Item Pool

Five-point evaluative rating scale:
1 = Poor, 2 = Acceptable, 3 = Good, 4 = Very Good, 5 = Excellent
Main Theories and frameworks:
PREMs / CAHPS / CG-CAHPS
Picker principles
SERVQUAL
Service recovery literature 
Justice-based recovery literature
Optimization Practices Principles
PSQ-18 (RAND)
RECOVSAT

1) Demographic:
Administrative region: 
Type of medical facility: 
Government Hospital, Private Hospital, Government Clinic, Private Clinic 
Gender: 	Male		Female 
Age: 18-24 	25-34	35-44	45-54 	55-64	65-Above 
First Visit: 	Yes		No 
Education: 	Less than High School, High School, Bachelor, Postgraduate Education 
Visit Type:	Medical Consultation	Follow-up	Emergency visit 

2) Journey Stages Experience 

2.1 Pre-Visit Evaluation
Logic: 
Access, information, and communication before care.
Main Sources: 
CAHPS/CG-CAHPS
Items: 
PVE1. The ease of arranging my appointment before the visit was (Ajam et al., 2023)
PVE2. The ease of obtaining practical information before my visit was (Liu et al., 2023)
PVE3. The timeliness of responses to my pre-visit inquiries was  (Morag et al., 2023)
PVE4. The clarity of what I could expect before the visit was  (Gur et al., 2025)

2.2 During-Visit Evaluation
Logic: 
Patient experience during care encounters, provider/staff experience domains
Main Sources:
CAHPS/HCAHPS
Items: 
DVE1. The smoothness of the registration/check-in process during my visit was  (Liu et al., 2023)
DVE2. The perceived quality of my experience at the main care/service point I visited was  (Alharbi, 2023)
DVE3. The ease of completing the required steps at the service points during my visit was (Cunha et al., 2026)
DVE4. The clarity of the next steps I needed to take during my visit was (Cunha et al., 2026)

2.3 Post-Visit Evaluation
Logic: 
Information after care, follow-up, and continuity/next steps
Main Sources:
CAHPS/HCAHPS, Picker. 
Items: 
POSE1. The clarity of what I needed to do after my visit was (Gualandi et al., 2019)
POSE2. The ease of completing the follow-up needed after the visit was (Edgman-Levitan & Schoenbaum, 2021)
POSE3. The ease of obtaining my results or reports after the visit was (Tian et al., 2024)
POSE4. The availability of contacting to the staff after my visit was (Garner et al., 2020)
 
3) Operational and Administrative Process Experience

3.1 Waiting Time Experience

Logic: 
Acceptability, fairness, clarity, and management
Main Sources:
Optimization Practices Principles, HCAHPS
Items: 
WTE1. Satisfaction of the amount of time I waited during my visit was (AlShammari et al., 2025)
WTE2. The clarity of information provided about the reasons for waiting was (Çamcı & Gökhan, 2025)
WTE3. The way my waiting time was managed during my visit was (Jiamsanguanwong et al., 2022)
WTE4. The clarity of information about the expected waiting time was (Liu et al., 2024)

3.2 Administrative Procedures

Logic: 
Administrative ease, paperwork clarity, and convenience.
Main Sources:
PSQ-18 (RAND)
Items: 
AP1. The ease of completing required administrative procedures was …(Toritsemogba Tosanbami Omaghomi et al., 2024)
AP2. The clarity of forms and administrative requirements was … (Toritsemogba Tosanbami Omaghomi et al., 2024)
AP3. The amount of administrative producers required was reasonable … (Al Harbi et al., 2024)
AP4. The organization of the administrative procedures was (Sahoo & Khatun, 2025)
3.3 Operational Coordination
Logic: 
Coordination of care, continuity and smooth transitions, Optimization Practices Principles
Main Sources:
CAHPS/PCMH, Picker, Optimization Practices Principles
Items: 
OC1. The level of coordination among the different services involved in my visit was (Khatri et al., 2023)
OC2. The easy of transfer of patients and information between services was (Scarponi et al., 2022)
OC3. The extent to which unnecessary repetition of the same information was avoided was (Hilt et al., 2020)
OC4. The clarity of directions guiding me to the appropriate service or department was (Ferrara et al., 2021)

4) Communication and Patient–Provider Interaction

4.1 Clarity of Information
Logic: 
Communication measures
Main Sources:
CG-CAHPS
Items: 
CI1. The clarity of the explanations I received was (Koo et al., 2023)
CI2. The ease of understanding the information provided to me was (Huang et al., 2024)
CI3. The sufficiency of information and instructions I received (Huang et al., 2024)
CI4. The usefulness of the information provided to me was (Toritsemogba Tosanbami Omaghomi et al., 2024)

4.2 Empathy and Respect
Logic: 
Empathy/respect
Main Sources:
Picker principles
Items: 
ER1. The respect level shown to me by staff was (Kennedy, 2017)
ER2. The degree of empathy shown by staff during my visit was (Jonkisz et al., 2022)
ER3. The consideration to my needs and concerns was (Luther et al., 2025)
ER4. The extent to which staff listened carefully to me was (Rhys et al., 2024)

4.3 Responsiveness
Logic: 
Staff responsiveness, responsiveness
Main Sources:
HCAHPS/CAHPS, SERVQUAL.
Items: 
RS1. The promptness of staff responses to my requests during the visit was (Shie et al., 2022)
RS2. The willingness of staff to help when I needed assistance was (Almomani et al., 2020)
RS3. The way my requests and inquiries were handled was (Mesca & Storace, 2025)
RS4. The extent to which staff followed up on my requests until they were completed was (Tax et al., 1998)

5) Digital and Environmental Experience

5.1 Digital Experience
Logic: 
Health IT set
Main Sources:
CAHPS 
Items: 
DX1. The ease of using the organization’s digital services was (Meyer, 2020)
DX2. The clarity of digital messages and communications was (Ko, 2023)
DX3. The speed of accessing care-related information through digital channels was (Meyer, 2020)
DX4. The accuracy of the digital information provided to me (Morag et al., 2023)

5.2 Physical Environment
Logic: 
Cleanliness, comfort, and physical conditions 
Main Sources:
HCAHPS, SERVQUAL, Picker.
Items: 
PEV1. The degree of cleanliness of the facility was (Turcotte-Tremblay et al., 2023)
PEV2. The level of comfort of the physical environment was (Eva Khodijah et al., 2025)
PEV3. The privacy degree provided in the facility was … (Al-Assaf et al., 2024)
PEV4. The level of quietness in the facility was (de Lima Andrade et al., 2021)

5.3 Accessibility and Convenience
Logic: 
Accessibility and convenience
Main Sources:
CAHPS, PSQ-18 (RAND)
Items: 
AC1. The ease of accessing the facility was (Hammond et al., 2025)
AC2. The clarity of directions within the facility was (Al-Sharaa et al., 2022) 
AC3. The ease of moving between the departments or locations I needed was (Chen et al., 2023)
AC4. The availability of assistance tools for moving within the facility was (Gitlin et al., 2017)

6) Global Patient Experience Criterion Item

Overall Experience
Logic: 
Patient Experience 
Main Sources:
PREMs 
Items: 
GPE1. Overall, my experience throughout the service experience was well organized, coordinated, and consistent across all stages (Lemon & Verhoef, 2016; Oben, 2020; Sahoo & Khatun, 2025)

7) Patient Satisfaction

Overall Patient Satisfaction 
Logic: 
General satisfaction
Main Sources:
PSQ-18 (RAND).
Items: 
OPS1. My overall satisfaction with the healthcare services I received was (Alhajri et al., 2023; Asabea Addo et al., 2020; Gualandi et al., 2021)
OPS2. The extent to which the healthcare services I received met my expectations was (Asabea Addo et al., 2020; Liu et al., 2024)
OPS3. My overall satisfaction with the whole organization was (Cheon et al., 2024; Gupta et al., 2022; Kennedy, 2017)
OPS4. The extent to which the healthcare services I received was appropriate for the time and effort invested was (Alzaid Mariam N. & Sultan Abdullah J., 2023; Jiamsanguanwong et al., 2022)

8) Service Recovery
Did you experience any problems, complaints, or service-related dissatisfaction during your last visit to a healthcare facility?
Yes			No
If Yes
Service Recovery Mechanism 
Logic: 
Readiness, fairness, clarity, and effectiveness
Main Sources:
Service recovery literature, justice-based recovery literature, RECOVSAT
Items: 
SR1. The organization’s readiness to deal appropriately with service-related problems or complaints was (Alzaid Mariam N. & Sultan Abdullah J., 2023; Gupta et al., 2022; Kuoppala et al., 2024)
SR2. The clarity of the organization’s response to service-related issues was (Gupta et al., 2022; Siriyota & Chokpiriyawat, 2025)
SR3. The effectiveness of the organization in resolving service-related issues was (Sahoo & Khatun, 2025; Siriyota & Chokpiriyawat, 2025)
SR4. The extent to which the solution provided to address the issue was appropriate was (Gao et al., 2022)


Preliminary Measurement Framework and Item Pool
	Main Construct
	Sub-Dimension
	Logic
	Main Theories and frameworks
	Preliminary Items

	Journey Stages Experience
	Pre-Visit Evaluation
	Access, information, and communication before care
	CAHPS / CG-CAHPS
PREMs
	PVE1
PVE2
PVE3
PVE4

	Journey Stages Experience
	During-Visit Evaluation
	Patient experience during care encounters, provider/staff experience domains
	CAHPS / HCAHPS
PREMs
	DVE1
DVE2
DVE3
DVE4

	Journey Stages Experience
	Post-Visit Evaluation
	Information after care, follow-up, and continuity/next steps
	CAHPS / HCAHPS, Picker
PREMs
	POSE1
POSE2
POSE3
POSE4

	Operational and Administrative Process Experience
	Waiting Time Experience
	Acceptability, fairness, clarity, and management
	Optimization Practices Principles, HCAHPS
	WTE1
WTE2
WTE3
WTE4

	Operational and Administrative Process Experience
	Administrative Procedures
	Administrative ease, paperwork clarity, and convenience
	PSQ-18 (RAND)
	AP1
AP2
AP3
AP4

	Operational and Administrative Process Experience
	Operational Coordination
	Coordination of care, continuity and smooth transitions, Optimization Practices Principles
	CAHPS / PCMH, Picker, Optimization Practices Principles

	OC1
OC2
OC3
OC4

	Communication and Patient–Provider Interaction
	Clarity of Information
	Communication measures
	CG-CAHPS
	CI1
CI2
CI3
CI4

	Communication and Patient–Provider Interaction
	Empathy and Respect
	Empathy/respect
	Picker principles
	ER1
ER2
ER3
ER4

	Communication and Patient–Provider Interaction
	Responsiveness
	Staff responsiveness, responsiveness
	HCAHPS / CAHPS, SERVQUAL
	RS1
RS2
RS3
RS4

	Digital and Environmental Experience
	Digital Experience
	Health IT set
	CAHPS
PREMs
	DX1
DX2
DX3
DX4

	Digital and Environmental Experience
	Physical Environment
	Cleanliness, comfort, and physical conditions
	HCAHPS, SERVQUAL, Picker
PREMs
	PEV1
PEV2
PEV3
PEV4

	Digital and Environmental Experience
	Accessibility and Convenience
	Accessibility and convenience
	CAHPS, PSQ-18 (RAND)
PREMs
	AC1
AC2
AC3
AC4

	Global Patient Experience Criterion Item
	Overall Experience
	Patient Experience 
	PREMs 
	GPE1

	Patient Satisfaction
	Overall Patient Satisfaction
	General satisfaction
	PSQ-18 (RAND)
	OPS1
OPS2
OPS3
OPS4

	Service Recovery
	Service Recovery mechanisms
	Readiness, fairness, clarity, and effectiveness
	Service recovery literature, justice-based recovery literature
RECOVSAT
	SR1
SR2
SR3
SR4



Note: This table presents the preliminary item pool post to expert review and pilot refinement. All items were designed to be assessed using a five-point evaluative rating scale ranging from 1 = Poor to 5 = Excellent.
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