
 

Supplementary Material 

 
Appendix 1. Client Satisfaction Survey  

Survey Instructions 

● Please answer all of the questions to the best of your ability 
● Please answer the questions in this survey about your most recent visit to the Bridging 

Clinic. Do not include any other hospital visits in your answers. 

● Please return this survey to the reception desk at the Bridging Clinic. 
 

 
1. I am satisfied with my waiting experience (circle one): 

 

 
Strongly 
Agree 

Agree More or less 
agree 

Undecided More or less 
disagree 

Disagree Strongly 
disagree 

(1) (2) (3) (4) (5) (6) (7) 

 

 

2. I was aware of my approximate wait time 
 

 
Strongly 

Agree 
Agree More or less 

agree 
Undecided More or less 

disagree 
Disagree Strongly 

disagree 

(1) (2) (3) (4) (5) (6) (7) 

 

 

3. I was satisfied with the information I received about waiting 
 

 
Strongly 
Agree 

Agree More or less 
agree 

Undecided More or less 
disagree 

Disagree Strongly 
disagree 

(1) (2) (3) (4) (5) (6) (7) 

 

 

4. I am satisfied with the overall care that I received (circle one): 
 

Strongly 

Agree 

Agree More or less 

agree 

Undecided More or less 

disagree 

Disagree Strongly 

disagree 

(1) (2) (3) (4) (5) (6) (7) 
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5. Do you have any further comments? Please include below.
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Appendix 2. NASA TLX  
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Appendix 3. Interview Guide 

Semi-Structured Interview Guide 

Introduction: Thank you so much for agreeing to participate in this interview. My name is [insert name], 

and I will be interviewing you today. I also have my colleague [insert name] on the phone line who is 

here to listen and take notes of our conversation today for research purposes. We are student investigators 

at CAMH and completing a master’s thesis project with the University of Toronto’s Translational 
Research program. If you would like to receive a transcript following the completion of this interview, we 

would be more than happy to send that to you. You can let me know at any point during the interview if 

you would like us to send that to you. 

How has your day been so far? 

The general aim of this interview is to help us understand the client perspective on their waiting 

experience at the Bridging Clinic. With this information, we will co-create an intervention that improves 

the waiting experience for clients.   

This interview will take approximately 30 minutes and is completely voluntary.  At any point, you can 

pass on a question or we can end the interview at any time. Everything we talk about will be confidential 

and any results we use in our findings will be de-identified. I will not be asking any questions about your 

personal health information. Feel free to be as vague or specific as you would like in your answers.  

There are no right or wrong answers here; we are trying to understand the client experience, so please 

answer frankly. 

Do you have any questions about the project or consent form? 

1. Can you tell me how long have you been attending the Bridging Clinic for? (e.g. Years, months, 

weeks, first visit) 

a. If applicable: How often do you attend the Bridging Clinic? (e.g. Yearly, monthly, 

weekly) OR 

b. Approximately, how many times have you attended the Bridging Clinic? 

 

2. Can you walk me through what a typical visit at the Bridging Clinic would look like for you? 

Probes:  

a. What are the general steps of the visit from the time you arrive to the time you leave? 

b. What time or day of the week do you generally go to the Bridging Clinic? What usually 

prompts you to attend? Where are you usually coming from/going to before and after 

your visit? 

 

3. How do you feel about the current wait times at the Bridging Clinic? 

Probes:  

a. How long do you think you normally wait to be seen by a clinician? Does that match 

what your expectation (of what a wait time should be)? 

b. What is your experience like while you are waiting? How are you normally feeling when 

you are waiting? How do you pass the time? 

c. When are wait times the longest? When are they the shortest? Are there different wait 

time patterns on different days? If yes, what are they? 
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4. Do you think there is a need to address wait times at the Bridging Clinic? 

Probes: 

a. Can you elaborate? 

b. Can you describe the main pain points of your waiting experience? 

c. Can you walk me through the current waiting process and any frustrating aspects of this 

process?  

 

5. What do you think are some of the underlying causes of wait times during your visits to the 

Bridging Clinic? 

Probes: 

a. What was your understanding of why this occurred?  

b. How could this be resolved or improved? 

 

6. What would your ideal waiting experience look like at the Bridging Clinic? 

Probes: 

a. What would need to change to make this experience happen? What is important to you 

about this ideal experience? 

 

That’s all the questions I have for you; has anything occurred to you about this topic that I haven’t asked 
about? 

Thank you!
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Appendix 4. Summary of Key Themes from Client Interviews 
 

 

Theme # Theme # of 

comments 

Summary Quote 

1 Negative 

emotions 

19 The negative emotions clients described while waiting. 

Many participants talked about feeling anxious, nervous, 

and neglected. 

“It is hard to wait when you are 
not feeling mentally well” P27 

2 Lack of 

knowledge 

about wait 

times 

13 Participants described feeling unsure regarding the 

length of the wait. Confusion regarding reasons for 

waiting and clinic processes, in general, was also 

commonly expressed. 

“It’s hard to take time off work 

and not know how long I will 

need to be at the clinic” P17 

3 Distractions 

/things to do 

while waiting 

that would be 

helpful 

12 Wanting something to do while waiting to help pass the 

time was a common feeling among participants. 

Participants suggested that the clinic provide reading 

materials, TV, music, or activities to improve their 

experience. 

“I wish there was something to 
read in the clinic to help pass 

the time waiting” P14 

4 Strategies to 

avoid waiting 

9 This theme summarizes strategies that participants are 

using to avoid or decrease their wait. Four clients stated the 

wait time is shortest in the morning so they would make a 

point of going then. 

“I arrive early to avoid wait 
times” P8 

5 Seeing 

specific 

staff 

8 Participants stressed the importance of relationship building 

with their healthcare provider and many stated they 

preferred to see the same staff each visit. As the clinic is a 

drop-in model, this is not always possible. 

“People should be able to see the 

same staff” P1 
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Theme # Theme # of 

comments 

Summary Quote 

6 Positive 

comments 

about the 

clinic 

7 Several participants expressed positive comments about the 

Bridging Clinic and stated they were pleased with the 

environment and the care they received. 

“The staff were really nice” P15 

7 Staffing 7 Participants identified a lack of staff and staff having too 

much to do as a reason for prolonged wait times. 

“A cause of wait times is 
staffing” P17 

8 How clients 

cope with wait 

times 

6 While theme 3 summarized suggestions the participants 

had for the clinic, this theme summarizes the distraction 

techniques participants are already using to pass the time. 

Common techniques included using a phone or laptop to 

pass the time. 

“I sit with my laptop and 
work to pass the time 

waiting” P12 

9 Average 

duration 

6 Participants discussed how long their wait times were on 

average. 

“My average wait is about 1 hour 
or less” P14 

10 Expected 

wait times 

5 Participants outlined how long they expect to wait. 

Several participants’ expectation of the wait time was 
much less than the average wait time at the clinic. 

Many participants reported their expected wait was 

somewhere between 15-40 minutes when the average wait 

time at the clinic ranges from 2-4 hours. 

“The ideal wait time is 
between 15-30 minutes” P1 
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Appendix 5a. Client Journey Map 
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Appendix 6. Co-Design Schedule 

Day 1: Introduction & problem definition 

1. Activity 1: Introduction, Project Description & Icebreaker (45 mins) 

a. Introductions by Capstone Members 

b. Agenda Overview 

c. Project Description & Co-Design Overview 

1. Understanding Co-Design 

2. Project aims & project plan 

3. What to do during the sessions 

d. Participant Introductions 

e. Ice Breaker: Zoom Bingo 

f. Ground Rules/Community Code 

g. Understanding journey maps 

2. Activity 2: Identifying Top pain points (25 min) 

a. Overview of Client Journey Map 

b. Defining of Pain Points 

*10 minute break* 

3. Activity 3: Create Needs Statement (35 min) 

a. see IBM Studios, 2018, p. 2 (16) 
 

Day 2: Ideation & intervention design 

1. Activity 1: Introductions (20 min) 

a. Participant introductions 

b. Review ground rules 

c. Icebreaker 

d. Goals of the session & agenda 
 

2. Activity 2: Ideation (30 min) 

a. Brainstorming activity 

i. See Big Idea Vignettes in IBM Studios, 2018 (16) 

ii. See IDEO, 2015, pp. 61 & 85 (15) 

b. Bundle Ideas 

i. See IDEO, 2015, p. 97 (15) 

 

*10 minute break* 

 

3. Activity 3: Mixing & matching (30 min) 

a. Discuss ideas in breakout rooms and come up with one uber idea 
 

4. Activity 4: Prioritization Grid 

a. See IBM Studios, 2018 (16) 
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Appendix 7. Sample of Co-design Orientation Materials 
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Appendix 8. Low-Fidelity Prototype 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Appendix 9. Additional Run Charts 

 

 

BMJ Publishing Group Limited (BMJ) disclaims all liability and responsibility arising from any reliance
Supplemental material placed on this supplemental material which has been supplied by the author(s) BMJ Open Qual

 doi: 10.1136/bmjoq-2021-001781:e001781. 12 2023;BMJ Open Qual, et al. Darkwa M



 

 

 

 

BMJ Publishing Group Limited (BMJ) disclaims all liability and responsibility arising from any reliance
Supplemental material placed on this supplemental material which has been supplied by the author(s) BMJ Open Qual

 doi: 10.1136/bmjoq-2021-001781:e001781. 12 2023;BMJ Open Qual, et al. Darkwa M



 

 

 

BMJ Publishing Group Limited (BMJ) disclaims all liability and responsibility arising from any reliance
Supplemental material placed on this supplemental material which has been supplied by the author(s) BMJ Open Qual

 doi: 10.1136/bmjoq-2021-001781:e001781. 12 2023;BMJ Open Qual, et al. Darkwa M



 

 

 

BMJ Publishing Group Limited (BMJ) disclaims all liability and responsibility arising from any reliance
Supplemental material placed on this supplemental material which has been supplied by the author(s) BMJ Open Qual

 doi: 10.1136/bmjoq-2021-001781:e001781. 12 2023;BMJ Open Qual, et al. Darkwa M



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

BMJ Publishing Group Limited (BMJ) disclaims all liability and responsibility arising from any reliance
Supplemental material placed on this supplemental material which has been supplied by the author(s) BMJ Open Qual

 doi: 10.1136/bmjoq-2021-001781:e001781. 12 2023;BMJ Open Qual, et al. Darkwa M



 

 

 

 

 

 

BMJ Publishing Group Limited (BMJ) disclaims all liability and responsibility arising from any reliance
Supplemental material placed on this supplemental material which has been supplied by the author(s) BMJ Open Qual

 doi: 10.1136/bmjoq-2021-001781:e001781. 12 2023;BMJ Open Qual, et al. Darkwa M


