Converting whole blood donors
Into plasma donors

IPFA 3'd Asia Pacific Workshop on Plasma
Quality and Supply

New Zealand Blood Service Experience
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Public Benefit Entity 4.7 Million people in New

and Crown Entity Zealand,
less than 3% donors
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100% voluntary non- Vein to Vein
remunerated transfusion service
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Only blood service Employees: 600
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I Donation Accreditation Laborataries
I Processing Cenires

I Biood Banks

I Biood Donor Cestre

Mabile Bload Drive

m 2 Donation Accreditation Laboratories
iE 4 Processing Centres

i 6 Blood Banks

® mmnm
\‘( 9 Blood Donor Centres
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Collections Production per year

é .
‘.‘ 104,000 units of Red Cells

50% via mobile blood drives vs

50% via blood donor centres 17,000 units of Platelets
“ 16,000 units of Plasma
Wi 168,000 total donations a year '

5,000 units of Cryoprecipitate

68,000 kg of Plasma for Fractionation
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Plasma conversion challenges

o Staff understanding business requirements and why
e Donors not understanding blood vs plasma donation
e Ease of access and convenience for donors

e Decreasing demand for red cells and expiry
 |Increasing targets and demand

e Erratic plasma collections

e Understanding donor churn and donor motivations

e Keeping donor care in mind
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o years

9,934 84% increase 10,925

plasma donors plasma donors

Frequency:

4.9 times

Frequency:

6.11 times

per year

per year

Source plasma Source plasma
weekly target 115% increase weekly target
897
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Key principles for conversion of
whole blood to plasma

1. Staff understanding and awareness
2. Public education and awareness

3. Making it easy for the donor

4. Ensuring a great donor experience

www.nzblood.co.nz




1) Staff understanding and awareness

e |Internal communications — all channels.
» Clear reasoning and explanation of situation — WHY.
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Who do we target?

Plasma Donor Criteria:
 Aged 18 years or over

« Have donated blood at least once Iin the last two years
with good flow and no adverse reactions

* Blood groups: O+, A+, A-, B+, B-, AB+ and AB-.
« Height and weight restrictions apply — male focus.
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Plasma Nomogram (Male vs Female)
— Average collection weight per donation of 720g plasma
— Donors in 600-6509g range to be <5% new donors in a week.

Height 150 155 160 165 170 175 180 185 190
Weight 50 519 528 536 605 614 623 632 641 649
55 545 554 562 635 644 653 663 672 681
60 569 578 587 663 673 683
65 592 602 611
70 614 624 634
75 636 646 657
80 657 668 678

677 688

KEY 800g collection
750g collection
700g collection

650 g collection

600g collection

550gcollection

500g collection

Unsuitable |
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Reporting for staff - Tableau

Last Weeks AHF by Vol
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Who do we target?

* Plasma only whole blood donors

— Donors testing positive for the malaria antibody sent a letter
telling them they will not be able to donate whole blood but
giving them the option to become an apheresis plasma donor.

 Whole blood donors
— Face to face conversions
— Who, where and what is the conversation?
— Forms for capturing interest and following up.

* Reduction in donation interval (staff request)

— Was: Stand down period following a WB donation to
plasmapheresis, if not given a WB donation in last 84 days = 2
months

— Change: 30 days. Improve efficiency of conversion
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2) Public education and awareness

* Printed collateral, brochures and
newsletter for plasma donors

 Educational DVD/video for donors e
* Plasma T-shirts for staff A
 Face to Face conversations

e Direct Marketing — letters and emails to
potential donors, lapsed donors.

* Telemarketing — follow up calls on direct
marketing pieces.

e Displays in centre and potential mobiles
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SAVING LIVES, IT'S IN OUR ELOOD.
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The External Plasma Challenge

* The public has limited awareness of
plasma and its benefits

 Much tighter eligibility criteria for plasma.

* 90 minutes to complete a donation,
considerably longer than blood donation.

« Donor accessibility:
—Geographical access to plasma donor centres
—Opening hours and appointment availability
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Heart of Gold Campaign

e [n January 2015 we had 6697
plasma donors

« Heart of Gold launched in 2
waves during 2015

« By Jan 2016 we had 8680
plasma donors
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Digital Campaign
Custom Audiences & Geo targeting

‘s; New Zealand Blood Service ile Like Page

Auckland needs 346 more plasma donors. If you have a heart of gold, see i
you can donate now.

Donate Plasma Please

i you're already a blood donor, please congider switching 10 plasma donation as
the demand for plasma products is on the rise. Click the link 10 become a e-saving
plasma donar

Leam More

M New Zealand Blood Service

Giving plasma's a rewarding process. Learn all about it and see if you can
become a donor.

F often a
interval thal suits you best

on [LOGAL NUMBER). neas
B> fo make an spoorimer

give yaur tme slot {o ancther piasma donor.

Wil ook forward o sesing you next time, and thank you
for beng a fe-save

NZ needs 1,000 new plasma Donating is a 90 minute It creates u s
donors process products The Taam at Haw Zealand Blood Service

36,042 people rz;;u:_r'\g:c: Boost Post

IN QUR BLOO
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Impact of Heart of Gold among Active Donors

Source of awareness Message takeout
Donor centre | New Zealand needs more R
[0)
46% plasma donors 5704
Social media like Facebook I 33% 5 | d
I
ecome a plasma donor 45%
Mobile blood drive collection [ I 15% Encouraging you to donate
R I 4%
Brochure/leaflet [N 14% Demand for plasma is
0,
increasing I 20%
Emails from NZBS |IIIEENBN 14% ,
There’s a shortage of B 12%

plasma in New Zealand
Newspaper ads | 12%

NZBS newsletter I 11% Action taken

1%
Radio ads W 2%
Yes o
Family, friends or work colleagues B 2% 46%
mNo 53%
i 0
News item [ 1% Don't know

Some other source

I 10%
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Soclal Media Content calendar

« Consistent messaging and imagery
e Use of custom audiences in Facebook

« Instagram and Twitter

N; New Zealand Blood Service
b

Got a spare hour or two over summer? It would mean such a lot to have
your plasma donation. It takes about 60 mins to donate, so allow 90 mins all
up for form-fllmg and refreshments aflerwards!

www.nzblood.co.nz

:g nzbloodservice « Follow

nzbloodservice After her friends became
parents to a baby 13 weeks early,
@eleamodel began donating bleod to help
save the lives of premature babies in NZ!
We can't thank you encugh!

Repost from @eleamodel WORLD
PREMATURE MONTH S | am finally able to
donate again after a few months off to help
iy appendix heal . ANYWAYS! It's Waorld
Premature Month and I'd love to tell you a
pretty cool story. A couple of beautiful
friend of mine became parents 13 earlier
than they were prepared for! Luckily little
one is doing really well and my incredible
Friends have become incredible parents!
These amazing litthe ones NEED OUR HELP!
Plasra saves lives! And @nzbloodservice
are abways looking for new donoes! Each
hange the lives of up to

10 likes

NZBO® |, the three month wait between your whole blood donations, you could give
plasma up to six times instead. Read all about how to give plasma, then book an
appointment to try it yourself: bit.ly/TU2xMmt
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3) Making it easy

Added plasma machines into our 8" Donor Centre
Clear on criteria (plasma wheel)
Opening Hours

— 2013 — 321 hours per week

— 2018 — 384 hours per week

— Adding in late nights, _
— Review schedule to fit in more appointment slots
Rebooking

— Prompted: On site, phone call.
— Self Service: App, online.

www.nzblood.co.nz NZBm
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Mobile phone app v

mobilewebaward

 Launched in June 2016 2016

« Making it easier for donors to do business with us
e Online plasma eligibility quiz

Donating Plasma

Am | eligible to give plasma?

a8 1
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4) Improve the Donor Experience

e Expedited service — shorter nurse interview for
regular plasma donors.

e Free Wil
e Individualised care on beds
 Refreshments on bed
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Current Focus

 Why do plasma donor lapse?

e Walit times — no good driving in people if they have a bad
experience

e Opening hours — keep refining

* Increase staff face to face conversions - 3" party
outsourcing

* Refine targeting - Height and weight data collection

« Staff knowing the numbers and sharing the vision. Not
just what but WHY.

 What can we do differently to hit target?
e Data driven insights to help decision making

www.nzblood.co.nz ‘NZBL@
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Knowing our numbers

e Measures — what’s important?
e Know our donors

e Going from myth and anecdote, to

data driven decisions Panel growth required
= 2000 donors

Definition of lapsed Deferrals do not have a | Average tenure plasma
plasma donor = not significant impact on 20 months = Female
donated in 4 months donor churn 25 months = Males

10% plasma donors do 50% plasma donors Plasma donors 50%
not return for 2nd leave before the 10" less likely to churn
donation donation than whole blood
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Learnings

» Leadership focus is absolutely necessary
« Staff understanding the what and the why
* Donor-centric focus — remove barriers and improve

e Layer conversion opportunities by channels — on site,
conversation, email, phone call, advertising etc.

e Continuous online and offline awareness helps increase
conversion

« Continuous improvement: What can we do differently or refine?
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Thank you
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