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	Administrative Procedure

	1
	Hospitals should provide their services at the time they promise to do so.

	2
	When patients have problems, hospital employees should be sympathetic and reassuring.

	3
	Hospitals should be accurate in their billing and records.

	4
	Hospital employees should always be willing to help patients with pre- and post-health issues.

	5
	It is realistic for patients to expect prompt service from hospital employees.

	6
	Hospital employees should tell patients exactly when services will be performed.

	7
	Patients should be able to feel safe in their interactions with hospital employees.

	8
	Hospitals' physical facilities should be visually appealing.

	9
	Hospital employees should be polite and neat.

	
	Services of Medical Staff

	1
	Medical staff are patient in their interactions with both patients and families.

	2
	Medical staff is able to make an accurate diagnosis in a timely manner.

	3
	Medical staff do not discriminate between patients.

	4
	Medical staff use specific attributes that are easily known and read by patients.

	5
	The medical staff explains the results of the examination, and the patient understands the explanation.

	6
	The medical staff responds to each patient's complaint, and the appearance of the medical staff seems convincing.

	7
	The patients’ examinations were carefully done, and the medical staff effectively communicated, informed, and educated them.

	
	Patient Satisfaction

	1
	The healthcare services provided by the hospital are convenient.

	2
	The health care provider’s personal interest in the outcome of your problem.

	3
	You wait for a length of time at the office to see the provider.

	4
	I think my doctor’s office has everything needed to provide complete care.

	5
	When I go for medical care, they are careful to check everything when treating and examining me.

	6
	Attention provider gives to what you have to say.

	7
	I find it hard to get an appointment for medical care right away.

	8
	I am satisfied with the health care that I received.

	
	Patients Trust

	1
	I trust my service providers so much I always try to follow his/her advice.

	2
	I trust my service providers to put my medical needs above all other considerations when treating my medical problems.

	3
	I trust my service providers to tell me if a mistake was made about my treatment.

	4
	I trust my service providers to tell me if a mistake was made about my treatment.

	
	Knowledge of E-health

	1
	I can differentiate between high-quality and low-quality health resources on the Internet.

	2
	I can distinguish between high-quality and low-quality health resources on the Internet.

	3
	I feel confident using information from the Internet to make health decisions.

	4
	I know how to use the Internet to answer my health questions.

	5
	I know where to find helpful health pages on the Internet.



