
By cre ating a te c h n o l ogy solution for Bi o L i fe, a
De e rf i e l d, Ill.-based subsidiary of Ba xter He a l t h ca re
Co rp. , Adva nta helped bring 23 of Bi o L i fe’s 100 plas-
ma donation ce nters online. The sys tem not only
i m p roves customer serv i ce and streamlines business
p roce s s e s, but also solves a marketing problem by
obtaining more donations and increasing re te nt i o n
rate s.

The goals of this te c h n o l ogy solution we re to
i n c rease business, i m p rove customer sat i s f a ct i o n ,
and lower inte rnal co s t s. While using the Web to
improve customer
satisfaction and
i n c rease business is
not exactly a new
i d e a , a co m p u ter sys-
tem that actually
d oes what it pro m i s-
es is ce rtainly re f re s h-
i n g.

“We thought
we’d improve inte r-
nal processes and
customer service
with the implemen-
tation of a Web-
based appo i nt m e nt
system and affinity
program, but now
we expect the
increased plasma
yield to equal a new $2 million dona-
tion center,” says André Büchner,
manager of marketing and co rpo rate
co m m u n i cations at Bi o L i fe Pl a s m a
Se rv i ce s.

Most of the 45,000 donors at Bi o-
L i fe’s 23 plasma ce nters are re g u l a r s
who re ce i ve monetary co m pe n s a-
tion for their co m m i t m e nt to the
Web-based prog ra m .

Donors can choose to have their
m o n ey cashed out in the short te rm ,
s ave d, cashed out at a later date, or donated to a
c h a ri ty. Each donation yields about 816 milliliters of
p l a s m a , the pale ye l l ow liquid po rtion of the blood
t h at helps in the circ u l ation of red and white blood
cells and plate l e t s.

EFFICIENCY GENERATES T H RO U G H P U T
Adva nt a’s sys tem was first implemented in Octo be r
2 0 0 1 , and since then, Bi o L i fe has handled more than
1.2 million appo i nt m e nts online — 50% fro m
d o n o r s. M r. Büchner ex pe cts the total to increase by
80,000 to 90,000 each mont h .

“We reached our millionth online appo i nt m e nt
in June of last ye a r,” M r. Büchner says.“Th at’s a lot of
time our employees didn’t spend writing and
rescheduling appo i nt m e nts manually. The new sys-
tem allows us to be more efficient in our ope rat i o n s.

We’ve re d u ced the number of phone ca l l s
re ce i ved be cause our donors are scheduling
their appo i nt m e nts themselve s.We are using
this ext ra time to improve our customer ser-
v i ce within the ce nte r.”

ATT RACTING AND KEEPING
D O N O R S

As in any business, it is often more va l u-
able to focus on keeping existing custo m e r s
than to spend huge marketing dollars acquir-
ing new ones.

T h e r e f o r e ,
i n c reasing thro u g h-
put per donor is an
i m po rt a nt goal 

“In technology
and in marketing,
we always try to be
on the cutting
e d g e,” M r. B ü c h n e r
s ays. “Our co m pe t i-
tion for donors isn’t
other plasma co m-
panies, it’s every-
thing else donors
can do in their fre e
t i m e.”

L i ke smart re t a i l-
e r s, Bi o L i fe is wo rk-
ing to enhance the
experience for

d o n o r s. At this po i nt, a bout 18,000 donors have
signed up for a rewa rds prog ram Bi o L i fe has set up
with My Po i nt s. co m .

The prog ram rewa rds fre q u e nt and long-te rm
donors with bonus po i nts for the number of dona-

tions made over one-month and fo u r - m o nth pe ri-
od s. Donors can then redeem these po i nts for gift
ce rt i f i cates at popular sto re s.

In addition to enco u raging donat i o n s, Bi o L i fe
uses the rewa rds sys tem to level serv i ce cru n c h e s
and slow pe ri ods by increasing po i nts for off-pe a k
h o u r s.

The resulting streamlined serv i ce speeds up the
donation process and encourages more visits
be cause donors can rely on being in and out faste r.
Without fully auto m ate d, Web-enabled donor man-
agement, such a rewards program would be
ext remely difficult, if not impo s s i b l e, to administe r.

The online scheduling sys tem and rewa rds pro-
g rams are both examples of how te c h n o l og i cal and
m a rket fo rces are moving the back office and the
Web ever closer.

Without the re s o u rces to set up a prog ram such
as this himself, M r. Büchner views the part n e r s h i p
with My Po i nts as a gre at way to offer donors a bro a d
range of rewa rd oppo rt u n i t i e s.

In addition, the My Po i nts netwo rk of part n e r s
m ay provide Mr. Büchner with some oppo rt u n i t i e s
for cro s s - m a rke t i n g.

WO R K LOAD BA LA N C I N G
The new sys tems also help to re a l l ocate the

wo rkload and avoid serv i ce crunches and dro u g ht s.
“The hours around lunch are traditionally slowe r,”

M r.Büchner says.“The new sys tem helps to optimize
the flow of donors throughout the day by using
po i nts to pro m o te slow hours.”

The online sys tem also allowed the co m p a ny to
t rack demog raphic stat i s t i c s,which acco rding to Bi o-
L i fe exe c u t i ves we re somew h at surp ri s i n g.

“We ex pe cted our Am e s, Iowa ce nte r, in a We b -
conscious college tow n , to lead in online boo ki n g s,”
M r. Büchner says.“ But No rth Da kota leads with 60%
of boo kings done online and Ames is rather low.”

INCREASING SYSTEM RO I
Si n ce the marketing cost to acquire a new donor

is be tween $30 and $60, i n c reasing throughput pe r
donor and donor sat i s f a ction makes for good busi-
n e s s. Th at’s why Bi o L i fe, l i ke any smart re t a i l e r, i s
enhancing the customer ex pe ri e n ce.
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We b - Enabled Ap po i nt m e nt Sys tem and
Promotions Prog ram De fers Co s t of New Fa c i l i ty
A DVA N TA SOLU T I O N S’ WEB-ENABLED APPOINTMENT SYSTEM HELPED BIOLIFE IMPROVE CUSTOMER SERVICE AND STREAM-

LINE BUSINESS PRO C E S S E S , WHILE SOLVING A MARKETING PROBLEM BY OBTAINING MORE DONATIONS AND INCREASING

RETENTION RATES AT ITS BLOOD DONOR CENTERS.

W e t h o u g h t w e ’ d
i m p rove processes and
c u s tomer serv i ce with a
We b - b a s e d a p po i nt-
m e nt sys te m , but now
we ex pe ct to incre a s e
plasma yield as we l l .

André Büchner

Ma n a g e r, m a rketing and 

co rpo rate co m m u n i cat i o n s,
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In addition to
scheduling appo i nt-
ments from home
computers, donors
can access the sys-
tem from scheduling
kiosks in donor ce n-
te r s.

Fu rt h e r, the sys-
tem enables them to
schedule childcare
during their dona-
tion visits; most ce n-
ters include childca re
f a c i l i t i e s.

Ac co rding to Mr. B ü c h n e r, Bi o L i fe
was able to maximize its re t u rn on
i nve s t m e nt be cause the online
donor management sys tem has
expanded the co m p a ny’s vision
while staying within its budget.

“The senior project manager
found a dozen ways to make the
te c h n o l ogy give back more efficiency
and co nve n i e n ce for the dollar,” h e
s ays.“Th ey made our first ent ry into e-

business surprisingly successful. Internet
l ate n cy gave rise to one early problem that
t h ey soon cleaned up.”

A RCHITECTURE AND IMPLEMEN-
TATION CHALLENGES

The Adva nta sys tem and inte rf a ces we re
built using Co l d Fu-
sion 4.5 and we re
o p t i m i zed fo r
Ne t s ca pe and
Mi c ro s o ft Inte rn e t
Ex p l o re r. Mi c ro s o ft
SQL Se rver is the
d at a b a s e. It runs on
two Compaq serve r s
with dual 700-MHz
Pe ntium proce s s o r s
and one gigaby te of
m e m o ry.

Technically, the
hardest part was
defining and build-
ing an online two -
way inte rf a ce with
My Po i nt s.

H E A LTHY GROWT H
In 2000, the co m p a ny that was kn own as Co m-

m u n i ty Bi o - Re s o u rce s, (which merged with Se re -
Te c - Bi o l og i cals to fo rm Bi o L i fe in De ce m ber 2001)
owned about 22 plasma ce nte r s. Of those, only two
we re boo king online throughout 2001.

The remaining ce nters we re bro u g ht online in a
ve ry short timeframe at the end of 2001, in groups of
a bout five.

Bi o L i fe now ope rates more than 100 plasma ce n-
ters throughout the Un i ted St ate s, with 24 ce nte r s
c u rre ntly part i c i p ating in the online scheduling and
rewa rds prog ra m .

And about 50% of donations at these “o n l i n e
ce nte r s” a re scheduled by donors over the We b,
which gives them co nt rol and frees staff of mun-
dane scheduling tasks.

Leon Chalnick is president of Advanta Solutions Inc. ,
l oca ted in Long Be a c h ,Ca l i f. Founded in 1989, Adva n t a
Solutions develops Web-enabled solutions. For more
i n fo r m a t i o n ,visit www. a dva n t a s o l u t i o n s. co m .✦

Ph a rm a Vo i ce we l comes co m m e nts about this

a rt i c l e.E-mail us at fe e db a c k @ p h a rm avo i ce. co m .
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L i ke s m a rt re t a i l e r s,
Bi o L i fe is wo rking to 
e n h a n ce the ex pe ri e n ce
of donors. About 18,000
donors have signed up
for a rewa rds prog ra m
Bi o L i fe has set up with
My Po i nt s. co m .

Leon Ch a l n i c k
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