
FOR PATIENTS
Title : A trial of a chat service for patients and their family members in an emergency department
 Date of survey:       Year     Month     Day
Thank you for participating in this survey and sharing your valuable opinions.
This survey will be used to develop an emergency room text message service.
It consists of 17 questions and will take approximately 10 minutes to complete.





I. Basic information
	1. Year of Birth
	          Year     

	2. Gender
	1) Female       2) Male

	3. Have you had previous emergency room experience?
(Including experiences outside of Samsung Seoul Hospital)
	1) No          2) Yes






Emergency Room Message Service Items

Please select the useful aspects of the emergency room message service (multiple choices allowed):
1. ED treatment process
2. Waiting time for diagnostic tests
3. Results of imaging or laboratory tests
4. Further treatment planning 
5. Communications with medical staff
6. Request related to medical treatment
7. Request not related to medical treatment
8. Questions about medical treatment
9. Questions about ED services
10. Questions about insurance or payment
11. Emotional support
Select the most necessary items for the emergency room message service (up to 3 choices):
1. ED treatment process
2. Waiting time for diagnostic tests
3. Results of imaging or laboratory tests
4. Further treatment planning 
5. Communications with medical staff
6. Request related to medical treatment
7. Request not related to medical treatment
8. Questions about medical treatment
9. Questions about ED services
10. Questions about insurance or payment
11. Emotional support


III. Usability of the Emergency Room Message Service

Please rate your agreement with the following statement about the emergency room message service used in this study:
1  ----------------------------------------------------------------------------- 10
Strongly Disagree                                                      Strongly Agree

	

	1. Do you believe that ED chat service makes it easier for patients or family member using an emergency room?
	
____________

	2. Do you think that the ED chat service is a good idea?
	____________

	3. Do you think you can get flexible and good help from an ED chat service?
	____________

	4. Is it fun to be able to have a dialogue with an ED chat
	____________

	5. Does the atmosphere become more personal in an emergency room with the ED chat?
	____________

	6. Does your trust in the emergency room increase if you can get help from an ED chat?
	____________

	7. Would you want ED chat service in other emergency rooms too?
	____________

	8. Do you think it was easy to get started and get help from an ED chat when you need it?
	____________



Thank you. 
This is the end of the survey.







Semi-structured interview scenario
Central Theme: Information provision (related and unrelated to medical treatment), communication with medical staff, emotional support

[Introduction]
Briefly introduce yourself and the purpose of the interview.
Assure confidentiality and anonymity of the responses.
Obtain consent to record the interview if necessary.

[Participant Background]
Can you tell me a little about yourself? (Probe for age and so on on)
Have you or the patient used the emergency room before? If yes, can you share what that experience was like?

[Previous Experiences with Emergency Services]
Prior to using our text message service, how did you find the communication and information flow in the emergency room?

[Experience with the Text Message Service]
What was your initial impression of the text message service?
Can you walk me through how you used the service during your emergency room visit?

[Effectiveness of the Service]
What specific information did you find most useful from the text message service? (Probe for updates on medical treatment progress, waiting times, test results, etc.)
Were there any parts of the service you found to be unhelpful or unnecessary?’

[Communication and Support]
How would you describe your interaction with the medical staff through the text message service?
Did the service provide any form of emotional support or reassurance during your time in the emergency room?

[Impact on the Emergency Room Experience]
In what ways did the text message service affect your overall experience in the emergency room?
Did the service influence your level of trust or confidence in the emergency room's care?

[Suggestions for Improvement]
Was there any information or feature you wished the text message service had provided?
Do you have any suggestions on how we could improve the text message service for future patients and their families?

[Overall Satisfaction]
How satisfied were you with the emergency room text message service on a scale of 1 to 10?
Would you recommend this service to others? Why or why not?

[Closing]

Is there anything else you would like to share about your experience with the emergency room text message service?
Thank the participant for their time and valuable insights.












FOR FAMILY MEMBER
Title : A trial of a chat service for patients and their family members in an emergency department
 Date of survey:       Year     Month     Day
Thank you for participating in this survey and sharing your valuable opinions.
This survey will be used to develop an emergency room text message service.
It consists of 17 questions and will take approximately 10 minutes to complete.



II. Guardian's Basic Information
	1. Year of Birth
	          Year     

	2. Gender of Guardian
	1) Female        2) Male

	3. Have you had previous emergency room experience? (Including experiences outside of Samsung Seoul Hospital)
	1) No            2) Yes

	4. Age of Patient
	

	5. Gender of Patient
	1) Female         2) Male

	6. What is your relationship to the patient?
	1) Spouse 2) Child 3) Sibling 4) Parent 5) Grandparent 6) Caregiver 7) Other (____)

	7. Did you accompany the patient to the emergency room?
	1) Yes           2) No 


Emergency Room Message Service Items

Please select the useful aspects of the emergency room message service (multiple choices allowed):
1. ED treatment process
2. Waiting time for diagnostic tests
3. Results of imaging or laboratory tests
4. Further treatment planning 
5. Communications with medical staff
6. Request related to medical treatment
7. Request not related to medical treatment
8. Questions about medical treatment
9. Questions about ED services
10. Questions about insurance or payment
11. Emotional support
Select the most necessary items for the emergency room message service (up to 3 choices):
1. ED treatment process
2. Waiting time for diagnostic tests
3. Results of imaging or laboratory tests
4. Further treatment planning 
5. Communications with medical staff
6. Request related to medical treatment
7. Request not related to medical treatment
8. Questions about medical treatment
9. Questions about ED services
10. Questions about insurance or payment
11. Emotional support


III. Usability of the Emergency Room Message Service

Please rate your agreement with the following statement about the emergency room message service used in this study:
1  ----------------------------------------------------------------------------- 10
Strongly Disagree                                                      Strongly Agree

	

	9. Do you believe that ED chat service makes it easier for patients or family member using an emergency room?
	
____________

	10. Do you think that the ED chat service is a good idea?
	____________

	11. Do you think you can get flexible and good help from an ED chat service?
	____________

	12. Is it fun to be able to have a dialogue with an ED chat
	____________

	13. Does the atmosphere become more personal in an emergency room with the ED chat?
	____________

	14. Does your trust in the emergency room increase if you can get help from an ED chat?
	____________

	15. Would you want ED chat service in other emergency rooms too?
	____________

	16. Do you think it was easy to get started and get help from an ED chat when you need it?
	____________



Thank you. 
This is the end of the survey.








Semi-structured interview scenario
Central Theme: Information provision (related and unrelated to medical treatment), communication with medical staff, emotional support

[Introduction]
Briefly introduce yourself and the purpose of the interview.
Assure confidentiality and anonymity of the responses.
Obtain consent to record the interview if necessary.

[Participant Background]
Can you tell me a little about yourself? (Probe for age and so on on)
Have you or the patient used the emergency room before? If yes, can you share what that experience was like?

[Previous Experiences with Emergency Services]
Prior to using our text message service, how did you find the communication and information flow in the emergency room?

[Experience with the Text Message Service]
What was your initial impression of the text message service?
Can you walk me through how you used the service during your emergency room visit?

[Effectiveness of the Service]
What specific information did you find most useful from the text message service? (Probe for updates on medical treatment progress, waiting times, test results, etc.)
Were there any parts of the service you found to be unhelpful or unnecessary?’

[Communication and Support]
How would you describe your interaction with the medical staff through the text message service?
Did the service provide any form of emotional support or reassurance during your time in the emergency room?

[Impact on the Emergency Room Experience]
In what ways did the text message service affect your overall experience in the emergency room?
Did the service influence your level of trust or confidence in the emergency room's care?

[Suggestions for Improvement]
Was there any information or feature you wished the text message service had provided?
Do you have any suggestions on how we could improve the text message service for future patients and their families?

[Overall Satisfaction]
How satisfied were you with the emergency room text message service on a scale of 1 to 10?
Would you recommend this service to others? Why or why not?

[Closing]
Is there anything else you would like to share about your experience with the emergency room text message service?
Thank the participant for their time and valuable insights.


