Semi-structured Interview Outline
[bookmark: _GoBack]Based on literature review, the research team developed the interview outline guided by the Service Quality Gap Model (SERVQUAL). The interview outline was developed by the research team based on previous studies, relevant literature reviews, and consultations with corresponding authors and methodological experts, and revised after two pilot interviews. The interview questions are as follows：
1.What were your thoughts and feelings before the medical experience as a patient? 2.What did you do during the experience, and what impressions did you have?
3.During hospitalization, in your opinion, what aspects of the procedures for admission and discharge formalities, medication/surgical treatment, and off-site examinations need to be optimized?
4.During hospitalization, what problems do you perceive in the current relevant systems that fail to meet patients’ needs?
(Follow-up question: Are there any other aspects requiring improvement during your hospitalization?)
5.During hospitalization, what improvements do you suggest regarding diet, hospital ward and environmental conditions?
6.What potential safety hazards do you notice during your hospitalization?
(Follow-up question: Are there any other aspects requiring improvement during your hospitalization?)
7.During hospitalization, what aspects related to nurses’ service attitude and nurse-patient communication need to be improved?
8.Are you satisfied with the clinical operational skills of nursing staff?
9.Does this medical encounter meet your healthcare needs?
10.Would you prioritize this hospital for future medical treatment if you become ill again?
11.Would you recommend this hospital as the first choice to your relatives and friends when they need medical care?
(Follow-up question: Are there any other aspects requiring improvement during your hospitalization?)
12.What gains and insights have you obtained from participating in the experience ambassador activity? How will it facilitate your future professional practice?
13.Are you aware of the disciplinary advantages of our hospital (e.g., dominant diseases, outstanding departments and experts)?
14.In your view, what is the gap between the current nursing service level of our hospital and the institutional vision?

