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Abstract 
 

In the era of the Internet, the logistics industry continues to 
grow. Only fast, convenient, modern and automated logistics 
distribution can match the growing logistics demand. Drone 
logistics has these unique characteristics, which provides 
advantages for drone logistics distribution. Amazon, Wal-Mart, 
Google and many other companies, such as UPS, Wal-Mart, 
7-Eleven, and Domino have tested drones for delivering small 
packages or groceries, and they will probably become common 
in the near future. The high benefits brought by drones are 
visible, and play an important role in the distribution of "last 
mile" in far and traffic inconvenient areas. Although public 
perceives benefits from the use of drones to perform a variety 
of functions throughout society. It is also clear that drones are 
perceived as presenting risks to personal safety, public safety, 
and privacy. Therefore, drone delivery providers need to 
understand potential consumers’ demands to adopt drone 
delivery. However, a systematic study to characterize the 
public’s demand of drone logistics, or to identify its broader 
concerns, has yet to be undertaken. Therefore, this paper used 
KANO model to investigate the customers demand for drone 
logistics service from 23 indicators of six dimensions in terms 
of national regulations, technical security, technical equipment, 
the efficiency of drone logistics, risk prevention and audience 
preference constraints. 

 
Key words: Drone Logistics, KANO model, Customer 
Demand  
  

Introduction 
     

E-commerce market is growing rapidly, according to 
Statista (2017), global e-commerce sales reached US$1.86 
trillion in 2016 and will increase to US$4.5 trillion in 2021[1]. 
The delivery market is also growing because of the expanding 
market for online shopping, particularly parcel delivery 
methods for direct delivery to the consumer. McKinsey & 
Company expects annual parcel volume can be doubled to 
reach 25 billion in the U.S. over the next 10 years [2].  

The bottleneck in the last mile of logistics distribution is a 
common problem faced by logistics distribution companies, 
one of the main reasons for this bottleneck is the problem of 
road congestion and the delivery personnel limitations. 
Introducing drones into logistics and distribution effectively 
breaking through the space bottleneck that services can use, 
entering the low-altitude airspace from the ground, and 
expanding the space of logistics activities, which can 
effectively solve the road congestion caused the last mile 
bottleneck thus reduces the time lag in the delivery process.  

Amazon, Wal-Mart, and Google have done pilot tests for 

parcel delivery [3-5], many other companies, such as UPS, 
Wal-Mart, 7-Eleven, and Domino’s, have tested drones for 
delivering small packages or groceries [6-9].  In China, SF and 
JD Logistics Company have achieved certain results in the trial 
operation of drone logistics, which has laid the foundation for 
the development of drone logistics in my country. In January 
2019, JD Logistics drone successfully achieved its first flight 
in Indonesia. In April 2019, the rookie "Shen Nong Project" in 
Wugong County, Shaanxi Province, introduced drone 
technology to the original fruit plantation, and sent the freshly 
picked fruits to a warehouse 10 kilometers away to ensure the 
fresh taste of the fruit. Moreover, In May 2019, at the Asian 
Food Culture Exhibition in Hangzhou, Xunyi and KFC 
provided a drone delivery service on site [10]. It can be seen that 
drones, or unmanned aerial vehicles (UAVs), show high 
potential for parcel delivery.  

From the consumer's point of view, drone logistics has both 
benefits and risks. Drone logistics can meet customer 
expectations in terms of speed, flexibility, safety and cost [2]. 
Drone logistics is also more environmentally friendly than 
delivery by truck, and contributes to green logistics [5]. On the 
other hand, consumers are also worried about the use of drone 
logistics. For example, people are concerned about that drones 
are perceived as presenting risks to personal safety, public 
safety, and privacy. [11].  

It is necessary to realize the functions that consumers really 
need, however, previous research on drones has focused on 
legal and risk acceptance, and there is no comprehensive 
discussion on consumer demand. In order to bridge the 
research gap, the study used KANO model to investigate the 
customers demand for drone logistics service from 23 
indicators of six dimensions in terms of national laws and 
regulations, technical security factors, technical equipment, 
the efficiency of drone logistics, risk prevention and audience 
preference constraints. 

 
Literature Review 

 
A. Drone Logistics 

Drone logistics is an unmanned low-altitude aircraft, which 
is controlled by the operator through radio remote control 
equipment and its own program control device to achieve the 
delivery of the parcel services from providers to consumers. It 
is a result of the development of automation, information and 
unmanned logistics industry. For the use of drone logistics, in 
addition to overcoming geographical environmental barriers 
and distributing to mountainous area that cannot be reached by 
trucks, it can also be used in urban areas that suffer from traffic 
congestion and insufficient parking area. Drone logistics can 
be drone transportation, drone terminal distribution, drone 
rescue and drone inspection, of which drone transportation and 




