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ABSTRACT

The ultimate goal of any pre-hospital emergency medical service system is to
save lives in out of hospital contexts. There is limited and fragmented information
available concerning the performance of the pre-hospital emergency medical services
in Klang Valley, Malaysia. Therefore, this study aims to explore the performance of
the pre-hospital emergency medical services in the Klang Valley region. It also
proposes guidance for quality improvement. A literature review and Donabedian’s
quality of care framework were used as the conceptual framework for this study.

Three pre-hospital emergency medical service performance components were
the primary variables used to answer the research question. Each of these components
has two variables, namely: 1) structure: competency of the personnel and readiness of
equipment and supplies; 2) process: response time intervals and adherence to out of
hospital cardiac arrest protocols; and 3) outcome: out of hospital cardiac arrest
survival rates and satisfaction about receiving the service. The qualitative data
obtained were embedded in quantitative data. Both human and non-human sampling
were employed for the quantitative data and the key informants were mainly
emergency physician, nurses, assistant medical officers and drivers.

The findings reveal that the most of personnel perceived to have the
competency needed for all the items measured is above 90% except for the invasive
procedure and administering medication items. All the ambulances were complete
with equipment and supplies, and ready to be used. According to the process, the
response time was 20.83+10.72 minutes and 41.8% of 213 of out of hospital cardiac
arrest cases adhered to the protocols. The out of hospital cardiac arrest survival rates,
one of the study outcomes, was 22.5% based on experiencing cardiac arrest who had
received the service and 16.8% include of both having received the service and
obvious death during arrival of ambulance. Customer satisfaction mean score was
3.12+0.88 in a 1- 5 scale. All the relevant qualitative data were merged into a few
categories relating to issues and a few categories to strategy that could affect the
performance. Based on the overall finding of each variable, the direction of quality
improvement was formulated by using stakeholders’ responsible approach concepts.
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The stakeholders are consisting of Ministry of Health, Medical Emergency
Coordination Center, pre-hospital personnel and the public.

A result from this study provides an overview of the Klang Valley, Malaysia
pre-hospital emergency medical service performance. The findings could be
considered essential to the Medical Emergency Coordination Center to make
improvements of its pre-hospital emergency medical service system. Such
improvements would benefit both the providers and the users. Finally, survival rate
among those who experience out of hospital cardiac arrest will be increased.
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