Introduction
This study seeks to understand the experience of people like you in obtaining quality, primary healthcare and services out of an hospital, i.e. in medical clinics and local community healthcare centres . These questions focus on the care you are currently receiving or would like to receive.

Before we begin with the questions, we will look at and sign the consent form together, which gives you details about the research, what it involves and your rights as a participant. If you have any questions, please do not hesitate to let me know.











SECTION 1: General information – All participants (including easiness or difficulties experienced with geographical access, access to health information, finding where to go, communication abilities or difficulties)
This section was asked in the first interview, before the intervention for patients you would receive the service by the guide/navigator or in the unique interview for those not receiving the intervention)
	Experience of access to healthcare services



1. Is it easy or difficult for you to complete medical (or other) forms that are requested by your doctor (or other health professionals) on your own?
· Why? What's difficult/easy?
· Generally, can you get help to complete these forms? Who is the person who helps you? 
2. Is it easy or difficult for you to find the right place to get the health care/service you need?
· Why? 
· Could you give me examples of situations where it has been easy or difficult for you.
 
3. Is it easy or hard for you to know what you need to do to stay healthy, or to improve your health?
· Why? Could you give me examples?                               

4. Is it easy or difficult to get health information by your own?
· Where do you look for this information or who do you ask to get it? 

5. Is it easy or difficult for you to take actions to improve your health?
· Why? Could you give me examples?                               
 
6. Do you have a good understanding of what doctors (or other health professionals) are telling you?
· Please give me examples.
· What do you do when you don't understand? (e.g., who do you ask for clarification?)

7. How well do you understand the written information you read (e.g., on a medicine bottle)?
· If you don't understand, what do you do? (for example, to make sure you are taking the right dose of medication)


	Access to services and care required by your condition/difficulties encountered



1. Think of a situation you've experienced recently, where you faced a health problem that was new to you or that was of particular concern to you.  

· Tell me how you went about getting information and support to deal with this health problem or to understand what was happening to you.
· Was there a particular person to help you? If yes, what does that person did?
· Did you find what s/he did useful? Why did it help?
· Did you like the way that person helped you? Why?
· Is there anything else you wish this person had done to help you? What is it?

2. Generally speaking, do you find it easy for you to access the services and care that your health condition requires?
· Why?
· What is most difficult for you?
· What could be done to make it easier for you to access healthcare and services?

3. When you are able to access services and speak with a doctor or healthcare professional, are there things that are particularly difficult for you?
· Could you give me examples?            
· What could be done to help you better understand what the doctor or health care professional is telling you or expecting you to do?                   


	The support you would want



1. Do you think having a referral person (whether a community worker or health care professional - BUT not a friend or family member) accompany and follow you to help you access health care and services might be something relevant to you?
· How would you like this person to help/support you (give concrete examples - accompany you, make appointments for you, etc.)?
· Tell me about a situation you have recently experienced where it has been difficult (to access services/to get the information you need). What would you have liked this person to have done for you, or along with you?

2. Is there a particular professional who you think might be able to help you in this regard?
· Why?

3. Is there anyone who has tried to help you (either to access resources or health care, or for anything else) but in the end has done things that you consider unnecessary or irrelevant?
· If yes, which ones and why do you think it is not relevant??


SECTION 2: General information – Intervention participants
This section was asked only to the patients who had received the intervention by the guide. 

The presence of a guide/navigator within the clinic

1. You currently have the support of a guide/navigator person that works within the clinic where your family physician is located. Do you see advantages/positive aspects?
· If yes, what are they?
· Tell me about a recent situation in which the intervention of this guide was helpful/beneficial.
· Why has his/her presence been helpful?

2. Do you believe that the presence of this guide in your clinic may have disadvantages?
· If yes, what are they and why?
· Tell me about a recent situation in which your guide's intervention was, in your opinion, useless or harmful.
· Why do you feel that the guide had "no place" in this situation?
· In this same situation, what could have been done to make the presence of the guide seem appropriate to you?

3. Did the information shared with you by the guide change the way you are interacting/communicating with healthcare professionals during appointments?
· Has your preparation changed? If yes, how? Could you give examples?
· Information given orally? 
· In what way has your interaction change? Could you give examples?
· Has your ability to communicate change?
· Written information received on paper or by email? In what way has your interaction change? Could you give examples?

4. In your opinion, has this service improved your ability to get the care you need? For example, by accessing specific resources?
· If yes, could you give some examples?

5. Can you tell me what could be improved or done differently to improve the service?
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	Navigating the health and social services network



1. Do you find it easy or difficult to find yourself in the health and social services network needing to use different health and social services and professionals?
· In your opinion, will the presence of the guide and your new doctor make it easier for you to find your way around the health and social services network (e.g., know better where to go, where the resources are, how to get care)? 
· If yes, why and how?

2. Is it easy for you to know what is good for your health and to take concrete actions to improve it?

3. Do you understand well when health care professionals talk and interact with you?


