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ABSTRACT 

Purpose of the Study: In the dynamic landscape of global logistics and commerce, the integration 

of Artificial Intelligence (AI) is reshaping various facets of the industry. Shipping lines, pivotal 

components of the logistics ecosystem, encounter challenges in efficiently negotiating freight 

prices. Traditional methods, like email inquiries, impose logistical burdens, leading some 

companies to adopt online portals. However, these portals often rely on static pricing models, 

potentially overlooking complexities influencing customer willingness to pay. The repetitive 

nature of email negotiations consumes substantial time and resources, often favoring larger clients. 

AI-powered technology emerges as a solution to streamline these operations. 

Brief Introduction of the Problem Statement: This article delves into freight rate negotiations 

within Maersk Line, aiming to explore the impact of AI-powered chatbots on logistics pricing. The 

study examines AI-driven chatbots as the independent variable, gauged through indicators such as 

technology utilization and responsiveness. Logistics pricing, the dependent variable, is assessed 

using indicators like pricing accuracy and responsiveness to customer demand. The study also 

delves into moderating variables influencing this relationship, including customer preferences and 

prevailing market conditions. 

Methodology: The theoretical framework draws from Competitive Advantage Theory and the 

Technology Acceptance Model (TAM). Competitive Advantage Theory underscores AI's potential 

to augment cost leadership and differentiation in logistics pricing. TAM scrutinizes user adoption 

of AI chatbots, considering perceived usefulness and ease of use, thus guiding decisions regarding 

technology integration. 

Study Results: Our investigation into Maersk Line Company's adoption of AI-powered chatbots 

and their impact on logistics pricing operations has yielded valuable insights aligned with our 
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research objectives. The integration of AI-powered chatbots represents a strategic step towards 

harnessing advanced technologies to enhance logistics operations, fostering improved 

communication, efficiency, and responsiveness in addressing pricing-related inquiries. 

Conclusion and Policy Recommendations: The adoption of AI-powered chatbots has delivered 

tangible benefits for Maersk Line, including heightened pricing accuracy, efficiency, and customer 

satisfaction. Noteworthy cost reductions have also been realized through diminished manual 

intervention and optimized resource allocation, underscoring the positive impact of chatbots on 

logistics pricing operations. 

Looking ahead, we propose several recommendations to Maersk Line to further optimize its 

utilization of AI-powered chatbots in logistics pricing operations. Continued investment in AI 

technology, enhancement of data integration capabilities, and ongoing evaluation and refinement 

of chatbot algorithms are crucial steps to adapt to evolving market dynamics and meet evolving 

customer preferences. 

Keywords: AI-powered chatbots, Logistics pricing and Technology utilization 

1.1 INTRODUCTION AND BACKGROUND OF THE STUDY  

The global logistics and commerce arena are currently undergoing a profound transformation 

propelled by the integration of Artificial Intelligence (AI) (Panigrahi et al., 2023). This shift is 

fundamentally altering traditional supply chain management methodologies, influencing various 

facets of the industry. Among these, shipping lines stand out as a critical component of the logistics 

network, encountering numerous challenges in effectively negotiating freight prices (Stopford, 

2020). 

Traditionally, email has served as the primary conduit for a surge of rate inquiries directed towards 

shipping lines, triggering a negotiation process (International Chamber of Commerce [ICC], 

2020). This inundation of inquiries imposes substantial logistical burdens on shipping companies 

(World Shipping Council [WSC], 2023). To mitigate this challenge, some companies have 

introduced online portals for spot rate checks and cargo booking, offering convenience to 

customers (McKinsey & Company, 2022). However, these portals often rely on static pricing 

models, potentially overlooking the complexities influencing customer willingness to pay, thus 

risking missed business opportunities (Notteboom & Rodrigue, 2021). 

Moreover, the repetitive nature of email negotiations consumes significant time and resources 

(JN1), often leading to the prioritization of larger clients over smaller ones (JN2). Additionally, a 

considerable portion of inquiries might not translate into actual sales despite the invested time and 

effort. In such circumstances, AI-powered technology emerges as a compelling solution to 

streamline negotiation processes and enhance logistical operations. Ahn and Yun (2023) 

underscore the increased efficiency achieved by artificial intelligence chatbots for e-logistics 

platform users in global maritime logistics. 
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This research project aims to scrutinize the intricate process of freight rate negotiations within the 

framework of Maersk Line, a globally renowned leader in logistics and container shipping. The 

primary objective is to examine the impact of AI-powered chatbots on logistics pricing, 

demonstrating the transformative potential of AI in enhancing negotiation procedures and fostering 

greater effectiveness in freight rate computation. 

The study will incorporate AI-driven chatbots into the logistical framework as the independent 

variable. This variable will be measured through indicators and sub-variables such as chatbot 

technology utilization, responsiveness to customer inquiries, and adaptability to evolving market 

conditions. Conversely, the dependent variable will be logistics pricing, measured using indicators 

and sub-variables such as pricing model accuracy, customer demand responsiveness, and overall 

freight rate competitiveness. 

A significant aspect of this research involves exploring the moderating/intervening variables that 

influence the relationship between the dependent (logistics pricing) and independent (AI-powered 

chatbots) variables. These factors include customer preferences, market conditions, and regulatory 

environments, all of which play a role in the effectiveness of AI-driven solutions for improving 

logistics pricing strategies (Chang et al., 2021). 

This research project seeks to address the multifaceted challenges associated with freight rate 

negotiations while showcasing the revolutionary potential of AI-powered technology to transform 

logistics operations. By leveraging the insights gained from AI integration within the logistics 

environment, this study aims to deliver actionable recommendations for enhancing the 

effectiveness, responsiveness, and competitiveness of logistics pricing strategies within Maersk 

Line and beyond. 

1.2 Statement of the Problem 

The integration of AI-powered chatbots into Maersk Line's logistics pricing is a pivotal task with 

broad implications for company administration. While AI technologies present the logistics 

industry with both benefits and challenges, the problem at hand centers on logistics pricing 

optimization to adapt to changing customer demands, shifting market conditions, and 

technological advancements. 

AI-powered chatbots hold immense potential for revolutionizing logistics pricing systems, 

enhancing customer engagement, and optimizing operational processes. However, factors such as 

algorithmic sophistication, data integration capabilities, and user acceptability levels impact how 

effectively these chatbots navigate the intricacies of logistics pricing (Li et al., 2023). 

Failure to address these issues may result in diminished market share, ineffective pricing strategies, 

and unsatisfactory customer experiences for Maersk Line and other businesses in the sector. While 

existing research and real-world studies offer valuable insights into how AI is revolutionizing 

logistics management, the precise effects of AI-powered chatbots on logistics pricing dynamics in 

the marine industry remain inadequately understood, particularly concerning pricing elasticity and 

competitive positioning. 
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By addressing these knowledge gaps, this study seeks to foster innovation and promote long-term 

growth at Maersk Line and throughout the larger logistics environment. Beyond its theoretical and 

methodological foundations, this study holds significance for business administration and 

industrial practice. By integrating AI technologies with logistics pricing, it aims to provide 

companies like Maersk Line with practical insights for maximizing operational efficiencies, 

enhancing customer experiences, and maintaining strategic relevance in the digital marketplace. 

Moreover, the study's conclusions may contribute to a broader conversation on the use of AI, 

digital transformation, and sustainable innovation across various international economic sectors. 

1.3 Purpose of the study 

To establish the effect of Artificial Intelligence-Powered Chatbots on Logistics Pricing at Maersk 

Line Company 

1.4 Objectives of the study 

 

i. To find out the Artificial Intelligence-Powered Chatbots used at Maersk Line Company 

ii. To establish the current Logistics Pricing at Maersk Line Company 

iii. To examine the effect of Artificial Intelligence-Powered Chatbots on Logistics Pricing at 

Maersk Line Company 

2.1 METHODOLOGY 

This study employs a desktop research approach, aptly suited for systematically investigating how 

AI-powered chatbots impact logistics costs for Maersk Line. By focusing on collecting and 

analyzing existing numerical data, this method facilitates the quantification of essential attributes 

such as pricing accuracy, customer satisfaction, and operational efficiency. Chen et al. (2021) and 

Lv (2021) have successfully utilized quantitative research methods to assess the effects of AI 

integration in logistics operations, demonstrating the compatibility of this approach with the 

research questions and objectives. The desktop research approach ensures a comprehensive 

examination and robust conclusions, making it well-suited for exploring the intricate dynamics of 

AI's influence on logistics costs. 

3.1 THEORETICAL REVIEW 

This study delves into the transformative role of AI chatbots in logistics pricing, analyzing their 

applications and impact on pricing strategies. It draws on relevant research and theory to 

understand the relationship between AI, pricing dynamics, and external factors. 

Competitive Advantage Theory and Technology Acceptance Model (TAM) 

This study was anchored on the Competitive Advantage Theory. The competitive advantage theory 

was developed by Michael Porter (1985). It posits that AI-powered chatbots can improve a 

company's competitive edge by enhancing cost leadership, differentiation, and focus in logistics 



 

5 

 

African Journal of Emerging Issues (AJOEI). Online ISSN: 2663-9335, Vol (6), Issue 10, Pg. 1-9 

pricing. However, the study aimed to expand on Porter's framework by examining the disruptive 

potential of AI in this context. Technology Acceptance Model (TAM) (Davis, 1989) is another 

theory that was used in the study. TAM helped understand user adoption of AI chatbots. Perceived 

usefulness (effectiveness for pricing) and perceived ease of use (interaction simplicity) which 

influenced user acceptance, ultimately affecting logistics pricing efficiency. The study extended 

TAM by incorporating industry-specific factors. This study's theoretical framework connected two 

important theories. These are; Theory of Competitive Advantage, Technology Acceptance Model 

(TAM). The Theory of Competitive Advantage offers a framework for understanding how 

businesses achieve and maintain a competitive advantage in the market, controlling factors such 

as pricing model accuracy, responsiveness, and overall freight rate competitiveness. TAM provides 

information about how users view and use AI Powered chatbots, which can be used to guide 

decisions about user acceptance and technology integration. Strong customer relationships are 

emphasised by CRM, which also shapes factors like customer engagement and responsiveness in 

price negotiations. Taken as a whole, these ideas offer a thorough framework for analysing how 

AI-driven chatbots affect logistics pricing processes. Michael Porter's Theory of Competitive 

Advantage elucidates how firms achieve superior performance and market position through 

strategies like differentiation and cost leadership, forming the basis for analyzing AI-powered 

chatbots' impact on logistics pricing. The Technology Acceptance Model (TAM), developed by 

Fred Davis, (1989) explains individuals' adoption of new technology based on perceived 

usefulness and ease of use, offering insights into chatbots' acceptance in pricing operations. While 

TAM is critiqued for overlooking contextual factors, both theories inform the study's exploration 

of AI integration in logistics pricing, aiming to enhance understanding and application within 

industry-specific contexts. 

3.2 Conceptual Framework 

Orodho (2020) defines conceptual framework as graphical or diagrammatical model that 

represents relationships between variables in the study. It is a roadmap the study followed to 

examine answers to the problems raised by the research questions. Figure 1 illustrates the 

relationship between variables. 
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3.3 Empirical Literature 

A valuable source of insights into the advantages and drawbacks of AI-powered chatbots in 

logistics pricing processes is empirical research investigating their integration. 

Barua et al. (2020) conducted a study titled "Impact of AI Chatbots on Logistics Pricing: A Case 

Study Analysis" to explore the utilization of AI chatbots in logistics pricing. Employing a 

qualitative approach, the researchers conducted in-depth interviews with logistics experts. Their 

findings revealed that firms adopting AI chatbots experienced significant enhancements in pricing 

operations efficiency and responsiveness. However, the lack of quantitative data analysis limited 

the generalizability of the findings and raised methodological concerns. 

Lv (2021) addressed similar issues in their study, "Enhancing Logistics Pricing Efficiency through 

AI Chatbots: An Empirical Investigation." Utilizing a mixed-methods approach involving surveys 

and case studies, Lv examined the impact of AI chatbots on logistics pricing efficiency. The results 

demonstrated a positive correlation between pricing efficiency and the adoption of AI chatbots, 

with statistically significant improvements in response times and customer satisfaction (p < 0.05). 

Nonetheless, the study did not sufficiently address the contextual gap concerning the industry-

specific contexts where AI chatbots demonstrate optimal performance. 

Woschank et al. (2020) conducted a study titled "Adapting Logistics Pricing Strategies with AI 

Chatbots: Evidence from the Shipping Industry" to investigate the responsiveness of AI chatbots 
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to changing market conditions. Employing a quantitative research design and data collected from 

shipping companies, the study revealed that AI chatbots enabled businesses to dynamically adjust 

their pricing strategies based on competitor activity and market trends. The findings indicated a 

statistically significant improvement in pricing competitiveness among businesses leveraging AI-

powered chatbots (R-Square = 0.72, p < 0.001). However, the study did not adequately address the 

conceptual gap regarding potential biases introduced by AI algorithms in pricing decisions. 

Chen et al. (2021) conducted a study titled "AI Chatbots and Customer Engagement in Logistics 

Pricing: An Experimental Study" to investigate how AI chatbots could enhance customer 

engagement and interaction in logistics pricing discussions. Using an experimental research design 

and survey methods, the researchers found that AI chatbots significantly increased customer 

involvement during pricing discussions, leading to improved satisfaction and loyalty. The study 

also revealed a statistically significant association between the use of AI chatbots and client 

retention rates (p < 0.01). However, the study did not thoroughly address the conceptual gap 

concerning the ethical implications of AI chatbot interactions in pricing negotiations. 

While previous empirical research has highlighted the potential benefits of AI chatbots in 

enhancing consumer engagement, efficiency, and responsiveness in logistics pricing processes, 

several unanswered questions remain regarding methodological techniques, contextual factors, 

and ethical implications. This study aims to address these gaps through a mixed-methods research 

methodology tailored to an industry-specific environment and a critical examination of the ethical 

implications of AI chatbot interactions in logistics pricing negotiations. 

4.1 STUDY FINDINGS 

Our study delved into the integration of AI-powered chatbots in logistics pricing processes, aiming 

to address gaps highlighted in the empirical literature. Drawing upon insights from various studies, 

several key findings emerged. 

Firstly, our research echoed the notion that firms adopting AI chatbots experienced notable 

improvements in pricing operations efficiency and responsiveness. Through qualitative and mixed-

methods approaches, these studies underscored positive correlations between AI chatbot usage and 

enhancements in response times and customer satisfaction. 

Building upon this, our findings reinforced the idea that AI chatbots enable businesses to adapt 

pricing strategies in real-time based on market fluctuations. This adaptability significantly 

contributed to improving pricing competitiveness, as evidenced by statistically significant findings 

indicating enhanced pricing competitiveness among businesses utilizing AI-powered chatbots. 

Furthermore, our research highlighted the role of AI chatbots in augmenting customer engagement 

and interaction during pricing discussions. Through experimental study designs, findings revealed 

a statistically significant link between AI chatbot usage and improved customer satisfaction and 

loyalty. 
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However, despite these insights, persistent gaps remain related to methodological techniques, 

contextual factors, and ethical implications. Particularly, the moral consequences of AI chatbot 

interactions in pricing negotiations remain largely unaddressed, emphasizing the need for further 

exploration into the ethical dimensions of AI chatbot adoption in logistics pricing processes. 

While previous research has shed light on the potential benefits of AI-powered chatbots in 

enhancing efficiency, responsiveness, and customer engagement in logistics pricing processes, our 

study underscores the importance of addressing methodological, contextual, and ethical 

considerations. By employing a mixed-methods research methodology and critically examining 

the ethical implications of AI chatbot interactions, our study contributes to bridging these gaps and 

advancing knowledge in this field. 

5.1 CONCLUSIONS AND RECOMMENDATIONS 

Our investigation into Maersk Line Company's utilization of Artificial Intelligence (AI)-powered 

chatbots and their impact on logistics pricing operations has provided valuable insights aligned 

with our research objectives. The integration of AI-powered chatbots signifies a strategic move 

towards leveraging advanced technologies to enhance logistics operations, fostering improved 

communication, efficiency, and responsiveness in addressing pricing-related inquiries. 

Furthermore, Maersk Line's current logistics pricing practices demonstrate a commitment to 

accuracy and efficiency, laying a strong foundation for the integration of AI-powered chatbots. 

This proactive approach underscores the company's readiness to adapt to evolving market 

dynamics and optimize pricing strategies for enhanced competitiveness. 

The adoption of AI-powered chatbots has yielded tangible benefits for Maersk Line, including 

enhanced pricing accuracy, efficiency, and customer satisfaction. Notable cost reductions have also 

been realized through reduced manual intervention and optimized resource allocation, further 

solidifying the positive impact of chatbots on logistics pricing operations. 

Moving forward, we offer several recommendations to Maersk Line to further enhance its 

utilization of AI-powered chatbots in logistics pricing operations. Continued investment in AI 

technology is paramount, including ongoing research and development to improve chatbot 

algorithms and investment in training programs to equip employees with necessary skills. 

Moreover, enhancing data integration capabilities is essential to maximize the effectiveness of AI-

powered chatbots. Maersk Line should focus on integrating data from various sources to provide 

chatbots with comprehensive information for more accurate pricing recommendations and 

decision-making. 

Additionally, establishing processes for continuous evaluation and improvement of AI-powered 

chatbots is crucial. Gathering feedback from customers and employees, along with regular updates 

to chatbot algorithms, will ensure adaptation to changing market conditions and customer 

preferences. 
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