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A Study of the Mediating Variables between Service Delivery

Environments and Blood Donation Loyalty

Nichcha Pairatana’
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Napaporn Khantanapha3

Abstract
This research looked into of the effects of the service delivery environments (social and
physical) on blood donation loyalty through mediating variables i.e., the perceived value of
donation, donation satisfaction and trust in blood donation centre respectively. Structural
equation modeling was applied by means of smart PLG graph and AMOS. Empirical data was
collected by questionnaires that were distributed after blood donation to 500 donors. The
results showed that social environment, particularly social network, value and public mind to
help society directly influenced the perceived value of donation while the positive staff
emotion resulted in  positive donation satisfaction. For physical environment, the service
delivery quality e.g.,, the blood donation tools and equipment, especially, the staff expertise,

significantly and directly affected the donors’ satisfaction, and led to blood donor loyalty.
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