
	Table 1 Demographic Distribution (n = 4312)

	Demographic Variables
	N (%)

	Gender
	

	Male
	2275 (52.8%)

	Female
	2037 (47.2%)

	Age (Group)
	

	< 20
	247 (5.7%)

	20 ~ 39
	819 (19.0%)

	40 ~ 59
	1445 (33.5%)

	≥ 60
	1801 (41.8%)

	Education Background
	

	Middle School or Lower
	635 (14.7%)

	High School
	909 (21.1%)

	Undergraduate
	2371 (55.0%)

	Graduate
	397 (9.2%)

	Insurance Type
	

	Public Medical Insurance
	989 (22.9%)

	Urban Medical Insurance
	1447 (33.6%)

	Rural Medical Insurance
	940 (21.8%)

	Private Insurance or Self-paid
	936 (21.7%)

	Satisfaction level
	

	Not Satisfied (1 ~ 6)
	593 (13.8%)

	Basically Satisfied (7 ~ 8)
	670 (15.5%)

	Very Satisfied (9 ~ 10)
	3049 (70.7%)





	Table 2.Label Words Index of Core and Supplementary Needs Subcategories

	Com-
ment ID
	Comments
	Type of Needs
	Needs Level
	Emotion Level
	Satisfaction Level

	
	
	Label Words
	Subcategories
	Categories
	
	
	

	771
	I am very satisfied with Dr. XXX surgical skills, and his attitude is excellent. When I asked questions online, his answers were very clear.
	physician,surgery skills,Dr.XXX
	Doctor
	Core Needs
	High
	Positive
	Very Satisfied

	1578
	I need a general practitioner to provide psychological consultations.
	physician,psychological,consultant
	Doctor
	Core Needs
	High
	Neutral
	Not Satisfied

	1074
	I went to seek treatment hoping for a cure, but after visiting three times, the doctors were unable to give me a result.
	physician,visiting a doctor
	Doctor
	Core Needs
	Medium
	Negative
	Basically Satisfied

	3549
	Dr. XXX is excellent.
	Dr.XXX
	Doctor
	Core Needs
	Low
	Positive
	Very Satisfied

	3376
	The ENT department should not be just for show; the testing equipment should be installed so that inpatients don't have to be transferred to other hospitals for examinations.
	test, equipment
	Medical Tests and Surgery
	Core Needs
	Medium
	Negative
	Very Satisfied

	406
	It would be best to offer 24-hour nucleic acid testing.
	nucleic acid testing
	Medical Tests and Surgery
	Core Needs
	High
	Positive
	Very Satisfied

	1147
	Improve medical equipment.
	equipment
	Medical Tests and Surgery
	Core Needs
	Low
	Neutral
	Not Satisfied

	399
	I had a hernia surgery on June XXth and was discharged on the evening of the YYth, but the post-operative pain was unbearable. I consulted a doctor on the ZZth and was prescribed cefalexin. On the morning of the AAth, the wound started oozing blood and fluid. I contacted the doctor this morning, and he advised me to take cefalexin and methylprednisolone, and suggested I go for a check-up tomorrow.
	post-surgery
	Medical Tests and Surgery
	Core Needs
	High
	Negative
	Very Satisfied

	4159
	Set up some single rooms in the orthopedic department.
	single room
	Hospital Bed
	Core Needs
	High
	Neutral
	Very Satisfied

	1533
	It's too difficult to get hospitalized.
	hospitalization
	Hospital Bed
	Core Needs
	Low
	Negative
	Very Satisfied

	2831
	Add more beds, there are too many patients.
	bed
	Hospital Bed
	Core Needs
	Medium
	Neutral
	Very Satisfied

	73
	The medication is very expensive.
	medication
	Medication
	Core Needs
	Low
	Negative
	Not Satisfied

	4201
	I am very satisfied with the doctors and nurses at the XXX Hospital, but during my last hospitalization, the garlic extract was out of stock, and it took a few days to arrive.
	garlic extract
	Medication
	Core Needs
	High
	Positive
	Very Satisfied

	2339
	When I went to the ophthalmology department to get medication, I had to wait a long time. I told the doctor, but he still didn't prescribe it, and I had to wait a long time. The hospital should make it more convenient for patients to get medication.
	medication
	Medication
	Core Needs
	Medium
	Negative
	Not Satisfied

	2323
	I hope atropine eye drops can be prescribed at the outpatient clinic.
	atropine eye drops
	Medication
	Core Needs
	High
	Neutral
	Basically Satisfied

	800
	At the moment, I don't have any issues. The doctors all seem very dedicated and professional.
	professionalism
	Technical Expertise
	Core Needs
	Low
	Positive
	Very Satisfied

	696
	Please improve the skills of the nurses who draw blood. It took 7 tries to get blood from my child, and they only succeeded after switching to the other arm.
	medical skills
	Technical Expertise
	Core Needs
	High
	Negative
	Basically Satisfied

	2079
	The diagnosis in the emergency internal medicine department needs improvement.
	diagnosis
	Technical Expertise
	Core Needs
	Medium
	Neutral
	Basically Satisfied

	20
	Parking is very inconvenient, making it difficult for patients to seek medical care.
	parking
	Environment
	Supplementary Needs
	High
	Neutral
	Very Satisfied

	63
	The CT signs are not clearly marked.
	signs
	Environment
	Supplementary Needs
	Medium
	Neutral
	Not Satisfied

	1370
	The hospital's hygiene is excellent; the restrooms have no unpleasant odors, and the cleaning staff are diligent and responsible, cleaning immediately after use. The guidance staff are patient, answering many questions with enthusiasm. The cashier works quickly, reducing waiting time. The doctors have a good attitude, answering patients' questions and providing clear explanations. The overall hospital environment is very good, with plenty of sofas and chairs for patients to sit comfortably.
	hygiene, restroom, environment
	Environment
	Supplementary Needs
	High
	Positive
	Very Satisfied

	2932
	The hygiene is extremely poor.
	hygiene
	Environment
	Supplementary Needs
	Medium
	Negative
	Not Satisfied

	195
	I didn't see a supermarket or vending machine where I could buy water.
	vending machine
	Equipment (Non-medical)
	Supplementary Needs
	High
	Neutral
	Not Satisfied

	61
	The cafeteria food needs improvement; it is too unappetizing.
	cafeteria
	Equipment (Non-medical)
	Supplementary Needs
	Medium
	Negative
	Very Satisfied

	193
	Some of the chairs in the waiting area are too hard; the cushioning has shifted, so you're sitting directly on the frame, which is very uncomfortable.
	chair
	Equipment (Non-medical)
	Supplementary Needs
	High
	Negative
	Not Satisfied

	19
	The hospital's wheelchairs are very convenient, affordable, and great to use.
	wheelchair
	Equipment (Non-medical)
	Supplementary Needs
	High
	Positive
	Very Satisfied

	1327
	Quickly establish inter-city medical insurance connectivity.
	insurance
	Approach
	Supplementary Needs
	Medium
	Neutral
	Basically Satisfied

	745
	It's difficult to register for an appointment.
	registration, appointment
	Approach
	Supplementary Needs
	Low
	Negative
	Not Satisfied

	1966
	The hospital's free clinic services are excellent, but during this year's breast screening, it seemed that due to system issues, I couldn't register as soon as it opened. I hope this can be improved. During the Kidney Disease Day free clinic, there were no such issues, and I could easily get registered.
	free clinic, registration
	Approach
	Supplementary Needs
	High
	Positive
	Very Satisfied

	928
	Praise for the ophthalmology department: after prescribing medication, the doctor sends patients a mini-program through the public account, explaining medication precautions, storage methods, dosage, and usage instructions. I am very grateful.
	explanation
	Information
	Supplementary Needs
	High
	Positive
	Very Satisfied

	1528
	Before the examination, they explain the procedure and whether it is invasive.
	examination
	Information
	Supplementary Needs
	High
	Neutral
	Very Satisfied

	39111
	The price is high.
	price
	Information
	Supplementary Needs
	Low
	Neutral
	Very Satisfied

	2633
	Many things are unknown to the patients, and the process lacks efficiency.
	unknown
	Information
	Supplementary Needs
	Medium
	Negative
	Not Satisfied

	243
	The waiting time for appointments is too long, and examinations cannot be conducted at the scheduled time, with delays of up to an hour. There are also multiple instances of people cutting the line.
	waiting time, long, hour, order
	Efficiency
	Supplementary Needs
	Medium
	Negative
	Not Satisfied

	463
	The waiting time for consultations is excessively long; I suggest increasing the number of staff.
	waiting time, long
	Efficiency
	Supplementary Needs
	High
	Neutral
	Very Satisfied

	1011
	The medical and nursing staff are good, but the workload seems to be very high.
	workload
	Efficiency
	Supplementary Needs
	Low
	Positive
	Basically Satisfied

	3141
	Throughout the entire process, everyone’s attitude was very good.
	attitude
	Feelings
	Supplementary Needs
	Medium
	Positive
	Very Satisfied

	190
	However, the attitude of the medical staff performing the examinations was poor.
	poor attitude
	Feelings
	Supplementary Needs
	Medium
	Negative
	Very Satisfied

	2420
	I have always believed that the XXX Hospital has been continuously improving and developing over the nearly thirty years I have been visiting. However, this time, while accompanying my mother in the Cardiology Ward, the experience felt average. Of course, the uncouth and impolite behavior of a few individuals, especially younger ones, does not represent the entire hospital. I recommend strengthening education for young doctors.
	impolite
	Feelings
	Supplementary Needs
	High
	Neutral
	Not Satisfied

	813
	The doctor lacks medical ethics and must be dismissed.
	medical ethics
	Feelings
	Supplementary Needs
	Low
	Negative
	Not Satisfied

	69
	The hospital is terrible and has misdiagnosed the patient.
	misdiagnosed
	Reliability
	Supplementary Needs
	Low
	Negative
	Very Satisfied

	1840
	The doctors are very unprofessional, misdiagnosed the condition, and prescribed incorrect medication. Their skills need significant improvement.
	misdiagnosed, incorrect medication
	Reliability
	Supplementary Needs
	Medium
	Negative
	Not Satisfied

	3029
	Doctors should remember to prescribe medication and provide instructions in a timely manner, rather than making patients repeatedly remind them about discharge and medication. In my case, this led to a situation where, after discharge, I called the doctor to ask if instructions had been given, only to find out that they had forgotten to issue them. This resulted in a lack of confidence and security for the patient.
	forget, lack of security
	Reliability
	Supplementary Needs
	High
	Negative
	Not Satisfied

	3
	No comments
	—
	—
	No Specific Needs
	Low
	Neutral
	Very Satisfied

	179
	Satisfied
	—
	—
	No Specific Needs
	Low
	Positive
	Not Satisfied

	2468
	Very Unsatisfied
	—
	—
	No Specific Needs
	Low
	Negative
	Not Satisfied

	103
	Very good, keep up the good work, and keep going
	—
	—
	No Specific Needs
	Low
	Positive
	Very Satisfied

	3219
	The overall level of the hospital is relatively high, with well-developed facilities. The hospital staff are diligent and responsible and receive positive feedback.
	—
	—
	No Specific Needs
	Medium
	Positive
	Very Satisfied

	2951
	Be patient and meticulous, not just to complete the task!
	—
	—
	No Specific Needs
	Medium
	Negative
	Not Satisfied

	2971
	The priority ranking of personal importance is: Patients > Treatment > Doctors > Service > Environment
	—
	—
	No Specific Needs
	High
	Neutral
	Basically Satisfied









	Table 3.Text Feature: Classified by Type of Needs, Needs Level and Emotion Level

	
	Number of Characters
	Number of Comments
	Number of Words
	Average Words per Sentence
	Number of Feature Words
	Feature Words Density (%)
	Noun (%)
	Verb (%)
	χ² (N, V)
	p (N, V)

	Type of Needs
	
	
	
	
	
	
	
	
	58.71
	< .001

	Core Needs
	14318
	352
	3495
	9.37
	1315
	37.6%
	47.5%
	27.4%
	—
	—

	Doctor
	8430
	185
	2056
	10.18
	871
	42.4%
	38.7%
	23.3%
	2.85
	.58

	Medical Tests and Surgery
	842
	22
	212
	9.22
	160
	75.5%
	39.6%
	31.6%
	
	

	Hospital Bed
	759
	16
	173
	10.81
	104
	60.1%
	52.0%
	30.0%
	
	

	Medication
	98
	95
	766
	7.82
	379
	49.5%
	44.3%
	31.5%
	
	

	Technical Expertise
	1246
	34
	319
	8.86
	193
	60.5%
	48.3%
	32.9%
	
	

	Supplementary Needs
	52654
	1488
	13313
	8.76
	3010
	22.6%
	46.6%
	29.5%
	—
	—

	Environment
	7128
	295
	1866
	6.18
	770
	41.3%
	47.2%
	27.1%
	26.47
	< .001

	Equipment (Non-medical)
	5935
	233
	1565
	6.58
	697
	44.5%
	50.9%
	28.2%
	
	

	Approach
	3236
	96
	854
	8.71
	385
	45.1%
	39.4%
	33.5%
	
	

	Information
	9395
	211
	2340
	10.78
	924
	39.5%
	44.1%
	33.9%
	
	

	Efficiency
	10594
	281
	2552
	8.56
	895
	35.1%
	45.9%
	31.2%
	
	

	Feelings
	14025
	338
	3549
	10.32
	1169
	32.9%
	48.7%
	25.5%
	
	

	Reliability
	2214
	34
	557
	16.38
	320
	57.5%
	45.1%
	34.7%
	
	

	No Specific Needs
	14280
	2472
	2734
	1.10
	504
	18.4%
	28.5%
	41.0%
	—
	—

	Needs Level
	
	
	
	
	
	
	
	
	
	

	Low
	17389
	2498
	3399
	1.36
	826
	24.3%
	32.1%
	37.7%
	61.10
	< .001

	Medium
	15750
	601
	4140
	6.78
	1300
	31.4%
	48.5%
	24.9%
	
	

	High
	48444
	1213
	12084
	9.56
	3037
	25.1%
	46.2%
	30.7%
	
	

	Emotion Level
	
	
	
	
	
	
	
	
	
	

	Negative
	44318
	1051
	10780
	9.94
	2772
	25.7%
	45.7%
	29.6%
	13.18
	.001

	Neutral
	21090
	2277
	4714
	2.06
	1378
	29.2%
	44.3%
	37.2%
	
	

	Positive
	16168
	984
	4127
	4.11
	998
	24.2%
	40.4%
	26.2%
	
	

	Total
	77202
	4312
	19382
	4.44
	3803a
	19.6%
	41.3%
	30.2%
	—
	—

	a The total number of feature words is not the sum of the classified feature word counts above.







	Table 4. Results of the Mediation Effect Analysis

	Urgency Level (UL) on Satisfaction Level (SL)
	Effect
	SE
	t
	p
	LLCI
	ULCI

	Total Effect 
	-0.24
	0.18
	-1.32
	0.213
	-0.64
	0.16

	Direct Effect
	0.13
	0.21
	0.63
	0.541
	-0.33
	0.60

	Via Emotion Level (EL)
	Effect
	BootSE
	
	
	BootLLCI
	BootULCI

	Indirect Effect(s)
	-0.37
	0.40
	—
	—
	-1.59
	0.05

	Partially Standardized Indirect Effect(s)
	-1.13
	1.32
	—
	—
	-5.44
	0.19

	Completely Standardized Indirect Effect(s)
	-0.57
	0.47
	—
	—
	-1.75
	0.04



