Lo, (Ssiua Ao gasaadl jaa¥l Dlgl) Lt Ldleu) clasdl) Baga il
Ol

CAry

The Impact of Ambulance Service Quality of the Saudi Red Crescent
Authority on Beneficiary Satisfaction

) daae iy Jlia
Manal bint Mohammed Al-Johani

)Y 4l — Jlael 5))a) iiale LdUa

Master's Student, Business Administration - College of Management
Mya e ) deall e Jeanall & calyd)

2026,



Gaal) Laila

(el Ly (g5iee o gagmal) jea¥) Dlgll digd Lalewy) cloadl) s3ga il maad ) Gandl 138 Cina
Glaadll Baga (griwe ok Yl @lld & Aeadll (e BaliY) Gilye 2oy eldnll gl (5 il s
) cdalaall ¢ Y cAlana¥) e pus cAgalaie V) o galall( desedd) 5asall sl 51 uldly ¢ Cpadicd) Liayg Llew)
Gl adiel dagidl. sagadl ) Dl da — Lagadl Ayl Alaall: duhyall K Cpadidd) Lay e
ot (e Tasions) 120( Lealsi B Lo i (5ie) 60( G 03 i) DA G bl iagl) ol
Aalay) Sladll 53ga dlad paen (g g i) gilul) cupglal: illl. 2026 sl e J5Y) anll DA ddlay)
cApasalal) daalae¥) OlaY) (Alaaal) dejur (S N eI e laih slag copuitad) 5 dgag (e
Ay dnlaeY) dagaldll( 2l Adlas AN 63 5 agmg e 22l laai) Jidan CaiSy). Calaladl
gl el (g3 Lilias] Alls 3958 sagi ol LS. Calalaill aad 3 il o g cgpaiina) Ly o) olaY)
Ll 533 Gl st Slaasill Ba o ST A0 Dol (e il AUy G558 Cian Laty ¢ e laaY)
Cpncnall Fupsd Aaa)B praly 2y cdolaiuY) (o) Sl adlsall aaas Aadl aladsaly ccilany) Gbbu 30

Aandl) il 35 ) a3 L)y cdlal) ljpgatll uaads,

zisal (@il aal) gl opiaal) Loy ddlauy) cladl) cladll i dalizal) claly
SERVQUAL.

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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