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	Manuscript element

	Rational and description of MMR design
	Provide a clear statement of the study purpose
	Study purpose is described in “Introduction: Study aim”.

	
	Explicitly describe the MMR design in accordance with Creswell’s (2015) typology and
use a diagram to illustrate the relationship and sequence of qualitative and quantitative
research components
	The study is an “intervention design” according to Creswell’s (2015) typology. The service elements were illustrated in Figure 1, and their relationships were described in the “Methods”.  

	
	Justify why the MMR design is appropriate for meeting the study purpose
	The study used two sets of qualitative data to complement the primary quantitative measurements. The rationale for using the two qualitative datasets were described in the last paragraph of “Pre-intervention measurement” and in the “Support contact analysis” sections.

	Transparency in describing method
details
	Describe the study population(s) and sample(s; e.g., who, what, how many)
	The study participant characteristics were described in detail in an earlier study, as indicated in the “Modelling case study user journey”.

	
	Describe the sampling procedures (including inclusion and exclusion criteria, recruitment)
	The study participant inclusion and exclusion criteria were reported in the Additional file 3. The participant assessment was reported in Additional file 4.

	
	Describe qualitative data collection processes (how often data were collected, who
collected the data, what kind of data collection instruments were used, how data were
recorded—e.g., notes, transcripts)
	The qualitative data collection procedures were described in the last paragraph of “Pre-intervention measurement” and in the “Support contact analysis” sections.

	
	Describe quantitative data collection processes (how often data were collected, who
collected the data, what kind of data collection instruments were used measurements,
validity/reliability)
	The approach to the measurement of the quantitative usage data was described in Table 2.

The measurement process was described in detail in “Pre-intervention measurement” and in “Intra-intervention measurement”. 

	
	Describe qualitative data analysis processes (coding, single or multiple coders, replication
logic, credibility)
	The qualitative data analysis process was described in the last paragraph of “Pre-intervention measurement” and in the “Support contact analysis” sections.

	
	Describe quantitative data analysis procedures (missing data and how they are handled,
statistical tests used)
	The quantitative data was reported descriptively.

	Integration of qualitative and
quantitative research components
	Interpret qualitative analysis results with appropriate quotes if necessary
	The qualitative analysis results were interpreted in the “case study discussion”.

	
	Interpret quantitative analysis results in consideration of statistical significance, selection bias, and threats to validity
	The quantitative analysis results were interpreted in the “case study discussion”.

	
	Compare qualitative and quantitative results
	The study described how the two qualitative datasets complemented the quantitative data in the “Methods” and “case study discussion” sections. 

	
	Address divergencies and inconsistencies between qualitative and quantitative results
	The qualitative and quantitative data measured different constructs and were viewed as complementary.  



