Table S1: List of keywords, terms and text strings used for data searching,.

This study focuses on a list of 9 healthcare service topics. Each of these topics is represented by a service lexicon
composed of service keywords and terms. There are 9 lexica, comprising 53 service keywords and terms. The

first column in this table holds lexica names, subsequent columns hold service keywords and terms.
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B. English vision

Topics keywords and terms Text strings used for searching with Boolean operators
circumstances hospital AND (environment OR circumstances OR
. surroundings)
environment
. hospital AND outpatient service AND (environment OR
surroundings circumstances OR surroundings)
Service outpatient service hospital AND consulting room AND (environment OR
environment consulting room circumstances OR surroundings)
e dladk hpspital AND cashier desk AND (environment OR
circumstances OR surroundings)
diagnosis ) ) . )
hospital AND (diagnosis OR treatment) AND (environment OR
treatment circumstances OR surroundings)
appointment hospital AND outpatient service AND (appointment OR
. . ) registration service OR referral OR timeshare appointment)
Appointment registration service
-driven referral
service
timeshare
appointment
waiting time hospital AND outpatient AND (waiting OR consultation OR
. treatment OR examination OR take the medicine OR payment)
consultation length AND time
eyl treatment time
efficiency  oyamination time
take the medicine time
payment time
Weibo hospital AND (Weibo OR official accounts OR service accounts
OR WeChat OR website OR Self-service machine OR App) AND
WeChat (information OR service)
Information  S€rvice accounts
technology o fficial accounts
website
Self-service machine
inpatient hospital AND (inpatient OR discharge OR admission) AND
. service
discharge
Inpatient o hospital AND patient visit AND condition
service admission

patient visit

Escort

hospital AND inpatient AND (escort OR dietary OR food OR
meal)
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Nursing
service

Patient safety

Humanistic
care

Doctor-
patient
relationship

dietary
Food
Meal

nursing quality
nursing skill

nurse attitude

prescription
examination
test
operation
medication

safety

medical ethic

privacy protection

patient privacy
humanistic care
social worker

volunteer

medical dispute

patient right

medical mediation

lawsuit
litigation

complain

hospital AND (nurse OR nursing) AND (quality OR skill OR
attitude)

hospital AND doctor AND prescription

hospital AND (examination OR test OR operation OR
medication) AND safety

hospital AND safety

hospital AND (doctor OR nurse) AND medical ethic
hospital AND (privacy protection OR patient privacy)

hospital AND (humanistic care OR social worker OR volunteer)

hospital AND (medical dispute OR patient right OR medical
mediation OR lawsuit OR litigation OR complain)
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