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Abstract

This research aimed to determine the impact of the quality of ambulance services of the Saudi
Red Crescent Authority on the level of beneficiary satisfaction, and to identify the effect of
gender and frequency of service use on this satisfaction. Objectives: To assess the level of
ambulance service quality and beneficiary satisfaction, and to measure the impact of the five
quality dimensions (tangibility, reliability, responsiveness, safety, and empathy) on
satisfaction. Study Setting: Saudi Arabia — Saudi Red Crescent Authority. Methodology: A
descriptive-analytical approach was adopted using a 60-item questionnaire administered to a
sample of 120 ambulance service beneficiaries during the first quarter of 2026. Results: All
quality dimensions were rated high by beneficiaries, ranked from highest to lowest as:
responsiveness, safety, reliability, tangibility, and empathy. Multiple regression analysis
revealed a statistically significant effect of tangibility, reliability, responsiveness, and safety
on beneficiary satisfaction, while empathy showed no significant effect. No significant
differences were found by gender, whereas significant differences favored those who used the
service more than once. Recommendations: The study recommends increasing ambulance
deployment points, adopting GPS dispatch systems, conducting periodic paramedic training,
upgrading medical equipment, and establishing an electronic service evaluation system.
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