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Abstract: The aim of the paper was to present the specificity of knowledge 

management in courier companies as an example of intelligent organizations. 

Knowledge management is a modern concept that emphasizes using the most 

valuable resources of enterprises such as employees and it offers conditions for 

development of knowledge, sharing it, and thinking creatively. The paper presents 

courier companies as an example of intelligent organizations that use knowledge 

management in the implementation of courier services. The article presents the 

results of a survey that identified the use of knowledge in courier companies and 

analysed the factors that made the surveyed companies become intelligent 

organizations. The solutions implemented in enterprises that influenced the 

emergence of a competitive advantage were evaluated. Furthermore, the benefits 

achieved by the companies surveyed due to knowledge management and the growth 

of their intelligence were analysed. 

Keywords: courier companies, intelligent organization, courier services, 

management, knowledge management 

 

 
 

1. INTRODUCTION 

The concept of an intelligent organization is a relatively new field of modern enterprise 

management, which was established and has been developing in connection with the 

ever-growing competition, high pace of technological development and dynamically 

changing management conditions. With changes and emerging challenges resulting 

from the processes of transformation of the modern economy, the term knowledge-

based economy (KBE) has become of critical importance to enterprises. This concept 

means an economy based on the production, distribution and use of knowledge and 

information in all areas of activities. In conditions of the knowledge-based economy, 

high development rates and a favourable market position can be generated only by 

intelligent organizations which are able to learn and use knowledge in an efficient and 

effective manner. An intelligent organization means an entity that is better able to 

obtain, process and use information than others. 
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With the access to new technologies and the quality of services offered on the market, 

courier companies must constantly compete to maintain their competitive position by 

creating knowledge and managing it as intelligent organizations in order to improve 

the courier services offered. 

 

2. INTELLIGENT ORGANIZATION MANAGEMENT 

Development of enterprises, sectors and markets has driven the necessity to develop 

management methods and implementation of new concepts to support management 

(Pettinger, 2007). This is aimed at adjustment to the needs of service providers such 

as courier companies in order for them to function efficiently and effectively (Nowicka-

Skowron, 2000).  

The idea ofintelligent organization results from numerous concepts of 

management sciences, including in particular: organization as an information 

system, the concept of learning organization (Anttila and Jussila, 2018), 

knowledge management, or intellectual capital of an organization. A wide range of 

theoretical foundations translates into a multitude of approaches and definitions, 

which results in the lack of a single, universally accepted definition. 

The intelligent organization is composed of all participants working on the 

achievement of relevant knowledge (outcomes) at all levels, in groups or individually. 

Such an organization gives its employees full freedom of action within their 

competences, with the minimum control of other people (Łęgowik-Świącik, 2016). 

A key element of such an organization is trust in the competencies of the employees 

(Skowron-Grabowska and Mesjasz-Lech, 2016) assuming, for example, willingness to 

cooperate, bringing new solutions, innovations (Kmieciak et al., 2012), and creative 

approach to problem-solving (Mikuła, 2006) . 

The feature that distinguishes intelligent enterprises is above all the control of 

acquired skills through experience used to create new knowledge. (Koohang et al., 

2018) Knowledge comes from experience, generated from various contacts within the 

company, as well as interactions outside the company: with suppliers, customers, and 

local community (Zimniewicz, 2009). Such knowledge is not always used to solve 

a specific problem immediately after it is acquired, but it is certainly worth preserving 

and using in the future. ( Ciszárik-Kocsir, 2017). Experience, which is constantly 

expanded and enriched, allows for constructive assessment of the enterprise 

operations, new concept or experiments. 

An intelligent organization is characterized by specific capabilities that distinguish 

it from other organizations (Schwaninger, 2009): 

 adaptability to the changing situations; 

 ability to influence and shape the environment; 

 ability to find new strategic domains (service-market arrangements) in their external 

environment, and thus to adapt resources immediately according to this domain; 

 ability to contribute positively to the development of their environment within the 

framework of the concept of sustainable development (so-called socioecological 

strategies). 

Courier companies are organizations with a high degree of adaptability to the 

changing conditions and customer needs. Competitiveness in the sector forces the 

search for opportunities arising from the environment, with courier companies being 

able to quickly adapt their resources to prepare and deliver courier services. 

https://www.researchgate.net/profile/Juhani_Anttila
https://www.researchgate.net/profile/Kari_Jussila
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3. KNOWLEDGE AND KNOWLEDGE MANAGEMENT IN INTELLIGENT 

ORGANIZATIONS 

Modern economies are constantly evolving towards knowledge-based economies, 

and knowledge is becoming an important category of the organizational resources, 

with particular focus on intelligent organizations. Knowledge is of key and strategic 

character to enterprises, resulting, on the one hand, from its more difficult imitation 

and substitution with respect to material resources, and on the other hand, from its 

higher flexibility, i.e. usefulness for creation or improving various elements of the 

company's services (Sopińska, 2008). Knowledge perceived as a company's resource 

category is closely related to processes of data and information processing. Data are 

the basic components that create knowledge, but they are meaningless without 

a specific context. (Grondys, 2017). Data can become information only if they are 

selected, grouped, compared, combined and compiled in the appropriate context and 

evaluated. Furthermore, information with the appropriate structure enabling its use in 

a specific field of activity forms knowledge (Probst et al., 2002). The resource offered 

by knowledge, is characterized by the following features (Olszewska, 2001): 

 inexhaustibility - knowledge does not decrease as it is used, and its value even 

increases. 

 simultaneity - means that knowledge can be used in many locations by different 

people or organizations simultaneously. 

 non-linearity - manifested by different effects obtained by various enterprises by 

using the same amount of knowledge.  

These features indicate that knowledge is the most important and at the same time 

very specific resource and has an advantage over other organizational resources 

(Rzemieniak, 2016). As a strategic resource of an enterprise, knowledge should be 

constantly identified, measured, acquired, developed, used and protected, meaning 

that it should be subject to individual management processes. 

The problem of knowledge management has been widely discussed in the literature. 

Most often, it is defined as (Perechuda, 2005): 

 Creating and utilizing knowledge in order to improve the efficiency of the 

organization's activities. 

 Management of knowledge, information and experience the organization has, 

consisting in their collection, creation and storage, sharing and use, aimed at 

ensuring development of the organization based on existing resources. 

 Creating the effective work environment and knowledge transfer system within the 

organization to ensure activation to share knowledge.  

The use of knowledge in order to improve the operations of the organization and 

to stimulate creation and sharing knowledge has also been emphasized. 

The application of knowledge management in a courier company is aimed to 

strengthen the company's position with respect to competitors through the process of 

identification, acquisition and management of knowledge supported by four factors: 

strategy and leadership, organizational culture, technology and measurement system 

(Kari, 2018). Activities within each factor are equally important, and their simultaneous 

proper fulfilment represents a key to the achievement of the desired effects.  
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4. KNOWLEDGE MANAGEMENT IN COURIER COMPANIES AS AN EXAMPLE 
OF INTELLIGENT ORGANIZATIONS 
The pace of changes in the world economy is proportional to the technological 

progress. Recent years have seen a rapid development of new technologies and 

growing global competition. (Gábor, 2017). The form of intelligent organization has 

evolved as a result of dynamic changes in the environment of organizations, which 

used knowledge management to become successful. Courier companies competing 

in the dynamically developing courier services market have to respond to the 

changing customer needs and services offered by competitors to minimize risks 

(Dohn et al., 2017).  

Courier companies are specialized providers of logistics services, with their activities 

performed in the field of supply, transport and distribution (Jeszka, 2009).  "Logistics 

services include commercially provided forwarding, transportation and warehousing 

services" (Jeszka, 2009), also including courier services (Solakivi, 2001). Courier 

services can be defined as non-universal services consisting in providing commercial 

services of accelerated transport and timely delivery (Act, 2003). These services are 

often dedicated, tailored to the expectations and high requirements of customers. 

Management of courier services in intelligent organizations such as courier 

companies represents a solution based on knowledge management (Durst and 

Evangelista, 2018), and the use of innovativeness, technology and human resources, 

in the form of the potential of qualified and specialized employees.  

The research covered 57 courier companies from the Czech Republic and Poland. 

Research was carried out among managers by using survey questionnaire The aim of 

the study was to identify the characteristics of intelligent organizations in courier 

companies and determine factors that make these companies become intelligent 

organizations. The focus was also on identification and assessment of solutions 

implemented in enterprises, affecting the emergence of competitive advantage and 

determination of the benefits experienced by the courier companies due to increased 

intelligence. The features most often indicated by courier companies regarded as 

characteristics of intelligent organizations are presented in Table 1. 

 
Table 1 
The most frequent features of intelligent organizations indicated in the courier companies 

surveyed 

Features of intelligent organization  % of respondents indicating a 

feature as the most important 

Internal legal regulations, such as: staff development 

plan, promotion principles, periodic evaluation 

47.3 

Capability to generate, codify, store and transfer 

knowledge 

70.2 

Capability to learn at individual and group levels 64.9 

Employment of high-class experts, i.e. knowledge 

workers and using their talents 

71.9 

Company development strategy 68.4 

Capability to adapt and apply new knowledge (innovation, 

technology) to courier services 

80.7 

Capability to develop formal and permanent 

relationships with other market participants 

57.9 

Source: elaboration based on the author's study. 

https://www.tandfonline.com/author/Durst%2C+Susanne
https://www.tandfonline.com/author/Evangelista,+Pietro
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The survey revealed that the vast majority of the companies surveyed (80.7%) most 

often indicated that their main feature in the area ofintelligent organizations was 

capability to adapt and apply new knowledge in the form of innovations and 

technology. The other features distinguished by the entities were: employing high-

class experts such as knowledge workers and using their talents (71.9% of 

respondents), the capability to generate, codify, store and transfer knowledge (70.2%) 

and having a company development strategy (68.4%), although only 40% companies 

had a formal strategy. The relatively important features indicated by the companies 

surveyed in the area of intelligent organization were the capability to learn at 

individual and group levels (64.9% of respondents) and the capability to develop 

permanent formal relationships with other market participants (57.9% of respondents). 

The smallest percentage of indications was found in the case of having internal legal 

regulations concerning human resource management, which included staff 

development plans, principles of promotion, and periodic evaluation (47.3%). On 

average, one company indicated 5 possible features defining intelligent organizations. 

Furthermore, the companies also indicated factors that influenced the fact that they 

had become intelligent organizations. The results are shown in Table 2. 

 
Table 2.  
The most important factors that made the companies surveyed become intelligent 

organizations  

Factor % of respondents who 

indicated a factor as the 

most important 

Suggestions from owners 87.8 

The need arising from the business profile 80.7 

Imitation of competitors 61.4 

Suggestions of business partners 45.6 

The emergence of new information technologies 84.2, 

Source: elaboration based on the author's study. 
 

The main factor for the vast majority of respondents (71.9%) was the suggestions 

from owners. The next factors that made organizations become intelligent 

organizations were: the emergence of new information technologies (84.2%) and the 

need resulting from the business profile (80.7% of respondents). Less important 

factors according to the respondents were imitating competitors (61.4%) and 

suggestions of business partners (45.6%). On average, one company indicated 4 

possible factors that made companies become intelligent organizations. Table 3 

contains information on the solutions implemented in the companies surveyed that 

affected the creation of competitive advantage. 

 
Table 3.  

The most frequently indicated solutions implemented in enterprises influencing the emergence 

of competitive advantage  

Solutions implemented in enterprises % of respondents for whom 

the given solution was the 

most important 

Cooperation with clients 75.4 

Educating employees or better use of their talents 73.7 

Shaping a good image in contacts with suppliers, 89.5 
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customers, competitors and partners 

Implementation of new knowledge (innovation, technology) 

in courier services 

84.2 

Source: elaboration based on the author's study. 

 
The biggest importance (89.5% of respondents) was indicated for shaping a good 

image in contacts with suppliers, customers, competitors and partners. Furthermore, it 

was important for the respondents (84.2%) to implement new knowledge (innovation, 

technology) in courier services. A significant impact on the creation of competitive 

advantage was found for cooperation with customers (75.4%) and introduction of 

employee education or better use of their talents (73.7%). On average, one company 

studied indicated three possible solutions implemented in enterprises that would 

influence the emergence of competitive advantage. The benefits the courier 

companies achieved due to increased intelligence are presented in Table 4. 

 

Table 4.  

Most often indicated benefits achieved by the companies surveyed due to the increase in their 

intelligence 

Benefits achieved by enterprises % of respondents who 

indicated a benefit as the 

most important 

Raising the position on the market 56.1 

Shaping corporate image and brand recognition 78.9 

Increased quality of courier services 86 

More effective competing to attract customers 77.2 

Source: elaboration based on the author's study. 

 
The main benefit achieved from increasing intelligence indicated by courier 

companies was improved quality of courier services (86%). Slightly fewer companies 

(78.9%) indicated that an important benefit was the positive shaping of the corporate 

image and brand recognition and more effective competing for customers (77.2%). 

The worst rated benefit of increased intelligence was the increase in the current 

position on the market (56.1%). On average, one company indicated 3 possible 

benefits they achieved as a result of the increase in their intelligence. 

 

5. CONCLUSION 

Due to the constant and dynamic development of new technologies and the 

ubiquitous pressure on quality of services delivered on the market, the courier 

services sector is a perfect place for implementation and using the concept of an 

intelligent organization. A survey conducted in courier companies showed that 

identification of the features of intelligent organizations is at a very high level. As the 

most important factors that made them become intelligent organizations, courier 

companies indicated suggestions of owners, followed by the emergence of new 

information technologies and the needs arising from their business profile, confirming 

research conducted in companies from other industries  (Rumocka, 2016).  The 

companies pointed to the development of a good reputation in contacts with suppliers, 

customers, competitors and partners as well as the implementation of new knowledge 

(innovations, technologies) in courier services as the most important solutions 

implemented in companies that helped them create a competitive advantage. The 
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most frequently reported benefits that companies achieved due to increased 

intelligence were improved quality of courier services. Courier companies show the 

characteristics of intelligent organizations, because they operate in an industry where 

the emphasis is placed on the use of modern technologies and an immediate 

response to changes taking place on the market. Creating and using knowledge is 

becoming a key factor determining the services offered, relations with clients, and 

thus functioning on the courier services market. Analysis of study results suggests 

that the concept of intelligent organization based on knowledge management has a 

positive effect on management of courier services. Courier companies have to 

constantly compete to maintain a competitive position by creating knowledge and 

managing it as intelligent organizations in order to improve the quality of courier 

services they deliver. 
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