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Abstract 

Purpose: This review paper will define crowd logistics and associated concept. It also will 

highlight the crowd logistics capabilities in Malaysia environment. 

Design/methodology/approach: This paper uses systematic searching strategy and content 

analysis to comprehensively locate and synthesize relevant studies for this review paper. A 

total of 89 articles were selected which deemed relevant to this review paper. 

Findings: The findings cumulate the theoretical lenses of crowd logistics and its capabilities 

with the applications in the Malaysia logistics industry. The review reveals that the available 

logistics capability in the sector can improve logistics performance by focusing on specific 

capabilities, namely innovation capabilities, customer response capabilities, delivery 

capabilities and flexible capabilities. 

Research limitations/implications: This review focuses only on the logistical capabilities that 

can influence performance in Malaysia logistics industry. Future research should also emphasis 

on implementation of crowd logistics with the integration of emerging technologies such as 

Internet of Things (IOT). 

Practical implications: With the available crowd logistics capabilities: innovation 

capabilities, customer response capabilities, delivery capabilities, flexible capabilities, 

companies can plan to execute appropriate resources, skills and knowledge that provide 

significant improvement to the company. Additionally, the overview of this paper could assist 

the expert and industry practitioners in improving their logistics services by prioritizing the 

logistics capabilities available. 

Originality/value: This paper provide insight on the crowd logistics understanding and its 

available capabilities in the logistics sector in Malaysia.  

 

Keywords: Crowd logistics, On-demand logistics, Crowd logistics capabilities, Last-mile 

delivery 
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Introduction  

Logistics management is an essential component of an organization. It is primarily helpful in 

managing transportation usage to ensure the availability of goods, services, and related 

information (Rutner & Langley Jr., 2000). The Council of Supply Chain Management 

Professionals (2013) stated that logistics is a crucial component of supply chain management 

that facilitates the movement of goods or services from one place to another. It also includes 

planning, implementing, and managing efficient and effective inbound and outbound 

movement within a supply chain. Logistics service capability is define as the capabilities of the 

firm logistics service to create and manage resources in providing customer satisfaction and 

service performance (Lai, 2004). The critical logistics capabilities are demand-driven, on-time 

delivery, problem-solving skills, and assisting the customer in making decisions with accurate 

storage and delivery information throughout the logistics chain (Mohd Zawawi & Abdul 

Wahab, 2018). The e-commerce sectors can benefit from improved logistics capabilities and 

organizational logistics performance. 

Due to this, the emergence of e-commerce companies in this sector is also rising (Mordor 

Intelligence, 2020). It is primarily due to most businesses being willing to take risks in 

exchange for greater transparency in the logistics process, technological advancement, and the 

short lead time required to conduct activities related to logistics (Reinartz et al., 2019). Increase 

in Malaysia internet users has taken up to 27.43M, which equals 84.2% of the population 

(Kemp, 2021). This increase has shaped Malaysia's e-commerce sector and digital technology 

growth. The e-commerce sector is evaluated to be equivalent to USD 3.7 billion in 2019, 

growth rate to be anticipated by 11.4% and is forecasted to reach USD 5.7 billion in 2023 

(Mordor Intelligence, 2021). The projected growth is a result of the introduction of programmes 

in accordance with the National eCommerce Strategic Roadmap's (NeSR) six thrust areas in 

2016. The roadmap was designed to double the growth rate for e-commerce in Malaysia to 

contribute to a GDP of $53 billion by 2020 Malaysian Digital Economic Corporation (MDEC, 

2020). Freeman (2020) remarked that Malaysia has the right resources to position itself as a 

regional logistics gateway due to its geographic location, increasing economy, strong regional 

links and reliable transport infrastructure. 

The last-mile delivery (LMD) function has become an important topic in logistics management 

due to the increase in e-commerce sector. LMD is defined as the supply chain’s final link that 

involves the distribution of goods to end customers on a frequent, low-volume, and short-

distance basis (Zelin, 2018). LMD is essential because it ensures consumers receive their goods 

on time. In recent years, demand for LMD has been increasing, subject to urbanization and e-

commerce (Boysen et al., 2021). The growth of LMD results from a complex and dynamic 

population, besides the changing demand for logistics and supply chains (Zelin, 2018). 

According to Olsson et al. (2019), the rising trend of LMD research in academia is most likely 

related to population and urbanization growth (Boysen et al., 2021; Cárdenas et al., 2017), as 

well as the evolution of e-commerce (Lim et al., 2018; Rai et al., 2019), the changing of 

customer behaviour (Chen et al., 2018; Rai et al., 2019), innovation (Ranieri et al., 2018), 

application of new technology (Verri et al., 2020) and growing attention to sustainability 

(Aljohani & Thompson, 2019; Rai et al., 2019). Furthermore, recent research identifies LMD 

as the most expensive(Seghezzi & Mangiaracina, 2021), inefficient, and highly polluting link 

in a supply chain (Gevaers et al., 2014), which cost of total supply chain takes up to 12-75% 

(Gevaers et al., 2011). This phenomenon has become an industry-wide issue that must be 

resolved. 
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In a traditional logistics setting, most parcel deliveries in the LMD currently rely on dedicated 

and specialized couriers and vehicles for their service. Due to the increasing complexity of 

online transactions, LMD issues are anticipated to increase soon. More research on solving 

LMD issues by using crowd logistics has been studied, such as in a systematic literature review 

by Olsson et al. (2019). According to a review of 155 peer-reviewed journal publications, the 

author determined that the literature on last-mile logistics provides a more coherent view of the 

concept and avenues for future research. This review doesn't define LMD as it would add 

complexity to the existing research. Thus, the study only focuses on covering different 

disciplines and methodologies into five themes, including emerging trends and technologies, 

operational optimization, supply chain structures, performance measurement, and policy. 

Moreover, the author is more focused on building the interrelationship around the LMD itself. 

In the same vein, another systematic literature review by Gläser et al. (2021) studies the 

influence of crowd logistics in the LMD for parcel delivery especially for courier, express and 

parcel (CEP) service providers to assess the opportunities and challenges faced by crowd 

logistics. This research focuses on crowd local delivery on the last mile on CEP. According to 

the findings, incorporating a crowd component offers a promising possibility of generating 

value in the chain. This research explains crowd local delivery solves the LMD issues. 

The emergence of logistics and e-commerce services filled the need for innovative logistics 

providers, including crowdsourcing firms. The development of the logistics sector influences 

consumers to have their goods and services delivered at their convenience, using the fastest 

available logistics. This circumstance is challenging and pushes the company to enter a new 

market using the sharing economy basis or crowdsourcing logistics (Mladenow et al., 2016; 

Toy et al., 2020). Introductory, crowdsourcing comes from the word 'crowd' (Howe, 2006), 

which refers to a large group of individuals and 'sourcing' refers to hiring a third party to 

perform the process and functions. Thus, crowdsourcing defines the act of delegating processes 

or functions to a third party using a group of ordinary people. Crowdsourcing is also one of the 

synonyms of crowd logistics, which also known as crowd logistics, crowdsourced delivery, 

crowd shipping and collaborative logistics (Rai et al., 2018). 

With the abovementioned concept, this paper will investigate two research questions: (1) What 

is crowd logistics? (2) What are the crowd logistics capabilities available in Malaysia? A 

review of the concept of crowd logistics and crowd logistics capabilities is introduced to answer 

these questions. The definition and understanding of crowd logistics are presented in the 

following section to analyze the view and application of crowd logistics in the logistics 

industry. The paper will then discuss the conceptualization of crowd logistics capabilities and 

their implementation in the Malaysia logistics industry. 

 

Literature Review  

Crowd Logistics 

 

In recent years, crowd logistics and crowdsourcing concepts have garnered growing attention. 

Carbone et al. (2017) among the pioneered in exploratory investigation and proposed an initial 

crowd logistics conceptualization. Crowd logistics is portrayed as a novel concept in which 

travellers use their excess carrying capacity to transport packages for others (Carbone, 

Rouquet, & Roussat, 2017). In general, crowd logistics aims to link people with specific 

logistical resources with those who require logistics services (Andreji & Jeremic, 2019). This 
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concept has exclusively enhanced the logistics service to become more efficient and provide 

more reliable services.  

 

Error! Reference source not found. tabulate the crowd logistics concept from significant 

authors. Crowd logistics and crowdsourcing concepts have emerged in recent years, starting in 

2014, when Ranard et al. (2014) performed a systematic review on crowdsourcing through 

collective data and data analysis from the internet in health and medicine research. The author 

outlines four types of crowdsourcing used in the literature: problem-solving, data processing, 

surveillance, or monitoring and surveying. Mehmann et al. (2015) first review the 

crowdsourcing literature in the logistics area by providing a review and maturity model. The 

author concludes that more research should be investigated, especially in environmental 

impact, personal transport, last-mile delivery, and resource optimization. The crowd logistics 

research then expanded by Frehe et al. (2017), where the concept of crowd logistics is adapted 

and expanded to include additional technological platform data to be monitored by crowd 

logistics providers. The technological platform serves as medium of communication via 

various devices, including mobile phones, iPads, and web browsers. Moving forward, Carbone 

et al. (2017) finds crowd logistics as an initiative using available resources to provide logistical 

services to customers in need. While in Europe, Buldeo Rai et al. (2017) initiated a 

comprehensive and appropriate definition of crowd logistics based on sharing economy basis. 

This definition concept is similar to Frehe et al. (2017) and Saglietto (2021), where the primary 

aim is to achieve economic benefit from the crowd and give the carrier or rider monetary 

incentive for the job undertaken.  

 

Table 1 Crowd Logistics Concept from Prominent Authors  

Author  Concept 

Ranard et al. (2014) Internet-based outsourcing of the logistics operation to individuals 

Mehmann et al. (2015) 1. Outsourcing of logistics services to a number of actors 

2. Facilitated by technical infrastructure 

3. Focus on achieving economic benefit for all stakeholders 

Carbone, Rouquet, Roussat, et 

al. (2017)  

Utilized logistical capabilities to perform logistics services 

Rai et al. (2017) 1. Efficient use of physical assets supported by information and 

communication technology (ICT).  

2. Focus on sharing economy 

Frehe et al. (2017) 1. Outsourcing of logistics services to a number of actors 

2. Supported by a technical platform that is hosted and managed 

by crowd logistics provider 

Le and Ukkusuri, (2019b) 1. Application based platform 

2. Connecting couriers and requesters for last-mile urban 

deliveries 

Saglietto (2021) Involve ordinary people in low-cost carriers 
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Crowd Logistics in Malaysia 

 

In Malaysia, the use of crowd logistics is still in its early stage. Although most courier and 

delivery services have been used extensively, the application of crowd logistics concept in 

academia is still developing. With crowd logistics expanding in Malaysia, several researchers 

have studied the application of crowdsourcing and crowd logistics. Habbal et al. (2015) suggest 

using the Web of System Performance (WOSP) to conduct performance evaluation of 

crowdsourcing platforms in four Malaysia companies. The WOSP application further improves 

a Technology Acceptance Model (TAM), where WOSP offers more system-based oriented 

metrics for the system performance. The findings reveal that the platform for WOSP provides 

more enhanced insight into the system performance compared to the standard usability 

requirement. A room for improvement for the crowdsourcing platform can be added by 

prioritizing the critical system requirement in the industry. This research can thus be a guide to 

measuring the platform's efficiency and ease of use (Varpio et al., 2020). 

 

Furthermore, a study that explored crowdsourcing practices among three SME business owners 

in Malaysia was conducted by Mansor et al. (2018) have provided qualitative findings on the 

benefit of using crowdsourcing practices. The result shows crowdsourcing can serve many 

benefits, such as operational cost reduction, acquiring new skills, knowledge and expertise, 

shortening delivery time, brand recognition, organizational innovation, and problem-solving 

tools. According to the qualitative data, all SME business owners strongly agreed that 

crowdsourcing improves their business performance. Likewise, a study by Janom et al. (2020) 

reported that crowdsourcing had been recognize as one of the innovative way for the company 

to allow individuals outside the organization to apply their expertise and make the best use of 

their time by participating in available jobs. This research explores and ranks the multi-

perspectives of the crowdsourcing ecosystem in Malaysia using the analytical hierarchy 

process (AHP) method. The ecosystem in this study can be categorized into job provider, 

platform use, micro worker, and industry. The result of the AHP weightage of each factor can 

assist in prioritizing factors based on their level of importance. Players in the crowdsourcing 

industry can use the findings to develop a more strategic approach to crowdsourcing in 

Malaysia. All in all, the study on crowdsourcing in Malaysia is still developing and it is 

expected grow within years to come. 

 

 

Method 

 

This paper uses a systematic searching strategy to answer the research question and retrieve 

relevant articles for reviewing process. This systematic search enabled authors to 

comprehensively locate and synthesise relevant studies for this paper (Shaffril et al., 2021). 

This technique is a part of the method used in developing a systematic literature review, which 

was then adapted into this paper. Based on the research question's formulation, the author 

identifies the main keywords: crowd logistics, on-demand logistics and logistics capabilities. 

The author also selected synonyms, related terms and word variations to further enrich the 

keywords by making use of online thesaurus such as thesaurus.com. Based on this process, the 

author checked crowd logistics’ synonyms, such as collaboration logistics, crowdsourcing 

logistics, on-demand delivery, and on-time delivery. Various search tools were used to process 

the combination of keywords, including phrase searching, wildcards, and boolean operators in 

the database. After the selection of keywords, the list of articles in the database is being 
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handpicked, which is a manual selection by reviewing the abstract and some part of the articles. 

After consideration, a total of 89 articles were selected which are relevant to this paper. 

 

 

Findings 

Crowd Logistics Capabilities 

 

Logistics capability has emerged as a critical concept in the logistics supply chain. Capability 

is a complex bundle of resources, skills and knowledge that allows firms to coordinate activities 

and use their assets accordingly (Day, 1994; Hafeez et al., 2002; Morash et al., 1996). Several 

studies have begun to examine the definition of logistics capability. The definition of logistics 

capability varies based on the perspective and types of industries. Wang (2016a) concludes that 

the logistics capability of companies varies depending on their business, customers, and 

services. Thus, it is challenging to define logistics capability independently without a specific 

context. As explained in this study, logistics capability refers to the capability of the service 

provider to conduct and coordinate logistics-related activities and use related resources and 

skills to meet customer requirements. 

 

According to Resource Based View (RBV), each firm utilizes a distinct set of resources and 

capabilities that serve as the foundation for its competitive advantage (Grant, 1991; Wernerfelt, 

1984). Logistics capabilities are expected to improve firm efficiency and effectiveness, thereby 

ensuring long-term firm profitability and survival (Mentzer et al., 2004). Logistics capability 

or operation capabilities are derived based on the RBV theory to achieve competitive 

advantages. Also, Fawcett et al. (1997) supported the study by mentioning that logistics 

capabilities focus on delivery speed, quality service, flexibility, cost, and innovation to achieve 

optimal operations performance in the case of the courier industry (Wang, 2020).   

 

According to Barney (1991), logistics capability is a part of firm resources, including assets, 

competencies, organizational processes, firm attributes, information, and knowledge. This 

phenomenon allows capabilities to develop and implement strategies to improve efficiency and 

effectiveness. Logistics capability can significantly contribute to superior performance and 

long-term competitive advantage (Joong-Kun Cho et al., 2008; Wang, 2016a). In the case of 

Lu and Yang (2010), the crucial logistics service capabilities and firm performance based on 

empirical evidence of an international distribution centre in Taiwan are being investigated. The 

result indicates customer response and innovation capabilities-oriented firms outperformed 

customer response and flexible operation capabilities-oriented firms and customer response 

capability-oriented firms. This research is vital as it provides a distinct view of choosing 

customer response, innovation, and flexible capabilities. According to Liu et al. (2010), a study 

of 13 LSP capabilities is conducted to determine how these capabilities can help Chinese LSPs 

remain competitive. The study revealed that most critical construct is service quality in 

determining a company's competitive advantages. Furthermore, a study on measuring the 

logistics capabilities in the service, innovation and flexibility is done by Huang and Huang 

(2012), where logistics capabilities refer to a logistics service provider's ability to manage and 

integrate processes throughout the supply chain, thereby improving competitive advantage and 

firm performance. Also, a study by  (Wang, 2020) on courier industry indicate logistics 

capabilities such as delivery speed, quality service, flexibility, cost and innovation is crucial to 

achieve optimal operations performance. This also has been supported by Fawcett et al. (1997) 

by mentioning similar items in the study. 
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Thus, this study uses four significant factors of logistics capabilities: innovation capabilities, 

customer service, responsiveness, and flexible operation. Likewise, Fawcett et al. (1997), 

Hayes et al. (1988); Huang and Huang (2012); Lu and Yang (2010); Wang (2016b); Wang et 

al. (2015) also adapt similar capabilities in measuring the logistics performance. Additionally, 

a delivery capability is a newly adopted capability from empirical evidence by Joong-Kun Cho 

et al. (2008); Wang (2020), whereas in the article, the authors chose to examine the reliability 

of service delivery and the measures taken to ensure service delivery, particularly in the courier 

service. Likewise, Morash and Lynch (2002) and Wang (2020) posit that the attribute suitable 

for the delivery capabilities can include on-time delivery, delivery speed, and reliability. Thus, 

the new capabilities that have been added to this present study enhance the crowd logistics 

performance, especially in the last-mile delivery in Malaysia perspective.  

 

Most logistics capabilities are being measured to enhance the logistics performance of an 

organization. Consistence with the research question, this paper explores the available logistics 

capabilities in Malaysia's logistics industry. The following section will explain the logistics 

capabilities available in Malaysia, focusing on the service industry. For instance, innovation, 

customer response, delivery, and flexible capabilities. 

 

Innovation Capabilities 

 

Innovation capability (IC) has a long history of research, which was developed from the 

resource-based view (RBV) theory (Penrose, 1959). It recognizes that an organization is a 

bundle of resources and capabilities, which through the development of strategies, will assist 

the organization in achieving competitive advantages (Barney, 1991). Knowledge, for 

example, is a valuable strategic resource that, when combined with organizational competence, 

can drive innovation (Kogut & Zander, 2009). Wang (2016b) asserts that IC is a dynamic 

capability capable of extending, modifying, or creating the firm's standard capabilities and 

resources. As a result, it is critical to understand the IC in logistics and transportation firms.  

 

It is not new to use logistics innovation to solve logistics and transportation problems (Daniel 

and Fredrik, 2011; Flint et al., 2005; Scott, 2009). Similarly, in his literature review, Mendoza-

Silva (2020) mentions that organisations currently need to adapt quickly and effectively to 

constant market changes through product and process innovation. The complexity of 

innovation capability has driven the definition to be related to the different theories in the 

previous study, namely dynamic capabilities, innovation management, and organizational 

learning (Mendoza-Silva, 2020). In view of dynamic capabilities, Lawson and Samson (2001) 

postulate IC refers to the knowledge and ideas that can be continuously transformed into new 

products, processes, and systems for the benefit of the firm and its stakeholders. Similarly, 

Romijn and Albaladejo (2002) considers IC through the lens of dynamic capability as the skills 

and knowledge required to absorb, master, and improve existing technologies and create new 

ones. Then, through an organizational capabilities lens, the IC is defined as the openness to 

new ideas as an aspect of a firm's culture (Calantone et al., 2004), consisting of the firm's 

intangible that will produce value in the future (Saunila et al., 2014). Ngo and O'Cass (2013) 

define IC as the application of knowledge and skills embedded in routines and processes of the 

firm to perform technical and non-technical innovation activities. This present research defines 

IC as the ability to transform information and ideas into new products, processes and systems 

for the company's benefit (Joong-Kun Cho et al., 2008; Lawson & Samson, 2001; Wang, Asian, 

et al., 2020).    
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Innovation capabilities in the organization can provide different types of technological problem 

solving based that can assist organizations in competitive advantage (Fawcett & Closs, 1993; 

Ralston et al., 2013) and provide a positive impact on logistics performance (Kara, 2021) and 

better customer service for customers (Lin, 2006). Several logistics-related studies that 

demonstrated the effect of logistics capabilities, in this case, IC have been adapted to suit the 

crowd logistics organizational capabilities in Malaysia are shown in Table 2. (Lu & Yang, 

2010) have extensively reviewed logistics capabilities in their quantitative article. The findings 

stipulate that IC comprises eight items that account for 50.31% of the total variance and are 

considered important IC attributes. The items are good techniques in cargo movement and 

distribution, regularly improving the company's operational systems, good after-sales service, 

using new technology and innovation, providing cargo tracing service, modern information 

control system, implementing total quality management, and good protection for cargo safety 

and risk. Similarly, Wang (2020) also acknowledges IC as a crucial logistics capabilities 

dimension. In this research, the author has classified IC into five significant attributes: 

innovation in service, innovation solution, advanced packaging technology, process 

improvement, and web-based order handling. To bolster this, Wang (2016b) examined IC as a 

critical structure in his SEM analysis, concluding that IC can coordinate with operational 

capability to influence logistics performance. Another significant attribute of this present study 

is from Klumpp (2017b). The author discusses case studies involving cooperative 

transportation and logistics in order to increase crowdsourcing's sustainability, flexibility, and 

security as a possible enabler in dynamic processes and concepts. The findings indicate 

significant relationships between the dynamic capabilities and the potential of crowdsourcing 

solutions and concepts in the case studies. Lastly, Zhao et al. (2001) study the IC in the view 

of customer-focused capabilities where an analysis of the impact of unique logistics service 

strategies for a different customer is used as one attribute.  

 

Table 2 Innovation Capabilites (IC) Attribute 

 

Author Innovation Capabilities (IC) Attribute 

Lu & Yang (2010) 1. Good techniques in cargo movement and distribution 

2. Regularly improving the company's operational systems 

3. Good after-sales service 

4. Using new technology and innovation 

5. Providing cargo tracing service 

6. Modern information control system 

7. Implementing total quality management 

8. Good protection for cargo safety and risk 

Wang (2020) 1. Innovation in service 

2. Innovation solution 

3. Advanced packaging technology 

4. Process improvement 

5. Web-based order handling 

Klumpp (2017b) Cooperative transportation and logistics in order to increase 

crowdsourcing's sustainability, flexibility, and security 

Zhao et al. (2001) Customer focused capabilities 
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Customer Response Capabilities 

 

Today, supply chains face increasingly high demands for logistics customer service (LCS). 

Prior research in logistics posits that customer service is one of the critical business functions 

and an essential logistics capability, especially in last-mile delivery and courier services 

(Fawcett & Cooper, 1998; Kim, 2006; Lu & Yang, 2010; Morash & Lynch, 2002; Wang, 

2016a; Zhao et al., 2001). Logically, customer response capability (CRC) relates to customer 

service (Daugherty et al., 2019), as CRC is associated with customer satisfaction regarding 

delivery operations in the crowd logistics environment.  

 

Customers nowadays demand prompt goods and services, which impacts the overall e-

commerce and omnichannel industry. Jayachandran et al. (2004) have divided CRC into two 

dimensions: customer response expertise and customer response speed. The author studies the 

relationship between CRC and company performance and how customer knowledge influences 

the CRC. The quantitative result shows a significant relationship between CRC and company 

performance, supported by the qualitative outcome in the mixed method analysis. Similarly, 

Wang (2020) identified responsiveness as one of the operations in the IC dimension that can 

be assessed in logistics and transport. The author deploys a starting point to investigate further 

the relationship between IC and logistics performance. The way the author sees it, IC provides 

a significant relationship and supports the prior literature by Morash et al. (1996). Additionally, 

another attribute discussed by Lu and Yang (2010) is crucial where the author studies CRC, IC 

and flexible capabilities as the logistics capabilities using cluster analysis. The findings 

indicated that CRC and IC have the best firm performance compared to flexible capabilities.  

 

Delivery Capabilities 

 

Courier companies relied heavily on their delivery capability (DC) to carry out their daily 

operations. According to Douglas (2017), in customer experience, the most critical logistics 

service is delivery, where the focus is still on last-mile delivery and delivery speed. This also 

has been supported by Daugherty et al. (2019), where the author summarized customer service 

in omnichannel and online retailing. The author highlights the importance of refocusing and 

reimagining customer service as the logistics service in distribution and delivery, where it has 

become more important these days. Similarly, Bhattacharjya et al. (2016) posit shipping and 

delivery are the two most critical post-purchase services that most customers are concerned 

about during the purchasing process. 

 

Delivery is an essential component of logistics capability and has been discussed in previous 

studies. According to Wang (2020), delivery capability (DC) is a part of operational capability. 

Thus, it is closely related to logistics capability and a crucial factor in maintaining service 

delivery in the courier industry (Joong-Kun Cho et al., 2008; Morash, 2001; Wang, 2016a). 

Wang (2016a) uses attributes such as timely delivery, delivery speed, and capability to measure 

delivery capabilities in this article. An extension of the capabilities is studied in the empirical 

evidence by (Wang, 2016b) posits that the significant role of operational logistics capabilities 

in generating competitive advantages is in line with the RBV concept. The findings 

demonstrate how innovation capability can influence logistics performance in tandem with 

operational capability. While Joong-Kun Cho et al. (2008) measure logistics service levels in 

terms of delivery speed and delivery reliability in the e-commerce market, which align with the 

attributes in the present study. The findings reveal positive correlations between logistics 

capability and firm performance in the e-commerce market.  
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Flexible Capabilities 

 

In a business context, flexibility refers to an organization's ability to respond and adapt to 

change effectively (Jafari, 2015; Naim et al., 2010; Zhang et al., 2005). While Soon and Udin 

(2011) define logistics flexibility as the organization's capacity to align, adapt, or adjust its 

logistic network to maximize competitive value. 

 

In the empirical study of an international distribution center by Lu and Yang (2010), the 

logistics capabilities in the flexible capability (FC) dimension characterize by the flexible 

operation space, employee knowledge of warehousing and logistics, and flexible operational 

procedures and systems. The result indicates a significant relationship between FC and logistics 

performance, and the highest factor of FC is the flexible operational space leading to 7.26% of 

total variance between the three. Zhao et al. (2001) focus on flexibility in customer-focused 

capabilities, where flexibility is defined as the adaptation to unexpected operational 

circumstances (Bowersox et al., 1999). The findings found a positive relationship between 

customer-focused capabilities and firm performance. In the same vein, Wang (2020) conduct 

a purposive sampling in Australia to identify and measure the logistics capabilities. The author 

uses attributes such as customized logistics, flexible delivery scheduling and routing, extensive 

operation hours, and improved operational systems. The findings indicate that the Australian 

courier industry has a strong logistics capability which one of the capabilities is FC. 

Comparably, a flexibility study in reverse logistics carried out by Bai and Sarkis (2013) 

introduces a reverse logistics framework in the FC that can set further investigation in the 

flexibility dimension. Wagner et al. (2018) also examine 336 manufacturing firms in Europe 

and the US on sourcing flexibility, supplier evaluation and selection, and information system 

integration at the buyer-supplier interface. The results indicate that sourcing flexibility is 

curvilinearly related to delivery performance, implying that it has a beneficial effect on the 

financial performance of the products.  

 

 

Conclusion 

 

This paper reviews the definition of crowd logistics and crowd logistics capabilities in the 

Malaysia logistics industry. A crowd logistics defines as the use of crowd to perform on-

demand logistics activities such as delivery services, by using a platform or application in order 

to meet customer requirements. The crowd can be from ordinary people, amateur, professional, 

service providers, movers and also couriers. The aim of crowd logistics is to connect people 

that need logistics resources with the correct and required logistics services. 

 

The growing number of last-mile delivery services in Malaysia require companies to seek 

attention in particularly improving their delivery and customer services. With the available 

crowd logistics capabilities: innovation capabilities, customer response capabilities, delivery 

capabilities, flexible capabilities, companies can plan to execute appropriate resources, skills 

and knowledge that provide significant improvement to the company. Additionally, the 

overview of this paper could assist the expert and industry practitioners in improving their 

logistics services by prioritizing the logistics capabilities available. They also can initiate to 

maximize performance and, at the same time reducing operating costs (Hua et al., 2020).  

 

Apart from the logistics capabilities, the organization should also focus on determining other 

aspects that can impact the logistics performance. For instance, technological advancement that 
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can influence decision making and transparency of business in the supply chain. Future 

research on the crowd logistics also can emerge with the implementation of logistics based 

internet of things (IOT) and blockchain. For instance the use of sensors attached with different 

parts of the mail infrastructure can also be one of the future technology (Golpîra et al., 2021). 

Also, with the emerging technologies, the transparency and customizable logistics services also 

can be added advantage and improving company performance. 
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