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Summary

Background: This study focuses on the description of the activity of suppliers active in the do-
mestic market of TSL services, with special regard to key factors of their competitive advantage as 
well as the scope of services provided.

Methodology: The source basis consists of the results of direct studies carried out on a purposely 
selected group of 168 companies. TSL sector companies constituted 64% of the sample and logistics 
clients - 36%. The results were analysed with the use of basic descriptive statistics methods.

Results: Most service providers are international entities offering a wide variety of services ad-
justed to the needs of diverse market segments. Their fundamental source of income is road transport 
and shipping. Logistics experience and complexity of service are the main characteristics of their 
market offer.

Conclusions: Logistics operators are entities whose impact on the market economy is consider-
able and constantly develops. They are marked by a flexible approach to the client as well as effective 
implementation of logistic processes. The importance of logistics standards as factors diversifying 
competences of suppliers is decreasing in the market under analysis. We may expect a rise in market-
ing importance for the activity of logistics service providers in the nearest future. 
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Transport and logistics industry has recorded almost 5-fold increase in the sales revenues 
within the last several years1. Nowadays, companies of this sector may be described as the 
most efficient service-providing enterprises. Their importance and value is confirmed by the 
unique ability to adjust to individual and constantly changing preferences and habits of the 
clients. Note that, regardless of the nature of the market served, operators guarantee a better 
logistic organisation, in particular: lower service costs, higher quality of performance and 
increased flexibility of action. In general, they considerably support the development of 
entrepreneurship of their clients as well as influence the satisfaction level of final receivers 
with the goods transferred. 

The article presents the results of studies carried out in 2010-2012 concerning a group 
of market participants. The studies covered 168 companies selected intentionally. Logistics 
service providers constituted 64% of the sample and their clients 34%2. The study focused 

1  For further information on the increase in Polish TSL market value, see: Logistyka przyszłości, H. Brdulak (ed.), PWE, 
Warszawa 2012, p. 32-33.
2  Primary sources were measured at the end of 2010 and 2011. The results of the studies were analysed in 2012. 1596 invitations 
to participate in the study were sent via electronic mail. The trial completion degree was 10.52%.The study population filled 
in electronic online questionnaires (one of two). The respondents of both studies were middle and higher level workers. TSL 
market clients (a study carried out in 2010) represented various economic sectors: retail and wholesale, food, pharmaceutical, 
chemical, heavy, household appliances and audio/video devices industry, etc.
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on obtaining knowledge about the activity of TSL sector companies (transport, shipping and 
logistics) as well as customer preferences within the scope of logistics services. The last part 
of this article depicts the major phenomena, which determine the behaviour of the analysed 
market entities.

Characterisation of transport and logistics industry

The TSL industry covers companies whose structures are very diversified (Table 1). 
These are small companies, which provide services in the Polish market (only partly regional 
or local), medium-size companies, which offer international load services as well as big 
corporations whose scope of activity covers all continents. Service companies specialising 
in transport and shipping of the selected cargo types are predominant in the group of small 
entities. They often perform the role of subcontractors in the supply chain. Medium-size and 
large entities are mainly logistics service providers whose activity is based on the existence 
of a network of transhipment terminals. The importance of express carriers in this group of 
entities is significant due to their high technological and shipping potential.

Table 1
The characterisation of the service providers under study

Range of business activities Size of employment

local 1.57% up to 10 people 13.34%
regional 3.13% up to 50  people 33.34%
national 15.63% up to 250 people 21.67%
international (Europe) 43.75%

more than 250 people 31.67%
global (Europe and other continents) 35.94%
Annual income range
below 5 million 16.67% from 101 to 300 million 14.82%
from 5 to 10 million 16.67% from 301 to 500 million 5.56%
from 11 to 50 million 27.78% above 500 million 3.71%
from 51 to 100 million 7.41% above 1 billion 7.41%

Source: own work based on direct studies.

Another distinctive feature of TSL industry entities is the amount of revenues. According 
to the studies, the annual company revenue in 2011 usually equalled PLN 11 to 50 m. Revenue 
lower than PLN 100 m was achieved by 31.50% of entities, in which more than PLN 500 m 
by 11%. Moreover, there are TSL companies in the market whose annual revenue exceeded 
PLN 1 bn. Table 2 presents economic entities whose sales revenues are the highest. 

Road transport is the basic source of income in the case of TSL companies.  Almost one 
in four companies earn highest revenues from shipping activity, in particular road freight 
organisation (13%). Warehouse service as well as the sale of logistics services constitutes 
the domains of activities of 13% of companies under study. 5% of companies are entities 
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specialised in providing post and courier services. The main sources of revenue of 7% of 
companies were: customer service and air transport, and 3% of respondents chose inter-
modal transport.

Table 2
Transport and logistics industry companies with the highest sales revenues, 2011

Rank Company Revenue (PLN in thousands)

1 Poczta Polska SA 6 252 417
2 PKP Cargo SA 5 075 332
3 Grupa Raben 1 590 703
4 Schenker Sp. z o.o. 1 290 513
5 Havi Logistics Sp. z o.o. 928 274
6 Trade Trans Sp. z o.o. 785 797
7 FM Logistic Polska 639 725
8 DPD Polska Sp. z o.o. 601 786
9 Pekaes SA 543 608

10 Rohlig Suus Logistic SA 491 614

Source: A List of 500 Largest Polish Companies (a Report in Polityka weekly) published: 
http://www.lista500.polityka.pl/rankings/show [access: 15.07.2012].

Key competences of logistics operators 

TSL sector companies are highly specialised service providers whose activity focuses 
on satisfying diversified logistics needs of clients from different market economy sectors3. 
According to the study results, the majority of logistics service providers find experience 
in logistics service and the complexity of provided services crucial for their market success 
(Figure 1). The experience effect is typical mainly for companies whose share in the market 
is considerable. In such case, making use of services is to guarantee the customers that logis-
tics service will be more efficient and cheaper than in the case of individual accomplishment 
of logistics tasks4. It must be emphasised that market leaders may complete almost each 
order within the whole world, regardless of the type of activity. At present, a considerable 
part of the industry adjusts its offer to specific preferences of particular market segments.

TSL companies offer products addressed to automotive clients (e.g. sequential supplies 
of components for a production line), high tech (e.g. co-packing and co-manufacturing, com-
piling orders with the use of RFID tags), pharmaceutical clients (such as cargo handling in 
controlled temperature), etc. As compared with traditional entities providing simple services, 

3  Compare E. Płaczek, Modele rozwoju usługodawców logistycznych, UE, Katowice 2012, p. 116.
4  M. Szuster, Kluczowe czynniki współpracy firm produkcyjnych z operatorami 3PL, [in:] Wyzwania dla marketingu 
i sprzedaży na rynku B2B, P. Kwiatek, G. Leszczyński, M.Zieliński (ed.), Advertiva, Poznań 2009, p. 119.
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logistics operators offer a more advanced model of cooperation, based mainly on the rules 
of partnership and quick adjustment to new market conditions5. According to D. Kempny, 
logistic companies are the most innovative entities of the service sector, which offer their 
clients simple as well as competitive services difficult to copy6. 

According to the population under study, workers’ competences are one of key resourc-
es, which build the company position in the market. As far as relational approach is con-
cerned, knowledge and skills of the personnel involved in service process (wide techno-
logical knowledge, operational abilities and behaviour in interpersonal contacts) shape the 
opinion about the quality and build trust of the customers. According to H. Mruk, “it is not 
cars and machines, but people, workers that decide about the market position of a logistics 
company”7. Only several dozen years ago, sales mobilisation was the main task of the per-
sonnel; however, nowadays, the importance of a worker responsible for contacts with clients 
has reached the status of an advisor and partner. According to W. Jabłoński, investing in own 
company personnel is the key to the establishment of positive relations of the company with 
the external world8. Studies confirm the existence of trilateral interdependence between the 
satisfaction of workers, satisfaction of clients and business performance of companies9. It 
should be remembered that an involved worker not only ensures professional and individual-
ised service but also creates additional notable benefits such as the comfort of purchase and 
safety of order completion (reliability and standard repeatability). 

5  Compare R. O. Large, N. Kramer, R. K. Hartmann, Customer-specific adaptation by providers and their perception of 3PL-
relationship-success, “International Journal of Physical Distribution & Logistics Management” 2011, nr 9, p. 823.
6  P. Hanus, D. Kempny, M. Kasperek, K. Niestrój, Kierunki rozwoju obsługi logistycznej, UE, Katowice 2010, p. 14-15.
7  S. Ekiert, Moment prawdy, “Top Marki – katalog marek rynku logistycznego”, KMG Media, Warszawa 2009, p. 11.
8  W. Jabłoński, Firma dobrych relacji z klientami, “Marketing w praktyce” 2002, nr 11, p. 34.
9  M. Leszczyński, Pracownik zaangażowany, klient zadowolony, “Marketing w praktyce” 2002, nr 4, p. 36.

Figure 1
Distinctive features of operators in the market of logistics services

Source: own work based on direct studies.



MARCIN ŚWITAŁA 59

The studies prove that TSL sector companies no longer treat service standards as basic 
competitive advantage attributes10.  It seems that fewer than 10% of respondents rated deliv-
ery completeness, speedy service and no errors in documentation as skills, which distinguish 
the company resources in comparison with the competitive companies11. As far as the timeli-
ness of deliveries and scope of activity are concerned, the level of answers was 25.34% and 
21.34%. Cautiously estimating, most of logistics operators have similar capabilities in the 
scope of service of selected client groups. The access to modern technologies, experience ac-
quired as well as efficient logistic network allow for the fulfilment of the majority of require-
ments of the present day market. In all probability, offering comparable standards to clients 
lowers the importance of this criterion as a variable distinguishing the service provider se-
lection. Similar conclusions may be drawn with reference to the attributes of innovativeness 
and informatisation. Today it is hard to find a market offer, which would not provide for the 
possibility of individual designing a logistics service. Within the scope of co-operation, the 
operators offer electronic data exchange and their automatic identification, the integration of 
information technology systems as well as warehouse system automation. In contacts with 
their clients, the majority of them use a virtual service platform with applications designed 
for supply chain management.

 

Scope of services vs. client preferences

In the Polish market for logistics services, TSL companies offer their clients a wide vari-
ety of services. The most services concern transport, shipping and storage (Figure 2). They 
constitute the basic service variant, which is still very popular. A study conducted in 2010 
shows that the most frequent activities commissioned were national and international trans-
port of goods, shipping and basic warehouse services (Figure 3).

A considerable number of companies offer contract logistics as well as supply chain 
management solutions. At present, these are widely promoted service forms available in the 
offers of large corporations, such as 3PL or 4PL12, which may be exemplified by solutions 
and projects of the following operators: DB Schenker, DHL Supply Chain, Yusen Logistics, 
Müller – Die lila Logistik, CEVA Logistics . All companies are global service providers whose 
network structure with the integrated package of services is adjusted to the needs of clients 
from various industry sectors. As a part of an agreement, operators may implement selected 
logistic operations connected with the transfer and storage of a load or manage processes 
within the whole supply chain. In such a situation, the service provider becomes the leading 
supplier of logistic solutions provided within the scope of a global network of connections 
employing the latest information and communication solutions. 

Moreover, an offer often includes the possibility of customs clearance commissioning 
(more than 40% of declarations), which results from the readiness to provide a complex 

10  A standard is a mode of behaviour, which describes the rules of conducting logistics actions in the most efficient and effective 
way. See J. Łunarski, Zarządzanie jakością w logistyce, Pol. Rzesz., Rzeszów 2009, p. 9.
11  However, they are still the most important determinants of the logistics service level evaluation, which point to the 
effectiveness of the logistics service.
12  3PL symbol refers to companies offering logistics services as a part of a cooperation agreement. 4PL is a logistics integrator, 
which comprehensively fulfils the logistics needs of its clients. For further information see Usługi logistyczne – teoria 
i praktyka, W. Rydzkowski (ed.), ILiM, Poznań 2011, p. 15-17.
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customer service of a customer’s cargo in conformity with the rules of door-to-door service. 
Customs service is offered by shippers as well as leading logistics service providers who have 
a network of their own customs agencies (assistance in customs clearance is offered by 
the following companies: Rohlig Suus Logistics, Raben Group, CAT LC Polska, Hellmann 
Worldwide Logistics and others). The fundamental customs activities the operator may per-
form on behalf of a client are the examination of goods and sampling before making a cus-
toms declaration, preparing documentation and making a customs declaration, paying cus-
toms duties and other charges, collecting goods after their release, submitting security of the 
amount of customs debt, lodging an appeal and other applications subject to consideration 
by customs authorities13.

Currently, clients making use of operator offers (in particular a group connected with the 
contract) expect the extension of the range of extra services, especially value added services 

13  P. M. Sikorski, Spedycja w praktyce – wiek XXI, PWT, Warszawa 2008, p. 268.

Figure 2
The scope of services provided by logistics operators

Source: own work based on direct studies.

Figure 3
Customer preferences concerning logistics service

Source: own work based on direct studies.
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(VAS). The studies prove that a significant part of the industry provides reverse logistics ser-
vices (such as after-sales service and reimbursement management), cross-docking (tranship-
ment services exclusive of the storage stage) and co-manufacturing (carrying out assembly 
works on special order). The offer of leading logistics operators covers load packing, retail 
packaging and labelling, preparing special promotional sets, refining goods as well as re-
palletting. Other services are also provided, for instance insurance services, documentation 
management, sales service as well as financial and marketing services.

There is an increase in the interest in the offer of courier, express and package operators 
in the logistics services market. Studies suggest that more than 40% of clients order shipping 
services provided within particular delivery time to service providers who are specialists in 
the field (Figure 3). According to clients, courier, express and parcel services enable busi-
ness activity development14. Note that express operators offer their clients the highest service 
standards on the market, in particular as far as reliability is concerned (e.g. punctuality and 
no claims), flexibility (e.g. urgent emergency order service, supply adjustment to the cus-
tomer demand) as well as frequency of supplies (frequent supplies of small batches, batch 
supply in accordance with JIT concept). Clients prefer services provided by global operators. 
DHL Express and UPS Polska are companies selected by the study population most often or 
for the longest time period15. 

Apart from standard services connected with domestic and international goods supply in 
specified time period (usually overnight), a package of extra services and solutions consider-
ing the nature of the industry has gained particular recognition among the clients. Express 
operators provide their clients with the collection and delivery of goods on public holidays 
or at evening hours, SMS notifications about the exact time of delivery, Internet applications 
for order service as well as dedicated services, such as valuable load transport constantly 
monitored for the bank sector (cheques, vouchers, etc.), providing air catering on board 
planes, e-commerce market service16.

Development perspectives and expectations of TSL market clients

Logistics company managers used to evaluate the perspectives of their industry devel-
opment with greater optimism17. Another decrease in the world production growth rate is 
forecasted to take place in 2012-201318. Moreover, the fall in Polish economy development 
speed is predicted19. For the TSL sector, it means the risk of hampering the demand for se-

14  K. Rutkowski, M. Cichosz i in., Branża przesyłek kurierskich, ekspresowych i paczkowych – wpływ na polską gospodarkę, 
CDiEG, Warszawa 2011.
15  It should be emphasised that the Polish courier, express and parcel market is dominated by large international players referred 
to as integrators.
16  Compare M. Cichosz, Branża KEP – elastyczne podejście do potrzeb klientów, “Gospodarka Materiałowa i Logistyka” 2011, 
nr 12, p. 18.
17  H. Brdulak, Polski rynek TSL w 2011 r., “Rzeczpospolita” 2012, LTS, nr 2, p. 31.
18  See World Economic Situation and Prospects, Department of Economic and Social Affairs and United Nations Conference 
on Trade and Development, UN, New York 2012, p. 5-6, published: http://www.un.org/en/development/desa/policy/wesp/
wesp_current/2012wesp.pdf [access: 01.08.2012].
19  It is assumed that in 2012 economy will develop by 2.7%, and in 2013 – 2.6%. In 2011, the GDP increased by 4.3% and in 
2010 – by 3.9%. See European Economic Forecast, European Commission, Brussels 2012, p. 101, published: http://ec.europa.
eu/economy_finance/publications/european_economy/2012/pdf/ee-2012-1_en.pdf [access: 01.08.2012].
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lected logistics services. It is assumed that in 2012 the dynamics of sales of logistic services 
will decrease by a few per cent (from 12.6% to 8.3%)20. The foregoing is confirmed by 
the latest results of Transport Market Monitor report, which suggest a rapid fall in trans-
port prices in Europe in the first quarter of 2012. According to Capgemini Consulting and 
Transporeon experts, the reason for that is the weakening of transport needs of the shippers 
with the simultaneous increase in service capabilities of transport companies21. 

The increase in price sensitivity among logistics clients has been observed for a few 
years. Clients are still very likely to expect flexibility of the TSL industry in the negotiation 
of financial conditions of co-operation. Moreover, there is a growing significance of price 
with regard to the quality of provided services. According to H. Brdulak the market presents 
a decreasing trend in the number of operators selected by clients to provide logistics service. 
While almost 60% of buyers declared co-operation with at least 6 transport and logistic 
companies in 2007, at present clients make use of services provided by only 2-3 operators22. 
What is more, studies conducted by Data Group Consulting prove that there is a change of 
preferences concerning logistics co-operation. The importance of contract logistics in favour 
of commissioning logistics services without any permanent agreement seems to be consist-
ently decreasing23. 

Summary

The TSL sector enables an undisturbed flow of people and cargos in the market economy. 
It has been a dynamically developing and highly innovative area of activity for more than 
twenty years. It incorporates specialised service companies, which systematically improve 
their offers and quality of services provided. Most of operators offer similar logistics service 
standards. Their competitive advantage is determined by the experience acquired as well as 
a wide range of services. Another important factor is the competence of the service person-
nel. Portfolios of logistics companies include simple universal transport and shipping ser-
vices as well as hugely complex logistics solutions addressed to specific receivers. The offer 
of express carriers is extremely popular. True professionalism allows for the implementation 
of the most complex logistics projects. The industry specialisation of logistics companies 
seems to be a dominant trend, which shows market maturing and professionalization of 
logistics service. 

The transformations in the market complicate the further development of logistics op-
erators. Basically, they exacerbate competitive actions motivating to seek solutions, which 
could favour the strengthening of the company’s market position, which creates the need for 
a new look at the role of marketing in providing logistics services.

20  P. Szreter, Zapotrzebowanie na outsourcing. “Eurologistics” 2011, nr 6, p. 102.
21  See Dalszy spadek cen transportu, “Transport Market Monitor” 2012, nr 11, p. 3-7, published: www.transportmarketmonitor.
com/files/5676JHSA/120522_TMM_11_PL.pdf [access: 03.07.2012].
22  Compare Logistyka przyszłości, op. cit., p. 36 and S. Ślubowski, Rynek transportu i logistyki w Polsce – 2007, ING, 
Warszawa 2007, p. 45.
23  P. Szreter, Badanie satysfakcji klientów, “Eurologistics” 2011, nr 6, p. 96-98.
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Firmy sektora TSL i ich oferta obsługi logistycznej

Streszczenie

Cel artykułu: Niniejsze opracowanie koncentruje się na opisie działalności oferentów funkcjonu-
jących na krajowym rynku usług TSL, ze szczególnym uwzględnieniem kluczowych czynników ich 
przewagi konkurencyjnej oraz zakresu świadczonych usług.

Metodyka: Podstawę źródłową stanowią wyniki badań bezpośrednich, które przeprowadzono 
na celowo dobranej grupie 168 przedsiębiorstw. 64% próby stanowiły firmy sektora TSL, a 36% ─ 
usługobiorcy logistyczni. Do opracowania wyników wykorzystano podstawowe metody statystyki 
opisowej.

Wyniki: Większość usługodawców to podmioty o międzynarodowym zasięgu z bogatą paletą 
usług dopasowanych do potrzeb różnych segmentów rynku. Ich podstawowym źródłem dochodów 
są transport drogowy i spedycja. Doświadczenie logistyczne i kompleksowość obsługi to główne 
wyróżniki ich oferty rynkowej.

Wnioski: Operatorzy logistyczni to podmioty o znaczącym i stale rosnącym wpływie na go-
spodarkę rynkową. Ich cechą charakterystyczną jest elastyczne podejście do klienta oraz efektywna 
realizacja procesów logistycznych. Na badanym rynku maleje znaczenie standardów logistycznych 
jako czynników różnicujących kompetencje oferentów. W najbliższym czasie można spodziewać się 
wzrostu znaczenia marketingu w działalności usługodawców logistycznych.

Słowa kluczowe: branża TSL, operatorzy logistyczni, preferencje nabywcze.

Kody JEL: D22, D40, L87

Фирмы сектора TSL и их предложение логистического 
обслуживания

Резюме

Цель статьи: Разработка сосредоточена на описании деятельности фирм, предлагающих 
свои услуги, которые функционируют на национальном рынке услуг TSL (транспортного экс-
педирования и логистики), с особым учетом основных факторов их конкурентного преимуще-
ства и диапазона предоставляемых услуг.

Методика: Основу в качестве источника представляют собой результаты прямых исследо-
ваний, проведенных на сознательно выбранной группе 168 предприятий. 64% выборки пред-
ставляли фирмы из сектора TSL, а 36% ─ логистические услугодатели. Для разработки резуль-
татов использовали основные методы описательной статистики.

Результаты: Большинство услугодателей – субъекты с международным масштабом дей-
ствия и с богатой палитрой услуг, приспособленных к нуждам разных сегментов рынка. Их 
основным источником доходов является автодорожный транспорт и экспедирование. Логисти-
ческий опыт и комплексный характер обслуживания – главные показатели их рыночного пред-
ложения.

Выводы: Логистические операторы – субъекты со значительным и постоянно возраста-
ющим влиянием на рыночную экономику. Характерной чертой их является гибкий подход 
к клиенту и эффективное осуществление логистических процессов. На обследуемом рынке 
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уменьшается значение логистических стандартов как факторов, дифференцирующих компе-
тенции фирм, предлагающих свои услуги. В ближайшее время можно ожидать роста значения 
маркетинга в деятельности логистических услугодателей.

Ключевые слова: отрасль TSL, логистические операторы, покупательские предпочтения.

Коды JEL: D22, D40, L87


