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Interview guide 

Introduction 
Before we begin, I want to confirm that you have already read and signed the informed consent form, which means you have agreed to participate in this interview and to have it recorded. Do you still consent to the recording of this interview and to your responses being used for research purposes? 
Start recording 
· Introduce the aim of this study 
· Voluntary, feel free to interrupt and to ask questions 
· Can you tell me something about yourself and your experience with working or volunteering for refugees or other people on the move? 
What is a digital help desk? 
We think of a digital help desk as a website or application that people can visit when they need medical support while on the move. This help desk is staffed by a team who can answer people's questions and direct them to care.

· Introduction question: What are your initial thoughts about a digital helpdesk for people on the move to support them with medical questions? 
· What are potential pros and cons? 
· How would you envision your role in a digital helpdesk to answer support questions for people on the move?  This one can also be asked at the end
Domain: Characteristics of the Innovation
We envision a helpdesk to be a digital platform (like an application or website) in which people can ask for support in health-related questions while on the move in Europe. 
· If you could think along on how this tool would function. What kind of services should be provided/should be included in a digital helpdesk? 
·  Who should ‘man’ this helpdesk? 
· What kind of roles should be included? 
· Via what kind of ‘communication channels’ should people on the move be able to reach or contact the digital helpdesk? E.g., should this be chat-message only or call/video?
· What kind of questions should a helpdesk be able to answer? And what kind of questions not?
· E.g. acute care situations versus ‘guiding’ people into healthcare.
· In an acute situation, how do you think the digital helpdesk should be used? Should it function solely as a triage system, or should it have additional roles? 
· Possibility to give an example situation; someone has a large wound on his/her knee and contacts the helpdesk, what happens next?
· What are other initial functionalities of this platform that come into your mind that should be included in a digital helpdesk for it to be useful and effective? 
· What is your opinion about the use of AI tools in a potential digital helpdesk?  
· How should a digital helpdesk be designed to make it easy to use for both volunteers and people on the move?  
· We distributed a questionnaire among volunteers and healthcare providers with experience in providing care to refugees or other mobile populations. We repeatedly read that it can be difficult to achieve uniformity and quality of care. 
How do you think about this? 
· What can we do to ensure quality and uniformity in the provision of services using a digital helpdesk? 
Domain: Clinical encounter (patient-provider interaction) 
· Regarding the patient-provider interaction. What are potential barriers of online communication between volunteers and people on the move, as opposed to face-to-face interaction?
· What strategies should be implemented to overcome these barriers (such as language barriers)? 
· What are potential harms or risks that should be considered when supporting people on the move using a digital helpdesk? 
· How can we reduce or prevent those risks?  
Domain: Recipients – volunteers
· Refer to question earlier on roles in a digital helpdesk. Who would you consider qualified to volunteer in a digital helpdesk for people on the move? 
· Only qualified (mental) health professionals, or also volunteers without a medical degree willing to provide support to people on the move? 
Domain: Recipients – People on the Move
· Based on your experience do you think that people on the move would make use of such a helpdesk, why (not)?
· Would they trust a helpdesk?
· What are essential features in a digital helpdesk for them to be able to make use of such a helpdesk?
· What can we do to build trust in the digital helpdesk? (addressing mistrust among people on the move) 
· Based on the questionnaire, some people raised that a digital helpdesk could contribute to increasing inequalities among different groups of people, especially those with limited access to technology, how do you feel about this?
Domain: Organizational Context
Training and Supervision
· How should potential volunteers be trained or educated before volunteering in a digital helpdesk? 
· What is essential in a training program for potential volunteers? 
· Based on the questionnaire, some argued that remote volunteering can emotionally burden volunteers. How do you feel about this? 
· And how can we reduce the emotional burden that volunteers might experience? (Addressing the emotional impact on volunteers) 
(Explain idea of a buddy system if they don’t have other ideas, e.g. the idea that everyone will be linked to one or two other volunteers to support each other) 
· Do you think volunteers need to be supervised, and if so, by whom? 
· Should it be done by other volunteers or paid professionals?
Domain: Outer Context (Health Care System)
· How can a digital helpdesk contribute to improved access to and continuity of care?
Domain: Societal Influence and Resources
· How can awareness of HealthEmove and a potential digital helpdesk be raised, and how can their adoption be encouraged among both people on the move and potential volunteers, such as health care providers? 
Conclusion 
· Are there any other ideas or opinions you want to share about the potential of a digital helpdesk to support people on the move? 
· Summary of the interview 
· Thank you for your time and participation. If you have any other questions or additional information later, please feel free to send an email. 









