

Appendix 1 Questions For In-Depth Interviews With Participants With Complex Communication Needs

This research will help me to understand your experiences as a customer in shops, retail services like banks or hairdressers, in food outlets and so on.  I want to know about good and bad experiences you may have had as a customer.  I also want to know how you feel about being a customer in those types of places, and what impact your experiences have on you, if any.   The questions below will be used as a guide in the interview. 
Paragraph below to be added according to the type of interview:
(Face to face interviews)  I may follow up on your answers to questions, to get a better understanding of what you’re telling me.  If I am doubtful about what you tell me I will repeat what I think you’re saying and ask you to agree or disagree.   I will record your stories as you tell them to me.  We will pause for breaks during the interview or stop the interview at any time you need.
(Email interviews) After we get started I will type in a question and then wait for you to type in your response.  Your response can be as long as you wish.   I may follow up on your answers to each question, to get a better understanding of what you’re telling me.   In this way we will move progressively through the main questions as listed below.  If you need a break in the interview you must let me know so that we can stop.  We can start again whenever you are ready, and the interview can take as long as you wish, even over many days.  If at any stage you don’t wish to continue with the interview we can stop immediately.
 
· Shopping is one of the ways many people spend their time, not only in shops but in services like hairdressers, and in food outlets.  Some people enjoy it and some people only shop when they have to.  What is your approach to shopping?  

· I would like to know what it’s like for people who use AAC to get served in a shop.  Or what happens when you need the help of a bank teller.  Or how you tell your hairdresser what you need.  Tell me, how do you communicate with retailers?

·  I also want to know how you feel in the places where you do your shopping.  Thinking about your communication, what good experiences can you think of that you have had as a customer? What do you think contributed to you feeling good?

· Thinking again about your communication, what bad experiences have you had as a customer? I’m interested to know what happened, how you dealt with the situation, and why you remember it as a bad experience.

· Have your experiences changed anything about the way you go shopping or use other retail services, or changed where you go, and how often?  Why?

