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Service quality and efficiency improvement of distribution services unit of National Blood Centre of
Thai Red Cross Society (NBC-TRCS) is more coricerned for quality assurance. How is the performance on
distribution services process and system, wether the hospital members satisfy and meet the needs of them. The
aim of this study is to determine the perceptions of those messengers from various hospitals in Bangkok metropolis
(total number of 97 hospitals). Cross — sectional descriptive study was conducted by interviewing the blood
messengers during October to December 2004.
The result of the study showed that the majority of the respondents were male (93.4%), 20-40 years old
(73.2%), main job were drivers and messengers (84.7% ). Level of education were below bachelor (84.7%). All
respondents were orientation regarding blood and blood packing. There were only 66.1% of them making
appointment and telephone is common use (91.7%). The range of waiting time were between 15 — 45 minutes
(77.1% ), main cause of more waiting time is inadequate blood products (98.4%). Satisfaction mean scores on 4
steps of service processes (order, register, checking and distributed and 2 parts as place and personnel
performance). The results revealed that all 4 steps of service processes and personnel were rated as high mean
scores (4 of 5 scores level) , only place was dissatisfied with below 3 score levels as follows : seat inadequate (2.8
scores ) poor ventilation (2.8 scores) and crowed (2.8 scores). Further analyses showed that type and size of public
and private hospitals had statistically significant differences of satisfaction mean scores on specific of service steps
{p < 0.01). More blood technical messenger and higher education personnel of blood bank were rated higher
satisfaction mean scores than drivers and messengers and high education make satisfaction index scores low in
some step with statistically significance ( p <0.05)
All distribution service processes and system needed to be improved as specified and also especially the
place, environment and facilities. Appointment system, communication system and just in time approach from
ordering to production and distribution should be developed to gain more satisfaction score and meet the

expectation and needs.
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