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	Document type
	Supplementary qualitative instrument

	Language
	English-language version

	Study population
	NHIS enrollees attending outpatient services

	Interview mode
	In-depth interview; audio-recorded with consent


	Note: This guide was developed specifically for this study and has not been previously published. It was informed by the study objectives, relevant literature, expert review, pilot testing, and the conceptual framing of patient satisfaction and health service utilization.


Purpose of the Interview
The interview explores NHIS enrollees' experiences of waiting time, satisfaction with healthcare services, and willingness to continue using NHIS services. Qualitative findings were used to explain and contextualize the quantitative findings on waiting-time perception, satisfaction, and continued use.
Instructions to the Interviewer
· Thank the participant for agreeing to take part in the interview and explain that the discussion will focus on their experience of accessing healthcare services under NHIS in this hospital.
· Confirm that participation is voluntary, responses will be treated confidentially, and the participant may decline to answer any question or stop the interview at any time without consequences.
· Obtain written informed consent before the interview begins. Request permission to audio-record the interview. If permission is not granted, take detailed written notes instead.
· Conduct the interview in a private and comfortable location within the hospital to ensure confidentiality.
Section A: Opening Question
Main question 1: Can you describe your overall experience of accessing healthcare services under NHIS in this hospital?
	Probes:
• How would you describe your most recent visit?
• What was easy or difficult about accessing care?
• What stood out most during your visit?
• How did the experience compare with what you expected from NHIS services?


Section B: Waiting-Time Experiences and Perception
Main question 2: How would you describe the waiting time before you received care or treatment?
	Probes:
• How long did you wait before being attended to?
• At what point in the care process did you experience the longest delay?
• How did you feel while waiting?
• Was the waiting time acceptable or unacceptable to you? Please explain.


Main question 3: What factors, if any, contributed to the waiting time you experienced?
	Probes:
• Did treatment-code generation or authorization contribute to the delay?
• Did administrative procedures at the NHIS/HMO desk affect the waiting time?
• Did provider availability or lateness contribute to the delay?
• Did queue management or perceived queue-jumping affect the waiting time?
• Were delays related to laboratory, pharmacy, or diagnostic services?
• Were hospital procedures clear or unclear to you?


Main question 4: How did the waiting time affect your overall experience of care?
	Probes:
• Did the waiting time affect your confidence in the service?
• Did it affect your comfort, stress level, or daily activities?
• Did it affect how you judged the quality of care?
• Did it affect how you felt about being an NHIS enrollee?


Section C: Satisfaction with NHIS Healthcare Services
Main question 5: Overall, how satisfied or dissatisfied are you with the healthcare services you receive under NHIS in this hospital?
	Probes:
• What aspects of the service made you satisfied?
• What aspects of the service made you dissatisfied?
• Did waiting time affect your satisfaction? How?
• Did the quality of treatment affect your satisfaction?
• Did access to specialist care affect your satisfaction?
• Did the affordability of care under NHIS affect your satisfaction?
• Did medication availability or effectiveness affect your satisfaction?
• Did communication or staff attitude affect your satisfaction?


Main question 6: How did administrative procedures, such as treatment-code generation or authorization, affect your satisfaction with NHIS services?
	Probes:
• Were the procedures clear to you?
• Were the procedures timely or delayed?
• Did you receive adequate information about the process?
• How did these procedures affect your overall impression of the service?


Section D: Willingness to Continue Using NHIS Services
Main question 7: Are you willing to continue using NHIS healthcare services? Please explain your answer.
	Probes:
• What encourages you to continue using NHIS services?
• What discourages you from continuing to use NHIS services?
• Does the financial benefit of NHIS influence your willingness to continue?
• Does waiting time influence your willingness to continue?
• Does satisfaction or dissatisfaction with treatment influence your willingness to continue?
• Do medication stock-outs or out-of-pocket payments influence your willingness to continue?
• Would you recommend continued NHIS use to others? Why or why not?


Main question 8: How do waiting time and satisfaction together influence your willingness to continue using NHIS services?
	Probes:
• Does affordability outweigh the inconvenience of waiting?
• Would shorter waiting time make you more willing to continue?
• Would persistent delays make you reconsider continued use?
• What service experience would make you more confident about continuing with NHIS?


Section E: Contextual Service-Delivery Factors
Main question 9: Apart from waiting time, are there other service-related factors that affect your experience of NHIS services in this hospital?
	Probes:
• How does drug availability affect your experience?
• How do experiences with medications, investigations, or diagnostic services affect your satisfaction or willingness to continue using NHIS services?
• How do out-of-pocket payments affect your experience?
• How does communication with healthcare workers affect your experience?
• How does staff attitude affect your experience?
• How does the availability of specialist care affect your experience?
• How do hospital procedures affect your experience?
• How do these factors relate to your satisfaction or willingness to continue using NHIS services?


Section F: Recommendations for Improvement
Main question 10: What changes would you recommend to reduce waiting time and improve patient experience under NHIS in this hospital?
	Probes:
• What should be done to improve treatment-code generation or authorization?
• What should be done to improve queue management?
• What should be done to improve provider punctuality or availability?
• What should be done to improve medication availability?
• What should be done to improve communication with patients?
• What should be done to make NHIS services more satisfactory?


Section G: Closing Question
Main question 11: Is there anything else you would like to add about your experience with waiting time, satisfaction, or continued use of NHIS services?
	Probes:
• Can you explain further?
• Can you give an example?
• How did that experience affect you?
• How often does this happen?
• What happened before you received care?
• How did this influence your satisfaction?
• How did this influence your willingness to continue using NHIS services?
• What should be done differently?


Abbreviations: NHIS, National Health Insurance Scheme; HMO, Health Maintenance Organisation.
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