
ECONOMICS OF ENTERPRISEECONOMICS OF ENTERPRISE

292292

ORIGINAL SCIENTIFIC PAPER 
UDK: 005.591.6:005.932.4/.6

658:004.896
DOI: 10.5937/EKOPRE2406292B 

Date of Receipt: May 14, 2024

Sažetak
Ovaj rad analizira transformacionu ulogu veštačke inteligencije u logistici 
u kontekstu Logistike 4.0. Spektar tehnologija veštačke inteligencije 
jača i operativnu efikasnost i smanjuje ukupne troškove. Integracija 
tehnologija kao što su mašinsko učenje, prediktivna analitika i robotika 
donosi novu revoluciju u logistički proces. Takođe, bicé razrađene studije 
slučaja kako bi se objasnilo kako vodecá logistička kompanija, kao što 
je DHL, primenjuje nove tehnologije, kao što je veštačka inteligencija, 
da optimizuje rute isporuke, pracénje u realnom vremenu i upravljanje 
zalihama, istovremeno donosec ́i veliko poboljšanje u interakciji sa klijentima. 
Dalje, raspravlja se o brojnim izazovima i mogućnostima vezanim za 
integraciju AI, predstavljajući tako pregled njenog uticaja na modernu 
logistiku i buduće trendove. Posebna pažnja posvećena je tome kako 
ove tehnologije mogu revolucionirati upravljanje lancem snabdevanja. 
Veštačka inteligencija pokreće inovacije i postavlja nove standarde za 
efikasnost i efektivnost u logističkim operacijama. Ovaj rad pruža dalju 
analizu naglašavajući načine na koje veštačka inteligencija može učiniti 
prakse održivijima, a međunarodne lance snabdevanja otpornijim na 
eksterne šokove, te stoga biti kamen temeljac svake buduće logističke 
strategije. Rad završava isticanjem strateškog značaja usvajanja ovih 
tehnologija u očuvanju konkurentnosti na tržištu.

Ključne reči: veštačka inteligencija (VI), Logistika 4.0, DHL, 
optimizacija ruta, prediktivna analitika, upravljanje lancima 
snabdevanja 

Abstract
This paper analyzes the transformational role of AI in logistics within the 
context of Logistics 4.0. Spectrum of artificial intelligence technologies 
reinforces both operational efficiencies and reduces overall cost. 
The integration of technologies such as machine learning, predictive 
analytics, and robotics brings a new revolution to the logistics process. 
Also, case studies will be elaborated on in order to explain how a leading 
logistics company, as DHL, applies new technologies, such as artificial 
intelligence, to optimize delivery routes, real-time tracking, and inventory 
management while bringing great improvement in customer interaction. 
It further discusses a number of challenges and opportunities linked 
to the integration of AI, thus trying to present a wide overview of its 
influence on modern logistics and future trends. Special attention is paid 
to how these technologies can revolutionize supply chain management. 
Artificial intelligence is driving innovation and setting new standards for 
efficiency and effectiveness in logistics operations. This paper provides 
further analysis highlighting the ways in which artificial intelligence can 
make practices more sustainable and international supply chains more 
resilient to external shocks, and therefore be a cornerstone of any future 
logistics strategy. The paper ends by underlining the strategic importance of 
adopting these technologies in preserving competitiveness on the market.

Keywords: Artificial intelligence (AI), Logistics 4.0, DHL, route 
optimization, predictive analytics, supply chain management
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Introduction

While the development of artificial intelligence took place, 
it revolutionized many industries, among which is logistics. 
Generally speaking, in today’s business environment logistics 
means not only transportation and storage of goods but also 
a wide range of actions and procedures which need to be 
made by immediate decisions and problem-solving in real 
time. AI can predict the outcome and optimize processes 
to become an incredibly powerful tool in transforming 
complex processes and their standardization. The models 
of AI, which learn from data, are much easier to adapt to 
the specific business needs of a company.

The industry is under increasing pressure in terms 
of speed, cost efficiency, and precision in managing the 
whole supply chain, drawing much attention to AI in 
logistics. The desire for speed by consumers in delivery and 
the efficiency of the operations of supply chains, having 
digitalized the purchasing process, propel companies 
forward. Machine learning technologies such as machine 
learning, predictive analytics, and robotics can effectively 
solve these problems by enabling intelligent logistics 
solutions that improve inventory forecasting accuracy, 
delivery route optimization, and product packaging process 
efficiency. Various studies show significant improvements 
in operational efficiency with the help of the application of 
various forms of artificial intelligence in logistics processes.

Artificial intelligence has emerged as one of the 
innovative forces driving national economies [9] and also 
the transformation of modern logistics. As discussed in 
the paper [26], AI has a key role in revolutionizing logistics 
practices. Several key advantages of the integration of 
artificial intelligence into the information system of 
companies are listed, such as the enrichment of data flows, 
easier monitoring and definition of sales prices in real 
time. Furthermore, AI-driven systems can streamline the 
process of contracting with clients. The ultimate effects 
of applying AI in logistics are huge and impactful. From 
procurement to customer relationship management (CRM), 
AI-driven solutions are reshaping traditional practices, 
optimizing operations and driving efficiencies across the 
supply chain.

In today’s dynamic business environment, the 
application of AI within logistics operations is set as a strategic 
imperative. The disruptive potential of this technology 
goes beyond traditional supply chain management. The 
dynamic nature of artificial intelligence enables agility 
and adaptation to various operational and strategic issues 
such as demand volatility and unpredictability, supply 
chain disruptions and changing consumer preferences.

Theoretical background

Artificial intelligence has become the reason for the 
revolution of many industries; among them, the leading 
position belongs to logistics. Logistics, in the modern 
business world, doesn’t mean just the transportation of 
goods and their storage but also includes many activities 
and processes requiring urgent decisions and solving 
various problems right on the spot. AI can predict outcomes 
and then optimize the processes. This potentially very 
powerful tool might be in the position to transform complex 
processes and standardize them. AI models can actually 
learn from data, and hence adapting it to specific business 
needs becomes far easier for a company.

AI systems are divided into four groups [37]: 
supervised AI, unsupervised AI, Machine Learning AI and 
reinforcement AI. Supervised AI focuses on forecasting 
and mapping logistics, helping to optimize routes and 
demand forecasting needs. Unsupervised AI handles 
logistics data clustering, customer customization and 
pattern observation without predefined labels, facilitating 
personalized solutions and improving operational efficiency. 
Reinforcement AI emphasizes continuous improvement 
through analysis and budgeting, using feedback to improve 
decision-making and strategic planning. Together with 
Machine Learning, these AI methodologies enable a 
more efficient, responsive and adaptive logistics network, 
driving the evolution of modern supply chains. A detailed 
breakdown can be seen in Figure 1 [37]. 

Machine learning in Logistics 4.0

Machine learning, one of the core technologies of artificial 
intelligence, has naturally assumed a key role in improving 
the logistics processes. AI and Machine Learning enable 
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improved data analytics by providing actionable insights 
from complex data sets [43]. By processing historical data, 
machine learning algorithms significantly improve route 
planning and cargo management. Machine learning is a 
powerful tool, as it has the ability to analyze and process 
large amounts of traffic, weather, and delivery information 
to define the most efficient routes and schedules. In this 
way, operating costs and delivery delays are reduced. The 
benefits of using this technology extend beyond finding 
optimal routes. Various major companies use machine 
learning algorithms to adjust inventory levels based on 
current and anticipated consumer demand. In addition, it 
is possible to predict the movement of the level of demand 
for different products and services, taking into account 
seasonal and other types of variations that influence 
consumer decisions [31].

The symbiosis of machine learning and data analysis 
is revolutionizing all logistics operations. The big advantage 
of this approach is that machine learning algorithms 
improve themselves when they have access to huge data 
sets. With the help of precise analysis of historical records, 
determination of existing delivery and traffic patterns, 

route optimization and cargo management are possible. 
Machine learning algorithms improve operational efficiency. 
By training models on historical data, these models evolve 
and adapt better to the demands of a dynamic market. 
With the application of non-relational databases, these 
algorithms can help companies make decisions based 
on real-time messages. In this way, space is opened for 
further innovation and efficiency improvement.

Predictive analytics in Logistics 4.0

Predictive analytics predicts future outcomes based on 
historical data, which with the help of machine learning 
enables companies to become proactive in solving 
operational problems. The ability to predict future outcomes 
is an invaluable resource that allows maintaining and 
improving the efficiency of the supply chain, preventing 
and mitigating the effects of potential disruptions [43]. 
By taking a proactive approach, companies can adjust 
strategic decisions, thereby influencing the long-term 
economic condition of the company. Predictive analytics 
anticipates spikes in demand, which can be critical 
when planning inventory within warehouses. Artificial 

Figure 1: Use of the AI system in different parts of logistics
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Intelligence and Machine Learning can lead to efficient 
allocation of resources [43].

Furthermore, predictive analytics combined with 
machine learning opens up space for companies to 
direct their resources towards customers and strategic 
development. By analyzing historical data and determining 
patterns of consumer behavior, it is possible to respond 
to all market changes in a timely manner. In addition, a 
proactive approach enables the prediction of equipment 
failures and the planning of regular maintenance activities 
in order to find the optimal process downtime that will 
minimally affect the functionality of the entire system [48]. 
The integration of predictive analytics provides companies 
with increased agility and resilience to unforeseen events, 
which can lead to a significant improvement in market 
position.

Robotics in Logistics 4.0

Another transformative force in logistics is robotics. 
Automated robots, with the help of the Internet of Things, 
surpass the human ability to solve a large number of tasks, 
especially in warehouse environments [36]. Robotized 
warehouses reduce the possibility of errors and unplanned 
operating costs, from picking and packing products, to 
overall inventory management. In modern warehouses, 
robots move around spacious halls to guide the process 
of storing and transporting goods, which significantly 
simplifies the process of managing large warehouses. 
The integration of robotics can significantly reduce costs 
and thus provide additional funds for further strategic 
development of the company [50], [51].

Except for predictive analytics and machine learning, 
robotics actually forms the base for most innovations 
in logistics. Adoption of robotics in logistics operations 
simplifies and quickens business processes that result 
in increasing overall productivity. Workers get more 
space to work on higher-value activities, such as service 
delivery or making strategic decisions, by automating 
repetitive processes. This also leads to maximum use of 
the warehouse space due to the utilization of robots. This, 
in turn, reduces the cost of storing goods and supports 
convenient inventory management. Many machine learning 
and predictive analytics algorithms can be run on data 

collected from robotic systems to find a pattern. In this 
way, it is possible to optimize and adapt the system to new 
market and operational challenges. This iterative process 
ensures adaptability of logistics operations and enables 
timely response to dynamic market development [44], [45].

The integration of robotics and artificial intelligence 
represents a complete paradigm shift in the field of logistics. 
By harnessing the power of AI-driven automation, companies 
can simplify and streamline processes, reduce costs, and 
improve overall efficiency across the entire supply chain. 
As technological progress accelerates, the role of robotics 
is expanding significantly, fueling innovation and shaping 
the future of entire industries [49], [52].

Applications and impact of AI in Logistics 4.0

AI integrated into logistics could maintain a wide range 
of applications that contribute to the improvement of 
operation efficiency and enhancement of service quality. 
Latest research results indicated that AI could be used in 
various aspects of the logistics industry, hence proving 
its potential to revolutionize it. Figure 2 illustrates the 
primary use of AI in logistics, shipping and transportation, 
supplier selection, inventory management, and other 
critical functions.

According to the survey results shown in Figure 2, AI 
is primarily used in logistics, delivery and transportation 
(34%), supplier selection and due diligence (33%), inventory 
management (27%), and consumer behavior monitoring 
(24%) [47]. These results range from several applications 
in AI, at different parts of logistics, and hence prove the 
transformative potential. Companies like DHL lead in 
the implementation of artificial intelligence to optimize 
routes, automate warehousing tasks, and improve customer 
interaction, hence creating new standards of operational 
excellence in service delivery.

AI is also extremely helpful for demand prediction, 
where it analyzes historical data and market trends for 
more accurate forecasting of future demands. This helps a 
logistics company, in this regard, to manage its stock much 
more effectively without overstocking or facing a shortage 
of any item. Another critical application of the AI-driven 
predictive maintenance in which AI systems continuously 
monitor equipment health and predict failures much in 
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advance so that necessary steps could be undertaken to 
minimize downtime and reduce the cost of maintenance. 
AI will, with the enhancement of these core logistics 
functions, improve not only operational workflows but 
also agilities and resilience in supply chains, enabling a 
coping mechanism to be more effective in dealing with 
market fluctuations and customers’ needs [22], [24].

GenAI, or generative artificial intelligence, is a 
subset of artificial intelligence that focuses on creating 
new data, ideas or solutions based on existing data. 
These models learn patterns and structures from input 
data and then produce new, similar outputs. In logistics, 
GenAI can significantly contribute through optimizing 

operations, forecasting demand and reducing costs [35]. 
Figure 3 shows a GenAI implementation value curve that 
explains the timeline and implementation phases of this 
technology [47].

The GenAI Realization Value Curve illustrates how 
GenAI can quickly bring value to organizations, with 
significant savings realized within the first year and 
a half of implementation. In the first phase (A), initial 
implementation takes 1 to 3 months, followed by a 2-to-3-
week payback period (B). The equalization period lasts 4 to 
6 months (C), while the final inflow of savings is realized 
during the first 18 months (D). These graphs and data 
highlight the importance and effectiveness of applying 

 

Figure 2: Different usage of artificial intelligence in logistics and supply chain management
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Figure 3: GenAI value realization curve in logistics
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AI technologies in logistics, demonstrating the concrete 
benefits that organizations can expect from investing in 
these advanced systems. GenAI is crucial for logistics. 
It enables faster analysis and adaptation of operational 
processes, reducing costs and increasing efficiency with 
more accurate predictions and optimization of resources [19].

Challenges and opportunities of applying AI in 
Logistics 4.0

Artificial intelligence in logistics promises massive leaps 
and a new frontier of efficiency; however, it also brings 
forth some massive challenges that are necessary to 
consider and work out. One major issue that arises is the 
possible lay-off of workers [33]. Automation can result 
in workforce restructuring challenges and the dramatic 
alteration of specific job positions, even though it simplifies 
most procedures, decreases operating costs, and lessens 
the possibility of human error [40]. To lessen the impact 
of artificial intelligence on the need for jobs, businesses 
must fund retraining and upskilling programs to assist 
their staff as they adjust to the new and dynamic logistical 
structure [41], [42].

But another point of concern on the AI-driven 
decision-making process in logistics is algorithmic bias. 
Algorithmic bias is such a tendency of AI systems to 
produce results disproportionately biased toward certain 
groups or features. This may lead to a set of unjust or 
discriminatory outcomes [7]. For example, an AI system 
trained on inadequate data may develop biased preferences 
toward specific routes, suppliers, or methods of delivery. 
Such decisions based on criteria that reflect logistical 
needs or constraints relatively poorly will be considered 
to be unfair or discriminatory decisions [15], [16], [17].

Issues of privacy and security of data arise when 
artificial intelligence technologies are used in logistics. 
The incidence of data breach and other cyber risks 
becomes much more probable due to integrated AI-driven 
systems that gather huge amounts of private data. The 
protection of data for consumers, another critical factor 
that has markedly gained importance, needs the proper 
implementation of cybersecurity practices combined with 
adherence to data protection laws such as General Data 
Protection Regulation GDPR [46].

Serious ethical issues of AI utilization in logistics are 
still a concern for business decision-makers. Transparency 
of the decision-making process is becoming increasingly 
important as artificial intelligence systems are becoming 
more complex and autonomous [39]. Data privacy, 
algorithmic bias, and moral consequences of AI-driven 
decision-making are issues that have to be taken into proper 
consideration to make sure that AI technologies are used 
responsibly and ethically. Therefore, on this matter, very 
clear ethical standards and regulatory frameworks should 
be integrated, which could effectively prevent the misuse 
of artificial intelligence in logistics for reasons pertaining 
to justice, accountability, and transparency [12].

The benefits of artificial intelligence in logistics are 
clear, even in the face of several obstacles [33]. Businesses 
can improve customer service standards, boost forecasting 
accuracy and efficiency, and optimize supply chain 
operations with the help of AI technologies [20], [32], [34]. 
With machine learning and predictive analytics on insights 
from Big Data sets, logistics companies can make informed 
decisions and have effective, timely reactions with respect 
to market dynamics. Due to continuous progress in the AI 
ecosystem, innovation opportunities within the space of 
logistic operations are endless, considering that AI-driven 
solutions hold much promise for the total reinvention of 
every component of supply chains [25], [27], [28].

The future of artificial intelligence in logistics is 
huge. With further advancement and integration, AI 
in logistics will surely continue bringing productivity 
gains, cost savings, and competitiveness to businesses. 
Yet, for the full realization of benefits from AI in logistics, 
collaboration among industry participants, policymakers, 
and academics in addressing opportunities and issues 
that AI-driven automation has brought are needed. AI in 
logistics, for the benefit of business and larger society, can 
be developed only by collaboration on ethical guidelines, 
regulatory frameworks, and skills development programs. 
This would again open a new frontier toward more intelligent 
and efficient logistics operations [11].

The future of AI in logistics, indeed, looks bright. 
With further development and full integration into logistics, 
the business world should continue to benefit from the 
increase in efficiency, cost savings, and competitiveness 
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[4]. However, embracing AI in logistics actively requires 
that the industry players, the decision-makers, and the 
academics collaborate with one another in an effort to find 
solutions to the opportunities and problems brought about 
by AI-driven automation [28], [29], [54]. The pace at which 
we start building a shared vision of ethical principles, legal 
frameworks, and programs for workforce development that 
may enable AI in logistics to serve the interests of business 
is also serving the interests of society-opening up an entirely 
new frontier of smarter, more efficient logistics operations.

AI integration in Logistics 4.0: DHL case study

Application of different AI technologies in logistics stands 
for more than just technological advancement; it is actually 
a conceptual shift in the supply chain management 
processes. Whether it be efficiency, accuracy, or agility, 
whatever the aim of the companies is, AI can act as an 
innovative solution to such problems. The potential for 
AI is huge and further growing, and so is the number of 
organizations recognizing the transforming power of AI 
interventions in their logistics frameworks. Starting with 
predictive analytics and going up to robotic automation, 
AI technologies offer an unparalleled opportunity for 
process optimization, disruption prediction, and better 
decision-making at each touchpoint of the supply chain. 
Moreover, since AI keeps getting better and more mature, its 
application has been extended from conventional logistics 
functions to customer relationship management and strategic 
planning. The tremendous spread of AI in the principles 
of technology reflects the fundamental alteration in the 
mode of thinking and usage of technology by companies: 
not only as a tool for efficiency gains but also as a strategic 
imperative in gaining an enhanced market position. With 
Industry 4.0 continuing to evolve, together with continuous 
improvements in AI capabilities, this means companies 
are better positioned for this transformative technology 
in driving innovation, efficiency, and growth within the 
logistics sectors and beyond.

In order to make more concrete the influence of AI 
on logistics, one needs to focus on some specific financial 
and operational indicators. DHL is one of the leaders in 
global logistics who has been making huge investments 

in AI and ecologically clean transport technologies. Key 
financial and operational data are summarized in the 
Table 1, for 2022-2023, in order to provide a better picture 
of how such investments influenced results:

Table 1: Key financial and operational metrics for 
DHL (2022-2023)

Category 2022 2023 % Change
Total Capex Investment (€m) 7,862 6,709 -14.70%
Free Cash Flow (€m) 3,067 2,942 -4.10%
CO2 Emissions (million tons) 33.27 34.9 4.90%
Lost time injury frequency rate (LTIFR) 3.1 3.3 6.50%
Total Assets (€m) 68,476 66,814 -2.40%
Net Debt (€m) 15,856 17,739 11.90%

Source: DHL Annual Report 2023 [10]

Table 1 offers an overview of the financial and 
operational impact of AI and related technologies in 
DHL’s logistics operations, showing that overall capital 
expenditure is somewhat reduced while investments into 
key areas remain consistent. It also points out that CO2 
emissions and the rate of injuries at work have increased, 
suggesting two areas where further improvements could 
be made. The basis for the selection of these metrics was 
largely informed by providing a comprehensive perspective 
on how investments in artificial intelligence and technology 
are shaping the logistics landscape at DHL. This data, as 
represented by Table 1, together with other key metrics, 
complements the analysis of the impact of AI on logistic 
requirements and provides the right platform for deeper 
debate on specific technologies and innovations that have 
been introduced by DHL. The selected indicators are total 
capital expenditure, CO2 emissions, and workplace injury 
frequency-basic pointers to some positive results and 
other challenges that DHL faces regarding its AI-driven 
transformation. They provide a way to assess the effectiveness 
of AI investments in operational efficiency improvement, 
sustainability, and safety. Apart from this, it provides the 
following critical financial health indicators: free cash 
flow, total assets, and net debt. It concretely gives the 
basis necessary to evaluate how AI is driving operational 
efficiency, cost reduction, and business growth.

DHL’s AI-powered route optimization

DHL, the world’s leading provider of logistics services, 
has been leading the transition in its delivery operations 
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through the deployment of AI-powered route optimization 
technologies. The technology developed by DHL works on 
constantly refining enormous amounts of data regarding 
traffic patterns, weather, and tracking information in 
real time through highly elaborate machine learning 
algorithms. Such elaborate analytics automatically perform 
the repositioning of equipment to change the delivery path, 
if need be, to ensure delays are at their bare minimum.

The major ideas of the DHL AI route optimization 
system make it possible to reduce delivery time by 
optimizing routes with the highest fuel efficiency, hence 
reducing operational costs to a minimum and increasing 
the quality of the services.

This artificial intelligence technology can predict 
traffic congestion and thus offer alternative routes the 
driver should take to avoid delays. By analyzing historic 
delivery data, the system finds patterns that optimize 
future delivery schedules. It allows for routing on the road 
in real time to avoid updates regarding live traffic and road 
closures in richly variable urban traffic conditions. This 
capability ensures timely deliveries even in unforeseen 
disruptions, while this capability will further improve 
customer satisfaction with more accurate delivery times 
that also contribute to sustainability by reducing fuel 
consumption and, subsequently, emissions. DHL uses 
advanced software powered by Wise Systems, which 
optimizes last-mile delivery routing by applying AI. It 
can also allow for personalization in delivery-for instance, 
urgent medical deliveries or deliveries at a certain time of 
the day or night. By offering real-time delivery updates 
to customers through the feature Track My Package, 
customer experience at DHL improves and gets closer 
to estimating exact delivery times [3]. Because this AI 
system changes the routes on the go, DHL can quickly 
respond to traffic changes or any unplanned accidents 
that may occur and thus maintain efficient operations at 
high service levels [5], [6].

DHL’s AI raises the level of customer satisfaction by 
considering improved delivery times and on-time delivery in 
the face of potential disruption. For instance, chatbots have 
turned into tools for companies to relate to their customers. 
In 2020, the rate of start-to-finish completion of chats 
was 68.9% - up from 2017 by 260%. The technologies are 

increasing areas within which customers can get immediate 
and satisfactory responses to queries. That way, they get better 
service. DHL’s AI-powered route optimization system is built 
to effectively integrate into other management tools used in 
logistics. Thus, it lays the base for a very efficient operational 
framework that ensures better coordination between different 
segments of the supply chain right from warehousing to last-
mile delivery. Hence, a strong and agile logistics network is 
achieved which is able to meet the modern-day demands 
related to e-commerce and global trade.

Historically and in real time, the machine learning 
algorithms used by the DHL system learn from the data 
to continuously improve the route planning accuracy 
and efficiency. Besides lowering operating costs-with 
the system’s calculated routes optimized to reduce fuel 
consumption-it is also reducing the environmental impact 
of its delivery operations and therefore aligns with wider 
goals on sustainability. Logistics represents one of the most 
important areas of application of artificial intelligence. 
Hence, the adoption rate of artificial intelligence in 
industry is expected to reach 42.9% Compound Annual 
Growth Rate and attain a value of 6.5 billion USD by 2023 
[20]. The adoption of interactive AI technology helps the 
logistics industry to effectively address the operational 
challenges arising out of growing B2B and B2C demand 
for instant delivery of goods [8].

Continuous development and implementation of 
the top in AI-based logistics ensure even more efficiency 
and perspectives. It is due to advancing algorithms in 
machine learning that other opportunities arise for 
further optimization of delivery routes and supply chain 
operations, setting DHL at the very edge of innovation in 
Logistics 4.0. DHL’s AI Route Optimization system marks 
one huge leap forward in logistics technologies, with its 
real-time dynamic routing for efficiency, cost reduction, 
and customer satisfaction. The system is continuously 
learning and integrates well with other logistics tools, 
hence assurance of the future in smart and sustainable 
logistics management.

DHL AI-driven robotics in warehousing

DHL made great enhancements to the warehouse operations 
by adding AI-driven robotics to automate the core processes 



ECONOMICS OF ENTERPRISEECONOMICS OF ENTERPRISE

300300

of packing, sorting, and picking. These include advanced 
machine vision systems featuring algorithms that improve 
operational accuracy and efficiency while contributing to 
business success.

Perhaps most prominent among these is the deployment 
of LocusBots at DHL’s warehouse in Beringe, Netherlands. 
Autonomous robots travel along the floor of the warehouse, 
picking items and bringing them to humans to pack. 
Productivity with the Locus robots can be tripled by reducing 
the time employees waste walking around a facility in search 
of items. Instead, the robots bring items directly to them 
[14]. Currently, DHL operates more than ten locations in 
North America with more than 2,000 LocusBots that have 
cumulatively picked over 100 million units [14].

DHL also deploys collaborative robots that work alongside 
the employees to handle repetitive tasks, thereby leaving the 
human workers free to deal with more complex activities [14]. 
This collaborative approach not only increases productivity 
but also enhances job satisfaction due to reduced physical 
effort by employees. The impact of this AI-driven robotics on 
the operations of DHL is profound. The LocusBots increased 
the efficiency in collections by 50% during introduction, thus 
enabling DHL to handle larger volumes of orders without 
increasing its workforce [13]. Further, the accuracy of the 
robots reduced picking errors by 25% [13], thereby greatly 
increasing the accuracy of the orders and improving customer 
satisfaction. The financial flow of the automation of repetitive 
tasks had an implication of a 20 percent reduction in labor 
costs [13], a great contribution to general cost savings by 
the firm. Further, the academic research into the use of the 
LOCUS 2.0 technologies pursues further advances in robotic 
agility and efficiency. It shows that the use of LOCUS 2.0 plays 
an important role in real-time 3D mapping within complex 
environments, therefore enhancing the navigational and 
operational capabilities of a robotic system under severe 
computational and memory constraints [38]. This is another 
indication of DHL’s commitment to leveraging the newest 
technologies to stay on top in logistics innovation, a must 
for efficiency, reliability, and competitiveness on world 
marketplace.

This radical change brought in by these technologies 
is further retracted in a research paper published in 
Systems Research and Behavioral Science [23], where 

the integration of artificial intelligence with the IoT in 
logistics operations was marked as a disruptive force. 
Two-dimensional code technology, sensor technology, 
intelligent control technology, artificial intelligence, and 
wireless communication, so this study says, are the main 
technologies for the development of intelligent logistics 
robots. These technologies further facilitate operational 
efficiency by perfecting human-computer interaction, 
exactly evading security obstacles, and effectively detecting 
the position. DHL’s proactive adoption of such innovative 
technologies improves not just operational capabilities 
but also ensures that at the same time, it remains ahead 
of the competition in this fast-evolving field of logistics-
firmly positioning the company for leadership in logistics 
innovation.

Besides robotics, DHL has embraced the vision of 
picking technology to take its operations a notch higher. 
This includes smart glasses that enable workers to scan 
a bar code and receive picking instructions in their field 
of vision without handheld scanners. The hands-free 
approach speeds up the picking process, cuts down on 
errors, and generally enhances efficiency. Workers using 
such glasses are able to locate their items more quickly 
and identify them much faster, raising their productivity 
since it lowers time consumption for a particular task. 
Order fulfillment accuracy will also be improved with the 
introduction of the vision picking technology. Smart glasses 
offer immediate feedback and guidance as to whether an 
employee is picking an item correctly and in the right 
quantities. This minimizes the chances of errors, hence 
improving customer satisfaction since the order filling 
is both accurate and timely. Besides that, the use of this 
vision dialing technology reflects DHL’s bigger strategy 
in using high-end digital tools to optimize its logistics 
operations and keep its leading position in the industry.

In the study [18], one may clearly observe that with 
vision picking technology, improvements in the accuracy 
and time of picking processes will be huge. The research 
concludes that smart glasses provide real-time feedback 
and guidance during picking to ensure employees pick 
the right items and quantities. This reduces the chances of 
errors and improves customer satisfaction by filling orders 
correctly and swiftly. In addition to this, the use of the 
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Automation of customer service through interactive 
AI goes further in processing customer input on other 
common communication channels through the use of 
instant email responses, automated phone services, and 
integration into the most used text messaging platforms. 
This expands the scope under which customers can expect 
rapid and satisfactory responses to questions. Artificial 
intelligence also powers Load Building Optimization 
- an extremely important area within logistics that 
encompasses the organization of shipments by weight, 
size, and destination. It allows a vehicle to be completely 
full, reducing trips, hence operation costs. DHL reduces 
costs by minimizing the number of journeys. This saves 
on fuel and labor while at the same time providing a leaner 
operation. It is sustainable because fewer trips reduce 
carbon emissions, minimizing impacts on the environment 
while truly allowing cost-effective logistics operations.

More importantly, optimization of load construction 
using AI helps in better planning and scheduling of routes 
with the aim of ensuring that deliveries are made in the 
most efficient manner. Through an analysis of traffic 
patterns, delivery times, and vehicle availability, amongst 
other factors, AI will chart out optimum routes that will 
save time and resources. This kind of precision in logistics 
planning raised the bars for higher reliability, adding to 
the efficiency in the supply chain that benefited not only 
the company but also the customers.

Conclusion

Artificial intelligence has brought a new era of efficiency, 
effectiveness, and speed towards this sector. Nowadays, 
logistics consists of many activities that require fast 
decisions and solve problems in real time. Artificial 
intelligence has standardized these complex operations 
into more efficient ones by predicting the outcome and 
optimizing each process.

Growing demands for speed, cost efficiency, and 
precision underline the increasing role of AI in logistics 
management. For instance, some technologies such as 
machine learning, predictive analytics, and robotics have 
met these demands in areas like the accuracy of inventory 
forecasts, route optimization, and efficiently packed 

Vision Selection technology is part of the larger strategy 
of DHL to deploy high level advanced digital tools in the 
pursuit of efficiency in the logistics operations and at the 
same time staying ahead of the competition.

DHL’s AI-driven innovations in customer interaction 
and support

The main use of AI-driven chat-bots and virtual assistants 
in DHL is to automate customer engagement by responding 
to customer inquiries immediately, comprehensively, and 
precisely. Applying machine learning concepts to previous 
interactions continuously improves the performance of these 
AI bots. Such facilities are immensely useful in executing 
some pretty complicated urgent tasks, like customs clearance 
of international shipments. In this regard, by automating 
such processes at DHL, it ensures that all incoming inquiries 
by customers are dealt with and responded to in a timely 
and expeditious manner. This accelerates response times 
and heightens customer satisfaction.

This is not all since AI at DHL can do much more for 
customer support. The chat-bots in DHL are also used to 
track shipments to get real-time updates and to resolve issues 
automatically without any human intervention. It therefore 
improves efficiency in the running of the customer service 
and also releases human agents to attend to complex issues 
that may require personal touch. As this is enhanced by 
DHL to the capabilities of the virtual assistants, it enables 
them to facilitate a more seamless and better experience 
for the customers; information will be given out right on 
due time as the customers interact with it.

Logistics companies definitely need customer service 
departments. These are the first touches when some problems 
appear. Chat-bots can help logistics companies handle small 
and mid-volume call center inquiries such as requests of 
deliveries, editing orders, tracking shipments, and answering 
FAQs. The chat-bots can also present meaningful data that 
enable a company to better understand the needs of customers 
and improve the customer experience. As such, chat-bots are, 
at the moment, the fastest-growing brand communication 
channel, having a 90% customer response rate for the best 
chat-bots. Also, the estimated increase in sales is 67% after 
implementing a chat-bot, and 57% of businesses report that 
chat-bots drive huge ROI with minimal investment [21].
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products. Several studies prove the application of AI in 
logistics to result in huge improvements in operational 
efficiencies.

Artificial intelligence embeds new meanings into 
logistics, saturated with enriched data flows, easier 
tracking, and real-time price adjustments. AI-powered 
systems further simplify the management of contracts 
and improve CRM. The impact of AI in logistics thus 
translates into optimized operations, better decision-
making, and efficiency up the value chain.

In the dynamics of the business environment, AI 
is indeed emerging as a strategic imperative in logistics 
operations. While demands for volatility and disruptions 
continue to increase in supply chains, AI has emerged as an 
effective tool that works in tandem with modern logistics. 
Further evolution and integration of AI technologies 
foretell continued improvements in logistics, increasing 
their applicability from traditional functions to more 
forward-thinking areas like strategic planning and 
customer relationship management.

The future potential of AI in logistics is huge. As AI 
technologies mature and integrate, companies will continue 
to reap efficiency benefits and cost savings, resulting in 
higher competitiveness. Realization of this full artificial 
intelligence potential in logistics needs a concerted effort 
by stakeholders in the industry, policy makers, and 
researchers regarding the following opportunities and 
challenges. Ethics in regard to taking responsibility in the 
development of AI in logistics, therefore, work towards the 
implementation of regulatory frameworks and workforce 
development initiatives which might benefit business and 
society through developing new eras of smarter and more 
efficient operations.
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