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Abstract

This research aimed to determine the impact of the quality of ambulance services on the level of
satisfaction of beneficiaries of the Saudi Red Crescent Authority's services, and to determine the impact
of the variables of gender and frequency of service use on this satisfaction. To achieve the research
objectives, a descriptive approach was used through the design of a questionnaire consisting of (60)
statements. The research sample consisted of (120) beneficiaries of the Saudi Red Crescent Authority's

ambulance services. The research reached the following results:

The level of tangibility in the ambulance services provided by the Saudi Red Crescent

Authority, from the beneficiaries' perspective, was high.

The level of speed of response in the ambulance services provided by the Saudi Red Crescent

Authority, from the beneficiaries' perspective, was high.

The level of reliability in the ambulance services provided by the Saudi Red Crescent Authority,

from the beneficiaries’ perspective, was high.

The level of safety in the ambulance services provided by the Saudi Red Crescent Authority,

from the beneficiaries’ perspective, was high.

The level of empathy in the ambulance services provided by the Saudi Red Crescent Authority,
from the beneficiaries’ perspective, was high. - The dimensions of the quality of ambulance
services provided by the Saudi Red Crescent Authority, from the beneficiaries' perspective,
were ranked as follows, from highest to lowest: (speed of response, safety, reliability,

tangibility, and empathy).

Multiple regression analysis revealed a statistically significant effect of the dimensions of
ambulance service quality (tangibility, reliability, responsiveness, and safety) on beneficiary
satisfaction. However, the empathy dimension did not have a statistically significant effect on

beneficiary satisfaction.

There were no statistically significant differences in the mean scores of the study sample's
responses regarding the dimensions of ambulance service quality provided by the Saudi Red

Crescent Authority based on gender (male, female).

There were no statistically significant differences in the mean scores of the study sample’s
responses regarding satisfaction with the ambulance services provided by the Saudi Red

Crescent Authority based on gender (male, female).

There were statistically significant differences in the mean scores of the study sample's

responses regarding the dimensions of ambulance service quality provided by the Saudi Red




Crescent Authority based on the number of times the service was used. These differences
favored beneficiaries who used the service more than once. - There are statistically significant
differences between the average scores of the study sample's responses regarding satisfaction
with the ambulance services provided by the Saudi Red Crescent, based on the number of
times the service was used. These differences favor those who used the service more than

once.

The research presented several recommendations, the most important of which are:

Increasing the number of ambulance stations in densely populated and traffic-heavy areas, and
using GPS systems to direct the nearest ambulance crew to the scene of the incident. This will

contribute to reducing response time and improving user satisfaction with the speed of service.

Implementing regular training programs that focus on handling critical cases and making rapid
decisions, using simulated scenarios of real incidents. This will contribute to raising the

efficiency of paramedics and enhancing the reliability of ambulance services.

Continuing to upgrade ambulances and equip them with the latest medical equipment
necessary to handle various emergencies, while conducting regular maintenance of equipment

to ensure its continuous readiness during service delivery.

Implementing clear occupational safety procedures when dealing with patients and
transporting them to healthcare facilities, while monitoring adherence to approved medical
protocols to ensure the safe and effective delivery of services. - Organizing specialized training

courses in interpersonal communication skills and psychological support for the injured and

their families, enabling paramedics to handle emergencies in a humane manner that enhances

the patient's experience.

Establishing an electronic service evaluation system that allows patients to provide feedback
on response speed and the quality of emergency care, and using the evaluation results to

continuously improve performance.
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