Appendix Ⅱ

Ⅰ Basic Information
The following is your basic personal information. Please fill it out according to your actual situation and mark "√" on the corresponding number.

	Number
	Title

	a1
	Gender:        1. Male       2. Female

	a2
	Birth date:

	a3
	Marital status: 1. Unmarried 2. Married 3. Divorced 4. Widowed 5. Others

	a4
	Highest educational attainment: 
1. Junior high school or below                 2. High school or technical secondary school
3. Junior college and undergraduate      4. Above undergraduate

	a5
	Department: 
1. Emergency Department 2. Internal Medicine Department 3. Surgery Department 
4. Obstetrics and Gynecology Department 5. Pediatrics Department                                   6. Traditional Chinese Medicine Department 7. Otolaryngology Department                     8. Stomatology Department   9. Ophthalmology Department   10. Others

	a6
	Family monthly income: 1. Less than 5,000 yuan 2. 5,000 - 10,000 yuan 3. 10,001 - 20,000 yuan 4. More than 20,000 yuan

	a7
	Your occupation: 1. Student 2. Company employee 3. Worker 4. Civil servant 5. Farmer 6. Retired person 7. Self - employed 8. Others

	a8
	Payment method: 1. New Rural Cooperative Medical System (NRCMS) 2. Urban Resident Basic Medical Insurance 3. Urban Employee Basic Medical Insurance 4. Commercial Insurance 5. Self-pay.

	a9
	Disease types:

	a10
	Whether a smart phone is used: 1. Yes 2. No



II. Medical Service Quality Questionnaire

This questionnaire aims to understand your perception of the following elements of patient experience: your feelings when the service is provided and when it is not provided. Please mark "√" under the option that best explains your feelings.


	
	Service Items
	Like
	Should be Like
	Indifferent
	Reluctantly Accept
	Dislike

	















Medical Process
	b1a The hospital provides reservation services such as appointment registration and  bed reservation.
	

5
	

4
	

3
	

2
	

1

	
	b1b If the hospital does not provide reservation services such as appointment registration and bed reservation.
	

5
	

4
	

3
	

2
	

1

	
	b2a The hospital treatment process is convenient.
	
5
	
4
	
3
	
2
	
1

	
	b2b If the hospital treatment process is not convenient.
	

5
	

4
	

3
	

2
	

1

	
	b3a Medical staff coordinate and arrange your examination, treatment and other diagnosis and treatment activities reasonably.
	

5
	

4
	

3
	

2
	

1

	
	b3b If the medical staff fail to coordinate and arrange your examination, treatment and other diagnosis and treatment activities reasonably.
	

5
	

4
	

3
	

2
	

1

	
	b4a The hospital provides you with convenient expert consultations, department rotations, and hospital referral services.
	

5
	

4
	

3
	

2
	

1

	
	b4b If the hospital does not provide convenient expert consultations,department rotations and hospital referral services.
	

5
	

4
	

3
	

2
	

1

	
	b5a Medical staff formulate a personalized disease - discharge nursing plan for you.
	

5
	

4
	

3
	

2
	

1

	
	b5b If the medical staff do not formulate a personalized disease - discharge nursing plan for you.
	

5
	

4
	

3
	

2
	

1

	
	b6a Medical staff provide you with follow - up and necessary home - care services.
	

5
	

4
	

3
	

2
	

1

	
	b6b If the medical staff do not provide you with follow - up and necessary home - care services.
	

5
	

4
	

3
	

2
	

1

	
	b7a Medical staff provide you with the re-examination process and plan.
	

5
	

4
	

3
	

2
	

1

	
	b7b If the medical staff do not provide you with the re - examination process and plan.
	

5
	

4
	

3
	

2
	

1

	













[bookmark: _GoBack]Nursing services
	b8a Medical staff provide services in a timely manner.
	

5
	

4
	

3
	

2
	

1

	
	b8b If medical staff do not provide services in a timely manner.
	

5
	

4
	

3
	

2
	

1

	
	b9a Medical staff attach importance to and deal with your discomfort symptoms such as pain and vomiting in a timely manner.
	

5
	

4
	

3
	

2
	

1

	
	b9b If the medical staff do not attach importance to and fail to deal with your discomfort symptoms such as pain and vomiting in a timely manner.
	

5
	

4
	

3
	

2
	

1

	
	b10a Medical staff perform nursing actions gently and pay attention to your feelings.
	

5
	

4
	

3
	

2
	

1

	
	b10b If the medical staff's nursing actions are not gentle and they don't pay attention to your feelings.
	

5
	

4
	

3
	

2
	

1

	
	b11a Medical staff work closely and cooperate with each other.
	

5
	

4
	

3
	

2
	

1

	
	b11b Medical staff do not have close work connection and no mutual cooperation.
	

5
	

4
	

3
	

2
	

1

	
	b12a Medical staff provide multiple ways for you and your relatives to participate in disease nursing.
	

5
	

4
	

3
	

2
	

1

	
	b12b If the medical staff do not provide various ways for you and your relatives to participate in disease nursing.
	

5
	

4
	

3
	

2
	

1

	

















Doctor -patient communication
	b13a Medical staff communicate with you and your family members in plain language and ways.
	

5
	

4
	

3
	

2
	

1

	
	b13b If the medical staff do not communicate with you and your family members in easy - to - understand languages and ways.
	

5
	

4
	

3
	

2
	

1

	
	b14a Medical staff promptly inform you and your family members of the conditions of the illness, treatment, examination results, etc.
	

5
	

4
	

3
	

2
	

1

	
	b14b If the medical staff fail to promptly inform you and your family members of the illness conditions, treatment, examination results, etc.
	

5
	

4
	

3
	

2
	

1

	
	b15a Medical staff take the initiative to inform you and your family members of the diagnosis and treatment plan.
	

5
	

4
	

3
	

2
	

1

	
	b15b If the medical staff do not take the initiative to inform you and your family members of the diagnosis and treatment plan.
	

5
	

4
	

3
	

2
	

1

	
	b16a Medical staff are patient enough to guide you to learn nursing skills.
	

5
	

4
	

3
	

2
	

1

	
	b16b If medical staff are not patient enough to guide you to learn nursing skills.
	

5
	

4
	

3
	

2
	

1

	
	b17a. Medical staff provide you with detailed discharge guidance regarding diet, medication, etc.
	

5
	

4
	

3
	

2
	

1

	
	b17b. If medical staff don't provide you with detailed discharge guidance regarding diet, medication, etc.
	

5
	

4
	

3
	

2
	

1

	
	b18a. The information (diagnosis and treatment plans) provided by the medical staff in the group is consistent.
	

5
	

4
	

3
	

2
	

1

	
	b18b. If the information (diagnosis and treatment plans) provided by the medical staff in the group is inconsistent.
	

5
	

4
	

3
	

2
	

1

	













Service attitude
	b19a. Medical staff take the initiative to pay attention to your emotional changes.
	

5
	

4
	

3
	

2
	

1

	
	b19b. If medical staff do not take the initiative to pay attention to your emotional changes.
	

5
	

4
	

3
	

2
	

1

	
	b20a. Medical staff consider problems from your perspective.
	

5
	

4
	

3
	

2
	

1

	
	b20b. If medical staff don't consider problems from your perspective.
	

5
	

4
	

3
	

2
	

1

	
	b21a. Medical staff take the initiative to care about you and inquire about your needs.
	

5
	

4
	

3
	

2
	

1

	
	b21b. If medical staff do not take the initiative to care about you and inquire about your needs.
	

5
	

4
	

3
	

2
	

1

	
	b22a. Medical staff encourage family members to show 
	

5
	

4
	

3
	

2
	

1

	
	b22b. If medical staff do not encourage family members to show concern and support for you.
	

5
	

4
	

3
	

2
	

1

	
	b23a. Medical staff treat all patients equally.
	

5
	

4
	

3
	

2
	

1

	
	b23b. If medical staff do not treat all patients equally.
	

5
	

4
	

3
	

2
	

1

	
Privacy protection
	b24a. Medical staff protect your privacy.
	

5
	

4
	

3
	

2
	

1

	
	b24b. If medical staff fail to protect your privacy.
	

5
	

4
	

3
	

2
	

1

	

Informed consent
	b25a. Medical staff respect the right of informed consent of you and your relatives.
	

5
	

4
	

3
	

2
	

1

	
	b25b. If medical staff do not respect the right of informed consent of you and your relatives.
	

5
	

4
	

3
	

2
	

1

	



Medical environment
	b26a. The indication signs in the hospital are clear and standardized.
	

5
	

4
	

3
	

2
	

1

	
	b26b. If the indication signs in the hospital are not clear and not standardized.
	

5
	

4
	

3
	

2
	

1

	
	b27a. The wards are clean, tidy and quiet.
	

5
	

4
	

3
	

2
	

1

	
	b27b. If the wards are dirty, messy and noisy.
	

5
	

4
	

3
	

2
	

1

	

Logistics support
	b28a. The hospital diet meets your eating habits and nutritional requirements.
	

5
	

4
	

3
	

2
	

1

	
	b28b. If the hospital diet fails to meet your eating habits and nutritional requirements.
	

5
	

4
	

3
	

2
	

1













