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1 ABSTRACT

Parcel service companies regularly follow a businssategy which aims for efficiency through large
volumes of highly standardized services. Howeverssibilities to increase efficiency are limited and
standardization bears the risk that a companypkced by competitors. Therefore, expanding theicer
portfolio with customer-specific services can bg@ramising option. A possible place for offering Buc
customer-centered services are logistics micro lmihsban areas, i.e., logistic infrastructure lities for
storage, transhipment and distribution, locatedselto recipients of parcel deliveries. An onlinevey
among Austrian consumers has been carried outyiatjoprioritization of consumers’ requirements. Mhe
the relation of the prioritized services to the afaifities of urban logistics micro-hubs is deteradnby
logical conclusion. The results should be usefuldetermine new services for further evaluation and
development.
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2 INTRODUCTION

Companies in the logistics industry offering parseivices face intense competition and must meetgri
customer requirements. This is especially truerban areas, where difficult delivery processeshanlast
mile, air pollution, traffic congestion and limiteparking space add to complexity (Taniguchi 2016,
Mangiaracina et al. 2016, Browne et al. 2012). Bes$ strategies need to be capable of dealingtiigh
challenging environment, in which, on the otherdhahe thriving e-commerce offers great opportesitior
growth (Fraunhofer 2016, Ducret 2014). In many pesn countries parcel services were offered bg-stat
owned postal companies in the past. After libeatilon of markets, also private companies with quite
different business models started to serve the ebdAC 2012). The booming e-commerce led to gpstee
increase in parcel volumes (Statista 2018) andsexunently, attracted new operators to enter thé&ehar
Hence, strong competition has led to a focus ohrestiction (BIEK 2018). In general, companiesdalla
business strategy primarily aiming for efficienbydugh large volumes of highly standardized sesvisgh
relatively low weights per parcel (Kutlu et al. Z)1However, further enhancements of efficiencytigh
standardization become more and more difficulpr@snizational and technical possibilities readimit at
some point (AT Kearney 2017). Business models basestandardization also bear the risk for comganie
to be easily replaceable by other market playedsgemerally contradict the concept of customemabaigon.
Therefore, it is important to manage service quadihd service productivity simultaneously. All thes
challenges make good reasons to scrutinize exibtisgess concepts of parcel service companies.

Therefore, this work deals with ways to expand sleevice portfolio of parcel service companies with
customer-specific services. The general idea istaateplace or alter highly efficient processes tmut
combine them with additional service processes atltarized by customer orientation, flexibility and
effectiveness. For the implementation of concreteitions, so-called micro-hubs in urban areas pay
central role for this research. These micro-hulesl@gistic infrastructure facilities for storagearishipment
and distribution that are located near the recigief parcel deliveries (Janjevic/Ndianye 2014)o<@l
proximity to recipients allows for last-mile deliyewith environmentally friendly means of transpa@tich
as cargo bikes or pedestrian transport, and dadat precise times desired by customers (Tani@g16).
Such urban micro-hubs facilitate not just storagenshipment and distribution, but also customekuygd
and a variety of further customer-oriented serviddais, this work contributes to find customer-otesl
services that can be offered in urban logistics roaimbs. Such services ideally combine existing
standardized processes with customer-centeredamut
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3 METHOD

This research is based on selected outcomes gqirtiect “Logistik Concierge”, which aimed to detene
future customer-value oriented services for log&tmicro-hubs in urban areas. The project comgriear
major steps: In a first step, creativity techniquese used to identify problems regarding existowistical
services as a basis for possible future servicasor®l, identified problems were structured accarttincore
areas of opportunity, which then were assesseatanpal customers. Third, prioritized areas of appnity
were evaluated with respect to strategy and fdagiby experts from the logistics industry. Iniadl step,
innovative services for urban logistics micro hwese conceptualized and evaluated. This paper éscos
the assessment by potential customers in the sestepd

An online-survey among Austrian consumers was coteduin October and November 2017. The survey
aimed at understanding consumers’ requirementsecel® potential logistics services. The questiinena
comprised 28 closed questions represented on amabstale. Additionally, the answers to six quassi
gathered demographic information. 118 receivedaesps could be utilized for analysis. The resuithe
survey allow for prioritizing consumers’ requirent@mwhich can then be related to capabilities ofaorb
logistics micro-hubs. Based on prioritization arelation to capabilities of urban logistics microbisu
concrete services may be defined for further eviminand development.

4 RESULTS

In order to determine solution priorities for commr requirements related to logistics services, the
frequency of occurrence and the importance of figda solution are polled. Consumer requirements are
driven by logistics-related problems in everyddg knd were determined in a previous step in wangsh
with consumers and logistics experts. Thus, 14edfit logistics consumer requirements form theisgar
point of the survey. The frequency of occurrenceefgresented on a 6-part and the importance todind
solution on a 5-part scale. The defined assessswmme in Figure 1 shows how the combination of
frequency and importance results in one of thréwipr levels, i.e., low, medium, and high.
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Fig. 1: Assessment scheme

Based on the survey’s responses, Figure 2 showbhdot4 consumer requirements under study thevelat
share of priority levels. Looking at the level “higpriority”, the top four consumer requirements atie
related to parcel delivery (including pickup in ansuccessful delivery attempt). These four consumer
requirements, i.e., “home deliveries at the rightet, “parcel shop open when needed”, “no pick-up o
parcels from several places”, and “guaranteed @elitimes”, relate to the existing core businespartel
services companies. A more differentiated view jates better insight into potentially more innovativ
services offered at urban logistics micro-hubs.réfaee, the impact of gender, age and place ofleesie on

the indicated importance of finding a solution msigsed.
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Fig. 2: Priority to find a solution

The degree of importance of finding a solution é@nsumer requirements is presented in the following
charts on a scale ranging from very importantf@jly important (3), important (2), slightly impant (1) to
not at all important (0). Taking the gender perfipecinto account can help to find suitable sersier
urban logistics micro hubs. Figure 3 shows thalifig a solution to “help with running errands” (e.drop
and pick-up laundry) is more important for men tfianwomen. It could be hypothesized that full-tiened
part-time work, which is unequally distributed beem men and women, is a determining factor. However

further investigation is required to explain

gendifierences.
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Fig. 3: Importance to find a solution by gender

Solution priorities for different consumer requirembs is largely independent from the responderge; a
except the need for goods storage, which is mopaitant for over 35 year-olds (see Figure 4). Tineey
does not explain why, but a possible explanationicce that older persons own more personal prgpert

than younger ones.
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Fig. 4: Importance of finding a solution by age

Figure 5 shows how place of residence impactsdtel lof importance of finding a solution for thesg
consumer requirements. Results compare large esfgents, i.e., respondents living in the Austdapital
Vienna with a population of approximately 1.9 nailli with respondents living in other places in Auast
Results indicate that “closely located parcel shispelatively more important for residents of egka city,
while for those who do not live in a large cityshs true for “place to store goods”. This resulhttadicts
the assumption that for city residents a lack afcgpand for rural residents far distances wouldpsific
issues. Therefore, it seems advisable to investidiffierent needs for logistics services among aitgl non-
city residents in more detail.
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Fig. 5: Importance of finding a solution by residen

The findings described above point to the conclusiat requirements related to the existing corgrass
of companies offering parcel services are givemtnat high priority, while gender, age and place of
residence influence solution priorities for a fefittee consumer requirements under study.
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In order to find suitable services for urban lagstmicro-hubs the prioritized requirements havebéo
related to the capabilities of such micro-hubs.tThearantees demand for a service on the one hashd a
feasibility of serving that demand on the otherr Each of the consumer requirements under study the
related capabilities of urban logistics micro-hure determined by logical conclusion. The capadslit
comprise main functions of a micro-hub, such asagg, transhipment, transport (i.e., acting aslzeig
base), as well as offering further value-addedisesv Additionally, capabilities include typicalateires of
micro-hubs, such as consolidation of deliverieqrisidistance to recipients as well as accessibditg
availability for potential customers. Figure 6distonsumer requirements sorted by their proportted as
“high priority” in descending order and shows whidpability of an urban logistics micro-hub dirgatir
indirectly supports a requirement.

Functions Features
swrage | Transhipment [ Demverybase | “GCRiC | TN EEI | o reocilents. |and avallabilfy
Home deliveries at right time 0 O [ O [ ]
Parcel shop open whenneeded o
No plck-up of parcels from several places o) o) (@) [ O (@]
Guaranteed delivery times 0 o] ® (@) o
Environmentally friendly deliveries
Personal contactfor problems with dellverles O (@) [ ]
Send parcels from home o
Closely located parcelshop O ®
Shipping supplies available when needed 0
Renting instead of buying Q O
Solution for short-term deposits (@] o
Help with running errands 0 [e] O o] O
Transport of heavy orbulky goods Q Q @] o]
Place to store goods ® (@] Q

# direct support  © indirect support
Fig. 6: Capabilities of urban logistics micro-hubs

This table can act as a decision-making tool wisimhsumer requirement(s) should be focused on thdur
analysis and service development.

5 CONCLUSION

This work does not conclusively answer which cusporiented services should be offered in urban
logistics micro-hubs, but rather supports the sielemf services for further analysis and developm&he
findings can be summarized as follows:

- Consumers give high priority to requirements theg¢ alosely related to parcel delivery. These
requirements basically relate to the existing dausiness of parcel service providers and can lead t
incremental innovations.

« In order to trigger more radical innovations, thartggular life situations of consumers need
consideration. The survey shows some indicatioseda@n gender, age and residence, but it requires
further investigation to offer tailor-made solutiim a logistics micro-hub at a specific urban tmra

«  When relating the top four consumer requirementiy/pical capabilities of an urban logistics micro-
hub, it can be expected, that the function as izetglbase and the short proximity to delivery pgents
play a significant role. However, other functionsdafeatures of urban logistics micro-hubs may be
equally valuable to facilitate more visionary sees.

The combination of existing standardized process#scustomer-centered solutions can help parasice
providers transform their business models and puate the concept of logistics micro-hubs in an
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economically sustainable way. Therefore, it seethgsable that researchers and practitioners follos
promising idea.
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