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• Large country –

about 25 times 

larger than Vietnam 

but only about a 

quarter of the 

population

• 95 donor centres 

(mainly fixed sites)

• 4 Main processing 

and testing centres

• 10 inventory depots

Australia



We will collect more apheresis than 
whole blood this year

• Approximately 25L/’000 population



We will collect about 67 petrol 
tankers worth of plasma this year!

• Approximately 740,000L of plasma will be sent for fractionation this year

• 180,000L of WB recovered, 560,000L of Apheresis plasma

• One onshore fractionator (CSL)



Australian sourced Immunoglobulin is 
not keeping pace with demand growth

Australia was 100% 

self-sufficient for Ig in 

2003/04 ~11% 
demand growth 





Our Objective:

A manageable, ethical, safe, and 

affordable level of Ig sufficiency 

through domestic plasma production 

to assure Security of Supply for 

Australian patients.
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Expanding the apheresis panel
Donor 

Pathways



Building the plasma story
Finding a unified and consistent way of talking about plasma

What is 

plasma?

What is plasma 

used for?

Why do 

we need 

plasma?
What is it like 

to donate 

plasma?

Why donate 

plasma 

A new 

plasma 

story



New Campaigns

Pull-up banners & tent cards  



• Full Paper – Donor Questionnaire:

• 47 questions for new or lapsed 

donors returning

• 24 questions for regular donors

• Electronic Donor Questionnaire for 

plasma

• Down to only 12 questions 

for plasma donors at 

dedicated plasma centres

• Significant time reduction of 9 mins on 

average (or 30%) in time to couch

Shorter, electronic 
questionnaires

Self-

Service 

Tech



Self-service experience

Our new self-service experience comprises of digital assets, that together 

work smart and deliver a seamless, personalised and memorable 

experience for our customers



Self-service web experience

Donors now have greater flexibility 

and can log in to manage 

appointments in real time

Book, cancel and 

re-schedule appointments

View their donation history

View health statistics

Send feedback, ask questions



Helpbot



Self Service Mobile App

Benefits to donors include:

– Saves time! Enables appointment booking, 

rescheduling or cancelation from their phone

– Finding the nearest donor centre, see 

appointment times, provides directions and 

opening hours

– Checking their eligibility to donate and see 

Frequently Asked Questions

– View their total number of donations and see 

their blood type



Results
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Increasing Self-Service Appointments 



Townsville Canberra

• Opened Sept 2017

Refurbished

• New Processes

• New Technology

• New Centre

• New Staff 

• New Donor Panel

• New Processes

• New Technology

• Opened April 2018

2 New 
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A changing 
collection network



So far:

• 4,000 donors

• >16,000 donations

• Productivity +13% over 

national result already

• It is already the 4th

largest plasma 

collection centre in 

Australia

Canberra



Year on Year:

• -15% cost to collect

• +18% productivity

• +26% panel

• +9% frequency

Townsville



Townsville floods



The challenge for voluntary non-
remunerated plasma panels



The plasma panel is growing

• 173,000 apheresis plasma donors as at December 18

• +12% growth over December 17



Overall frequency is slowly declining



National

…but frequency of ‘regular’ donors is 
increasing



33% of 

apheresis 

donors in 

2018 only 

donated 

once

How to tackle those one time donors



The high intensity donors are 
pushing growth

2015 2018



In conclusion

• Build slowly initially

• Share the story

• Honour the donor’s time

• Create the right experience

• Nurture the new donors



THANK YOU


