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Abstract

This study aimed to identify the impact of risk management on improving the quality of
ambulance services and enhancing the patient experience: an applied study at the Saudi Red
Crescent Authority in Riyadh. This was achieved by measuring the impact of risk identification and
assessment, risk response and crisis management, and continuous monitoring and improvement of
risk management on improving the quality of ambulance services and the patient experience. The
study employed a quantitative approach, using a questionnaire as the primary data collection tool.
The questionnaire was distributed to a sample of Y17 employees of the Saudi Red Crescent
Authority in Riyadh, representing various administrative, technical, and field levels. The data were
analyzed using appropriate statistical methods to test the study hypotheses and answer its research
questions. The results showed a high level of implementation of risk management practices within
the Authority. Furthermore, the study demonstrated a statistically significant positive impact of risk
identification and assessment, risk response and crisis management, and continuous monitoring and
improvement of risk management on improving the quality of ambulance services and the patient
experience. The results confirmed that effective risk management contributes to faster response
times to emergencies, improved operational efficiency, reduced errors, and enhanced patient
satisfaction with the services provided. The study recommended strengthening the implementation
of enterprise risk management, developing risk identification and assessment systems, updating
emergency response plans, increasing investment in ambulance personnel training, and enhancing
the use of digital technologies and artificial intelligence to support risk management processes. It
also emphasized the importance of continuing to develop performance indicators and continuous
improvement programs to enhance the quality of ambulance services and provide an exceptional
patient experience.

Keywords: Risk management - Quality of ambulance services - Patient experience - Saudi
Red Crescent Authority - Crisis management - Improving organizational performance.
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