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ABSTRACT

This exploratory study examines physicians’ and patients’ acceptance of an electronic
appointment-booking platform in Syria (2025) using the Technology Acceptance Model
(TAM) adding the factor of trust/security by the researcher.

A mixed—-methods design is used. The qualitative phase covered in—depth interviews with
physicians from diverse specialties and two focus groups with patients to surface drivers,
barriers, and requirements. Building on these insights, two Arabic questionnaires
(physicians/patients) were developed using a 5—point Likert scale and distributed online,
yielding 29 physician responses and 117 patient responses. Data analysis comprised
descriptive statistics, one-sample t-tests against the neutral value (3), and independent-
samples t-tests for group differences.

Findings indicate that most items for both groups scored above the neutral point, with
statistically significant effects for a substantial subset tied to Perceived Ease of Use
(PEOU), Perceived Usefulness (PU), and trust/security. Desired design features included
verified “doctor trust cards,” a transparent waiting board with Estimated Time of Arrival
(ETA), multi-location schedule synchronization, and lightweight in—product onboarding.
Conversely, strict operational policies—such as mandatory anti-no—show deposits—
elicited reservations, suggesting flexible, conditional options rather than blanket
enforcement.

The study recommends platform designs that balance usability with trust and security,
adopt flexible operational policies, and set of features, and continuously measure user
acceptance to iteratively improve the service.

Keywords: Technology Acceptance Model (TAM); Perceived Ease of Use (PEOU);
Perceived Usefulness (PU); trust/security; appointment-booking platforms; healthcare

sector.
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a. The denominatar used in estimating the effect sizes.
Cohen's d uses the sample standard deviation.
Hedges' correction uses the sample standard deviation, plus a correction factor.
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Independent Samples Effect Sizes

95% Confidence
Interval
Upper Lower Point Estimate Standardizer®
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a. The denominator used in estimating the effect sizes.
Cohen's d uses the pooled standard deviation.
Hedges' correction uses the pooled standard deviation, plus a correction factor.
Glass's delta uses the sample standard deviation of the control group.
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One-Sample Effect Sizes

95% Confidence Interval
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a. The denominator used in estimating the effect sizes.
Cohen's d uses the sample standard deviation.

Hedges'correction uses the sample standard deviation, plus a carrection factor.
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