated algorithmic management. It further suggests that the implementation of AI must be analysed through the socio-technical lens, where the balance between the readiness of the workers and digital innovation introduces a sustainable competitive advantage. 
[bookmark: _Toc235371340]4.3.2 Operational effectiveness (Objective 2)
According to the findings, logistics driven by AI enhances the operational potential of the organisations. However, the context of the literature indicates that the relationship between operational efficiency and AI-driven logistics is conditional. As per the collective outcomes in Raizonville (2024) and Aiki et al. (2025), intelligent fleet management, automated processes of sorting and optimisation of the routes improve utilisation of resources and the accuracy of delivery services. It is quite effective in supporting the goals of DPD UK because it can help the business enhance the performance of its delivery services. However, the argument presented by Rai et al. (2018) outlines that technology struggles to guarantee efficiency because the operational effectiveness varies based on the process integration and employees’ capabilities. It challenges the empirical evidence to some extent, which considers digital transformation as a beneficial investment for businesses. The perspective of socio-technical system outlines that appropriate alignment in organisational processes, employees and the digital tools improves the efficiency of the organisation. Similarly, the concept of the Technology Acceptance Model is extended by the finding, as it shows that acceptance of the employees indirectly influences operational results through effective utilisation of the system. Hence, the sustainable effectiveness must be considered as a potential of the organisations rather than a technological accomplishment.
[bookmark: _Toc235371341]4.3.3 Satisfaction of the customers (Objective 3)
The research outcomes indicate that logistics driven by AI can enhance customer satisfaction by improving reliability, responsiveness and transparency in the delivery services. The findings are supported by the arguments of Hassel and Sieker (2022), which indicate that the digital platforms are efficient in improving service responsiveness and communication with the customers. The study for the substantial the conclusion of the literature review by demonstrating that flexibility in the delivery services and real-time tracking system improve the perceived quality of services, which shows alignment with the technology acceptance model. Nevertheless, the outcomes constraint digitalization related assumptions, which are about the direct relation should between digital integration and improvement in consumers’ experience. The research finding thereby shows consistency with the literature of Urquhart et al. (2022), which indicates the contingency of customer satisfaction on the operational potential of the businesses. It indicates that the digital advantages gradually diminish due to the occurrence of delivery failure or last-mile disruption. As the findings indicate that perceived usefulness affects the acceptance of digital tools, the reinforcement of the Technology Acceptance Model becomes evident in this context. However, the theory has extended the discussion by outlining that usefulness relies on the reliable delivery of services. Hence, the competitive advantage of DPD UK depends more on the introduction of additional features powered by AI than on balancing the operational implementation and technological innovation. 
[bookmark: _Toc235371342]4.3.4 Organisational and operational issues (Objective 4)
The research outcomes indicate that the implementation of AI in the concerned organisation, DPD UK, generates operational benefits. However, along with offering advantages, it substantially introduces barriers which can hinder the longitudinal performance potential of the organisation. The research by Aiki (2025) presented substantial arguments regarding the dependence of AI’s efficiency on the readiness of businesses and the capability of the workforce. The literature review has also demonstrated that adaptation of employees and process redesign are needed for substantial digital transformation. Nevertheless, the outcomes of Pons-Vignon (2025) further highlighted the argument that the pressure on the employees and algorithmic control might be intensified by the logistics powered by AI. It can also be regarded as the extended discussion of the research by Shahbazi et al. (2026), which indicates a significant connection between the adoption of digital tools and ethical risk factors and organisational changes. Therefore, the evidence collectively indicates that the operational performance relies on balancing human-focused management of organisational changes and the digital potential of the business. The overall outcome shows alignment with the theory of socio-technical systems, which contends that the emergence of sustainable performance of organisations is driven by appropriate integration of organisational processes, workforce and digital tools. 
[bookmark: _Toc235371343]4.3.5 Action plan and strategic impact (Objective 5)
According to the research outcomes, the comparative advantage of DPD UK mostly relies on the strategic alignment of service performance, the organisation’s potential and technology. It strongly supports the argument of Aiki et al. (2025) and indicates that the operational accomplishments vary based on the quality of data and readiness of the workforce. However, the finding is contradicted by the argument of Rai et al. (2018), as it indicates that the adaptability of the businesses is a prerequisite for ensuring effective digital transformation. The evidence also demonstrates that the digital-focused strategies are inadequate when applied alone. As per the research of Pons-Vignon (2025), enhancement in productivity is ensured through effective control of the algorithm, which can eventually undermine the engagement of the employees and can thereby trigger operational risks. Hence, DPD UK needs to maintain a balance in the action plan by combining performance indicators, transparent decisions driven by AI, robust Governance of data and rapid training for the employees. It can ensure the satisfaction of the customers while measuring the operational potential of the business. The integrated approach efficiently reflects the socio-technical aspect of digital transformation, demonstrating that innovation improves the sustainable quality of services while strengthening the resilience of the workplace. 
[bookmark: _Toc235371344]4.4 Practical impact
The research outcomes demonstrate that DPD UK should consider technology, AI, as a capability of the organisation rather than considering it as a particular digital investment. The priorities of the managers must extend beyond the acquisition of digital tools towards governing the data appropriately, managing change in the organisation and developing a skilled workforce. The practical implication is strongly supported by the findings of the study, which indicate that operational enhancement can struggle to sustain if it is not accompanied by the readiness of the employees. 
Customer satisfaction through the consideration of a balanced perspective of performance rather than strongly focusing on the speed of delivery. The realisation of digital tools promotes transparency through flexibility in the delivery process and the real-time tracking system. However, the sustained value of the consumers relies on the responsiveness of the workers, effective resolution of the problems and reliability of the services. Therefore, integrating the indicators for outlining the experience of customers is essential for DPD UK. The business can utilise diverse operational metrics for analysing the effectiveness of digital transformation measures.
Research outcomes indicate that decisions of strategic investment should integrate the longitudinal resilience of the organisation along with immediate improvement in efficiency. Over-reliance on a decision-making system driven by an algorithm should enhance productivity in the short run. However, it fosters the risk of implementation, resistance of the workforce and operational vulnerability as well. Consideration of a socio-technical approach ensures a balance between the potential of human resources and the digital tools, which can ensure the sustainable competitive advantage of the businesses in the long run. 
[bookmark: _Toc235371345]4.5 Theoretical impact
Research outcomes indicate that the standalone application of socio-technical system theory or the technology acceptance model is inadequate for analysing the implementation of AI at DPD UK. In the context of the Technology Acceptance Model, the evidence indicates that the adoption of AI driven Logistics is encouraged to by real time tracking, route optimisation, and elevated accuracy of delivery. These factors collectively indicate perceived usefulness, which is supported by Kim et al. (2025). Similar outcomes are derived by Gu et al. (2025), which has indicated that the acceptance of digital tools depends on consumers having trust in the digital infrastructure and navigating the operational value. Nevertheless, the research outcomes showcase that digital benefits are constrained when the potential of the workforce and the readiness of the organisations are inadequate. It thereby indicates that the technology acceptance model undermines the wider influence in the organisations.
However, the theory of socio-technical systems offers comprehensive insight into the interdependence among organisational processes, employees and the digital tools. The outcomes of the research support the findings of Isaksson et al. (2023), which mentioned that AI contribute to enhancing the operational efficiency of businesses when it is integrated with employee engagement and efficient change management. However, the theory fails to offer adequate guidance regarding the prioritisation of human resources and the digital tools in the process of implementation. Hence, the research argues that the combination of organisational focus by the socio-technical system theory and the behavioural aspect by the technology acceptance model offers a strong infrastructure that helps in understanding the logistics driven by AI. 
[bookmark: _Toc235371346]4.6 Chapter summary
The chapter has identified that AI-enabled logistics enhances the performance of the organisation’s operations while improving the experience of the customers. However, the potential of such logistics can be improved when they are compiled with strategic integration, employee engagement and readiness of the business. Establishing a connection between the theoretical frameworks, existing empirical evidence, and the research outcomes ensures the successful accomplishment of the research objectives. Along with determining the theoretical influence, the practical application of the study has also been identified in this chapter. 
  

[bookmark: _Toc235371347]CHAPTER 5: RECOMMENDATIONS, CONCLUSION AND LIMITATIONS OF THE RESEARCH  
[bookmark: _Toc235371348]5.1 Summary of research findings
The execution of the research demonstrates that digital transformation is a major driver of consumer satisfaction and operational performance of DPD UK. However, it has been indicated that the efficiency of such transformation depends on efficient integration. When the AI-driven digital tools enhance the accuracy of delivery, service responsiveness and utilisation of resources, the research outcomes indicate that the benefits are neither sustainable in the universal context nor automatic. However, the organisational readiness, change management and capacity of the workforce determine if digital investment can be translated into measurable enhancement of operations. 
The first objective of the research is to indicate that DPD UK has integrated AI in their different logistics functions for improving the effectiveness of decisions. The second objective outlines that digital transformation has a positive impact on promoting the operational efficiency of the company by enhancing the success of first-time delivery and reducing the overall time of delivery. Nevertheless, the evidence indicates that improvement in organisational efficiency becomes stagnant when companies struggle to integrate digital tools into their organisational processes. It indicates that digital transformation must be considered as a potential of the organisations rather than a standalone measure. 
In the context of consumer satisfaction, the research demonstrates that AI improve the quality of services through enhanced communication, appropriate tracking and delivery transparency. However, customer satisfaction depends on the implementation of the business as well as the digital functionality. Therefore, digital innovation generates consumer value when it is supported by consistent performance of the services. 
The research recognised implementation issues consisting of higher cost of investment, cyber threat, development of algorithmic decisions and resistance of the workforce. The research outcomes indicate that technology-driven strategies of implementation are inadequate because human and organisational factors shape the outcomes of digital transformation. The conclusion of the research reinforces the significance of the socio-technical system Framework when the model of Technology acceptance evaluates that customer and employee acceptance are important determinants of efficient adoption of AI.
The research makes a significant contribution towards addressing the literature gap by considering customer satisfaction and operational efficiency in the context of DPD UK. The evidence indicates that sustainable competitive advantage cannot be obtained by businesses if they make an investment only in AI integration. Rather, the successful establishment of strategic alignment between the delivery of customer-focused services, organisational potential and digital innovation is crucial. Hence, the future competitiveness of DPD UK will depend on the balance in the engagement of the workforce with digital advancement. Balancing operational resilience is also crucial, as it helps in accomplishing long-term success in digital transformation. 
[bookmark: _Toc235371349]5.2 Limitations
The systematic literature review followed in this case has certain limitations which must be acknowledged to ensure appropriate interpretation of the research findings. The reliance of the research on secondary information might have created a barrier to analysing the internal operations of DPD UK. Therefore, the conclusion of the study indicates the pattern recognised in the existing empirical evidence rather than the organisational context. It prevents the establishment of a causal connection among the variables. 
The research papers have provided transferable data, but differences in digital maturity, strategic decisions and the structure of the organisation indicate a lack of generalisability of the research findings. It indicates the consistent gap in the empirical evidence which has been found by reviewing a wide range of peer-reviewed articles. 
In addition, the review is restricted to the research papers published in English only, which created accessibility barriers while executing the study. One of these criteria for inclusion of the articles in this research was peer review, which is why several industrial practices and global evidence published in the grey literature were ignored while performing the research. Despite strengthening the reliability of the research method, the decision minimised diversity in the considered perspective to a greater extent. 
Significant analysis of the AI-driven tools indicates that the present evidence might be outdated because of the robust advancement of the digital tools. Therefore, the interpretation of the research outcomes should be performed by reflecting the current situation of AI adoption. Research in the future must be conducted considering the customers and employees of DPD UK. The managerial professionals should also be taken into consideration for ensuring effective context.
[bookmark: _Toc235371350]5.3 Recommendations for the organisation
The primary recommendation generated through the systematic review is that DPD UK should ensure strategic integration rather than expanding the use of digital tools driven by AI. Though operational coordination, parcel tracking and route optimisation are embraced by AI, the evidence demonstrates that digital investment is inadequate for gaining a competitive advantage. Therefore, adopting the socio-technical strategies of implementation must be taken into account, as it can help DPD UK integrate the development of the workforce and the deployment of AI. It can consistently evaluate performance and manage organisational changes as well. The sustainability of the approach is high, but it can increase the overall cost of implementation while failing to make a significant contribution to addressing the operational barriers. 
Moreover, the company should focus on improving the capability of the workers by implementing a rapid training program for the employees. The findings indicate that the readiness of the workforce is a major factor in the context of digital transformation. Making an investment in digital potential can minimise the resistance of the employees to the digital shift while enhancing coordination between the intelligent infrastructure and workers. In this way, the recommended action supports the quality of services and operational efficiency of the businesses. 
Establishment of AI governance infrastructure is essential for DPD UK as it can help the business to monitor ethical decisions, cybersecurity threats and accuracy of the algorithms. AI influence the operational decisions of businesses, which is why auditing the algorithm at regular intervals can be beneficial for businesses to improve the trust of the customers, reduce bias and promote transparency. The recommended action is essential as customer satisfaction varies based on the speed of delivery. In addition, fairness and reliability related confidence of the organisation in their digital facilities also influences the satisfaction of the consumers. 
Adapting a balanced system of measuring performance is another notable recommendation for the business. It must include operational indicators which can determine the well-being of the employees and the satisfaction of consumers. Success in first-time delivery and the time of delivery can be regarded as notable, as they significantly measure the performance of the business. Considering different dimensions while measuring performance can make the management recognise unprecedented consequences appreciated with automation. In this process, the business should ensure that enhancements in productivity do not undermine the quality of services in the long run and the engagement of the employees. This is a remarkable balanced approach which can enhance competitive advantage and resilience of DPD UK by strengthening its position in the wider market of parcel delivery.
[bookmark: _Toc235371351]

5.4 Future research
The research indicates that logistics driven by AI leads to customer satisfaction, along with improving the operational efficiency of the businesses. However, the outcomes further indicate that there are significant areas that need more investigation in the future. While executing studies in the future, the research should move beyond secondary evidence through the consideration of primary sources. It can provide empirical evidence regarding the perception of customers, managers and employees of DPD UK. The evidence can collectively indicate how the adoption of AI influences user acceptance and operational performance of the business. The research should offered brother evidence associated with the interaction between human factors and digital potential. It can hardly be explored through the sole reliance on secondary sources and the execution of a systematic review. The comparative literature associated with Amazon Logistics and Royal Mail would have provided wider insight into the potential of DPT UK. It could have indicated whether the implementation of AI is enabling the business to gain a competitive advantage in the wider industry. In addition, longitudinal research must evaluate the long-term influence of AI on customer loyalty, organisational resilience and the well-being of the employees, along with the evolution of the digital tools. The future research papers must investigate emerging digital tools like digital twins, autonomous vehicles for delivery and generative AI. It can analyse the contribution of the AI-driven technologies to the transformation of the logistics infrastructure of DPD UK. 
[bookmark: _Toc235371352]
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