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Q4 How can appointments be made at your practice? 

(Choose all that apply) 

▢ Telephone  (1)  

▢ Fax  (2)  

▢ E-Mail  (3)  

▢ Online Booking service  (4)  

▢ In person/ at practice directly  (5)  
 

 

 

Q5 What is the average age of the patients you treat at your practice ? 

 0 10 20 30 40 50 60 70 80 90 100 
 

Average age of patients () 

 
 

 

 

 

Q6 How much time do you schedule per patient?  

 0 10 20 30 40 50 60 70 80 90 100 
 

Scheduled time per patient in 
minutes ()  

 

 

 

 

Q7 Do you schedule time buffers ? (e.g. scheduling "extra" time that would not be 

necessary if the day went exactly according to plan) 

o Yes  (1)  

o No  (2)  
 

 

Display This Question: 

If Q7 = Yes 
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Q8 How much time buffer per person do you schedule? 

 0 5 10 15 20 25 30 
 

Scheduled buffer time per patient 
in minutes ()  

 

 

End of Block 1: General Questions 
 

Start of Block 2: Waiting Time 

 

Q9 Can you always keep to your daily schedule exactly? 

o Always  (22)  

o Most of the time  (23)  

o About half the time  (24)  

o Sometimes  (25)  

o Never  (26)  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Display This Question: 

If Q9 = Always 

Or Q9 = Most of the time 

Or Q9 = About half the time 

Or Q9 = Sometimes 

 

Q10  

What are the reasons that your schedule cannot be met exactly? 
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Never 
(16) 

Rarely 
(17) 

Sometimes 
(18) 

Often 
(19) 

Always 
(20) 

The 
treatment of 

a patient 
takes longer 

than 
anticipated 

(1)  

o  o  o  o  o  

Needed to 
squeeze in 

an 
emergency 
patient (2)  

o  o  o  o  o  

Inefficiencies 
in the 

general 
operating 
process/ 
practice 

management 
(3)  

o  o  o  o  o  

Patients 
being late for 

their 
appointment 

(4)  

o  o  o  o  o  

 

 

 

Q11 What is the average wait time of your patients (From the time of their 

scheduled appointment to the time they are actually being examined)? 

 0 10 20 30 40 50 60 70 80 90 100 
 

Approx. average waiting time of 
one patient in minutes ()  
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Q12 Please state your opinion to each of the following statements regarding the 

effect of patient waiting time on your practice. (Patient waiting time = the time 

they have to wait within your practice, until being examined) 

 
Strongly 
disagree 

(1) 

Somewhat 
disagree 

(2) 

Neither 
agree nor 
disagree 

(3) 

Somewhat 
agree (4) 

Strongly 
agree (5) 

Patient 
waiting time 

doesn't 
really effect 
my practice 

at all (1)  

o  o  o  o  o  

Patient 
waiting time 

is 
unavoidable 

(2)  

o  o  o  o  o  

I have to 
invest extra 
resources 

due to 
waiting time 
(e.g. longer 

working 
hours, extra 
personell) 

(3)  

o  o  o  o  o  

Patient 
waiting time 

causes 
economic 
drawbacks 

for my 
practice (4)  

o  o  o  o  o  
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Q13 Please state your opinion to each of the following statements regarding the 

effect of patient waiting time on your patients. (Patient waiting time = the time 

they have to wait within your practice, until being examined) 

 
Strongly 
disagree 

(1) 

Somewhat 
disagree 

(2) 

Neither 
agree nor 
disagree 

(3) 

Somewhat 
agree (4) 

Strongly 
agree (5) 

My patients 
don't mind 
the waiting 
time within 
my practice 

(1)  

o  o  o  o  o  

When I 
politely 

explain the 
reasons to 
my patients 

why they 
had to wait, 

they 
understand 

(2)  

o  o  o  o  o  

My patients 
perceive 
the time 

they have 
to wait as 

unpleasant 
(3)  

o  o  o  o  o  

My patients 
enjoy the 
time they 

have to wait 
within my 

practice (4)  

o  o  o  o  o  

My patients 
perceive 
the time 

they have 
to  wait as 
ineffective 

(5)  

o  o  o  o  o  
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Q14 Have you taken any action to address the issue of patient waiting time/ 

issues related to it? 

o Yes, I have  (1)  

o So far, I have not been able to find any useful measures  (2)  

o It was not possible (e.g missing resources, no time, not integrable etc.)  (3)  

o No, it wasn't necessary  (4)  
 

End of Block 2: Waiting Time 
 

Start of Keep up 

 

  You are halfway through the survey already! Keep going!       

 

End of Keep up 
 

Start of Block 3: Scenario Testing 

 

Q15 Please read the following scenario very carefully.   

    

Imagine a technology that manages the appearance of your patients in a "just in 

time" manner. Instead of having to wait in your waiting room, the patients will be 

able to spend their time outside and only enter the practice when they can go 

directly into the examination room to be treated. To wait in the waiting room, 

remains an option of course.    

    

Your patients will have an application on their phone that gives them access to an 

accurate real-time wait estimation until they are being examined (similar to food 

delivery applications like foodora, lieferando etc.). From a certain time before the 

appointment, they must be in close proximity to your practice. When you are 

ready to examine the patient, he/she will receive a notification, that he/she can 

enter your practice and go directly into the examination room. When something is 

holding you up (treatment of patient takes longer than anticipated, unexpected 

incident..), the timer on the application will be updated immediately for the 

patient. The system will be interlinked with your patient data management system 

and your appointment schedule management system. This makes it possible for 

the patient to "check-in" before the appointment (i.e. health insurance card) via 

the application as well.     
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Example:   

"Bob" is an existing patient at you practice.   

He has an appointment at 11 am. 2 hours before, Bob checks the app and sees 

that everything seems to go as planned. 

 A little later, Bob sets off to your practice to be there on time for the appointment. 

While he is on his way, he receives a notification via the app on his phone, 

informing him that it will take a few minutes longer until he will be examined. Bob 

decides he then has enough time, to stop at the super market on the way and get 

the few missing groceries for tonights dinner. Afterwards, Bob continues driving 

to your practice, and parks the car close by.    

He receives a notification that the doctor is ready to see him in 5 minutes. Bob 

gets out of his car and starts walking up to your practice. Finally, he receives a 

notification that you are ready to receive him in Examination room 2 . He enters 

the practice subsequently and goes directly to room 2.   

 

 
 

What you/other practice employees would have to do:   

The system will be connected with the already established general appointment 

scheduling system of your practice. In order to make the service work, you would 

have to feed the system with the relevant information, meaning, live updates on 

your current schedule fulfillment. When you start treating a patient, you (or your 

medical assistent) would have to insert this in the interface of the system on your 

computer. When you can anticipate that you will need longer to treat your patient, 

you will have to enter this into the system with an approximate minute indication. 

When you finished the treatment of the patient, and are ready for the next one, 

you will have to insert that (you or your medical assistant).   

    

Please answer the following question in regard to this scenario. Please let your 

opinions not be influenced by minor details of the example/service (You don't 

have a supermarket close by, or examination rooms don't have numbers etc.) but 

try to answer the questions in regard to the general idea. 
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Q16 Performance 

 
Strongly 
disagree 

(1) 

Somewhat 
disagree 

(2) 

Neither 
agree nor 
disagree 

(3) 

Somewhat 
agree (4) 

Strongly 
agree (5) 

This service 
will improve 

my work 
performance 

(1)  

o  o  o  o  o  

This service 
will increase 

my 
productivity 

(2)  

o  o  o  o  o  

This service 
will enhance 

my 
effectiveness 
in my work 

(3)  

o  o  o  o  o  

This service 
will be useful 
for my work 

(4)  
o  o  o  o  o  

This service 
will increase 
the quality of 

care I 
provide to 

my patients 
(5)  

o  o  o  o  o  
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Q17 Necessary Effort 

 
Strongly 
disagree 

(1) 

Somewhat 
disagree 

(2) 

Neither 
agree nor 
disagree 

(3) 

Somewhat 
agree (4) 

Strongly 
agree (5) 

My interaction 
with the system 

is clear and 
understandable 

(1)  

o  o  o  o  o  

Interaction with 
the system will 
not require a 
lot of mental 

effort (2)  

o  o  o  o  o  

The system will 
be easy to use 

(3)  o  o  o  o  o  
This service 
can be easily 
integrated in 
the practice 

processes (4)  

o  o  o  o  o  

I can easily 
provide the 
resources 

needed for the 
use of this 
service (5)  

o  o  o  o  o  

The resources 
needed for the 
implementation 
of this service 
are minor (6)  

o  o  o  o  o  

I can easily 
convince my 

employees/ co-
workers to use 
this service (7)  

o  o  o  o  o  
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Q18 Opinion of others 

 
Strongly 
disagree 

(1) 

Somewhat 
disagree 

(2) 

Neither 
agree nor 
disagree 

(3) 

Somewhat 
agree (4) 

Strongly 
agree (5) 

Other 
practices, of 

the same 
medical 

specialty as 
mine, would 
be interested 
in this service 

(1)  

o  o  o  o  o  

My patients 
would like this 

service (2)  o  o  o  o  o  
My 

employees/ 
co-workers 

would like this 
service (3)  

o  o  o  o  o  

Other 
practices 

might 
implement a 
service like 
this soon (4)  

o  o  o  o  o  

My 
employees/ 
co-workers 
would want 

this service to 
be used at my 

practice (5)  

o  o  o  o  o  

My patients 
would want 

this service to 
be used at my 

practice (6)  

o  o  o  o  o  

My patients 
would switch 

to another 
practice if they 

would offer 
this service (7)  

o  o  o  o  o  
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Q19 Security of patient data 

 

 

I believe that it is technically possible to design the app in such a way that.. 

 

 

 
Strongly 
disagree 

(1) 

Somewhat 
disagree 

(2) 

Neither 
agree nor 
disagree 

(3) 

Somewhat 
agree (4) 

Strongly 
agree (5) 

... the 
personal 

information 
of my 

patients is 
safe (1)  

o  o  o  o  o  

.. 
unauthorized 

people will 
not be able 

to gain 
access to my 

patients’ 
personal 

information 
(2)  

o  o  o  o  o  

... 
unauthorized 
access will 
be detected 
immediately 

(e.g., 
cyberattack) 

(3)  

o  o  o  o  o  
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Q20 Intention 

 

 

Assuming that such a system now exists.. 

 
Strongly 
disagree 

(1) 

Somewhat 
disagree 

(2) 

Neither 
agree nor 
disagree 

(3) 

Somewhat 
agree (4) 

Strongly 
agree (5) 

I would like 
to implement 
a system like 

this (1)  
o  o  o  o  o  

I will 
definitley 

implement a 
system like 
this in the 
future (2)  

o  o  o  o  o  

I will consider 
implementing 
a system like 

this (3)  
o  o  o  o  o  

 

 

 

 

Q21 Before today, have you already thought about the implementation of a 

solution like this/similar to this ? 

o Yes  (1)  

o No  (2)  
 

End of Block 3: Scenario Testing 
 

Start of Validation 
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QC Please indicate your agreement with the following statements regarding the 

scenario given to you 

 
Strongly 
disagree 

(8) 

Somewhat 
disagree 

(9) 

Neither 
agree nor 
disagree 

(10) 

Somewhat 
agree (11) 

Strongly 
agree 
(12) 

The scenario 
was realistic 

(1)  o  o  o  o  o  
The scenario 

was easily 
understandable 

(2)  
o  o  o  o  o  

It was easy 
answering the 
questions in 
regard to the 
scenario (3)  

o  o  o  o  o  

 

 

End of Validation 
 

Start of Block 4: Demographic Questions End 

 

Q22 Where are you/ your practice located? 

o Germany  (1)  

o Norway  (2)  

o Other European country  (3)  

o USA  (4)  

o Other  (5)  
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Q23 What is your gender? 

o Male  (1)  

o Female  (2)  

o Non-binary / third gender  (3)  

o Prefer not to say  (4)  
 

 

 

Q24 What is your age? 

 0 10 20 30 40 50 60 70 80 90 100 
 

Age () 

 
 

 

 

 

Q25 What is your profession? 

o Doctor  (1)  

o Medical Assistant  (2)  

o Other  (3)  
 

End of Block: Demographic Questions End 
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Appendix 2: Frequencies waiting time items 

Item 
Never 

N (%) 

Sometimes 

N (%) 

About half 

of the time 

N (%) 

Often 

N (%) 

Always 

N (%) 

Q9 Can you always keep to       

Q10 Reasons why 

 Treatment takes longer 

 Emergency patient 

 Inefficiency in practice process 

 Patient being late 

     

     

     

6 (12%) 8 (16%) 24 (48%) 11 (22%) 1 (2%) 

8 (16%) 28 (56%) 5 (10%) 7 (14%) 2 (4%) 

Item 

Strongly 

disagree 

N (%) 

Somewhat 

disagree 

N (%) 

Neither 

agree nor 

disagree 

N (%) 

Somewhat 

agree 

N (%) 

Strongly 

agree 

N (%) 

Q12 Influence of patient 

waiting time on practice 

  Doesn’t affect at all 

  Is unavoidable 

  Invest extra resources 

  Economic drawback 

     

4 (8%) 4 (8%) 16 (32%) 21 (42%) 5 (10%) 

3 (6%) 7 (14%) 13 (26%) 23 (46%) 4 (8%) 

4 (8%) 8 (16%) 24 (48%) 11 (22%) 3 (6%) 

5 (10%) 23 (46%) 18 (36%) 3 (6%) 1 (2%) 

Q13 Influence of patient 

waiting time on patient 

  Patients don’t mind  

  I if explain they understand      

  Perceive it as unpleasant 

  They enjoy it 

  Perceive it as ineffective 

     

2 (4%) 6 (12%) 30 (60%) 9 (18%) 3 (6%) 

2 (4%) 9 (18%) 27 (54%) 11 (22%) 1 (2%) 

10 (20%) 27 (54%) 12 (24%)  0 1 (2%) 

2 (4%) 6 (12%) 30 (60%) 9 (18%) 3 (6%) 

2 (4%) 9 (18%) 27 (54%) 11 (22%) 1 (2%) 
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Appendix 3: Item-Total Statistics 

 Performance Expectancy 

 

 

Effort Expectancy 

 

 

Patients’ Influence 

 

 

Competitors’ Influence 

 

 

Cronbach’s Alpha Cronbach’s Alpha Based on standardized items N of Items 

.897 .902 5 

 
Scale Mean if 

Item Deleted 

Scale 

Variance if 

Item Deleted 

Corrected 

Item-Total 

Correlation 

Squared 

Multiple 

Correlation 

Cronbach’s 

Alpha if Item 

Deleted 

PE 1 10.00 9.592 .836 .777 .854 

PE 2 9.96 9.917 .819 .766 .860 

PE 3 10.08 10.116 .762 .738 .871 

PE 4 9.56 9.517 .750 .687 .873 

PE 5 10.08 9.912 .698 .516 .891 

Cronbach’s Alpha Cronbach’s Alpha Based on standardized items N of Items 

.903 .905 7 

 
Scale Mean if 

Item Deleted 

Scale 

Variance if 

Item Deleted 

Corrected 

Item-Total 

Correlation 

Squared 

Multiple 

Correlation 

Cronbach’s 

Alpha if Item 

Deleted 

EE 1 16.60 22.776 .668 .547 .894 

EE 2 16.62 22.118 .765 .832 .883 

EE 3 16.96 22.100 .690 .778 .892 

EE 4 17.56 22.782 .698 .516 .891 

EE 5 17.22 22.542 .683 .722 .893 

EE 6 17.38 22.200 .812 .789 .878 

EE 7 17.54 24.131 .696 .535 .892 

Cronbach’s Alpha Cronbach’s Alpha Based on standardized items N of Items 

.726 .724 3 

 
Scale Mean if 

Item Deleted 

Scale 

Variance if 

Item Deleted 

Corrected 

Item-Total 

Correlation 

Squared 

Multiple 

Correlation 

Cronbach’s 

Alpha if Item 

Deleted 

PI 1 5.10 1.765 .613 .618 .555 

PI 2 5.20 1.633 .751 .656 .375 

PI 3 6.10 2.418 .324 .160 .878 

Cronbach’s Alpha Cronbach’s Alpha Based on standardized items N of Items 

.751 .753 2 

 
Scale Mean if 

Item Deleted 

Scale 

Variance if 

Item Deleted 

Corrected 

Item-Total 

Correlation 

Squared 

Multiple 

Correlation 

Cronbach’s 

Alpha if Item 

Deleted 

EI 1 3.02 .469 .603 .364 - 

EI 2 2.98 .551 .603 .364 - 
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 Employees’ Influence 

 

 

 Data Security  

 

 

Behavioral Intention 

 

 

 

 

 

Cronbach’s Alpha Cronbach’s Alpha Based on standardized items N of Items 

.924 .925 2 

 
Scale Mean if 

Item Deleted 

Scale 

Variance if 

Item Deleted 

Corrected 

Item-Total 

Correlation 

Squared 

Multiple 

Correlation 

Cronbach’s 

Alpha if Item 

Deleted 

EI 1 2.58 .698 .860 .739 - 

EI 2 2.54 .743 .860 .739 - 

 
Scale Mean if 

Item Deleted 

Scale 

Variance if 

Item Deleted 

Corrected 

Item-Total 

Correlation 

Squared 

Multiple 

Correlation 

Cronbach’s 

Alpha if Item 

Deleted 

DS 1 5.66 2.923 .821 .675 .916 

DS 2 6.12 3.128 .871 .767 .870 

DS 3 6.26 3.298 .854 .744 .886 

Cronbach’s Alpha Cronbach’s Alpha Based on standardized items N of Items 

.924 .926 3 

Cronbach’s Alpha Cronbach’s Alpha Based on standardized items N of Items 

.901 .900 3 

 
Scale Mean if 

Item Deleted 

Scale 

Variance if 

Item Deleted 

Corrected 

Item-Total 

Correlation 

Squared 

Multiple 

Correlation 

Cronbach’s 

Alpha if Item 

Deleted 

BI 1 5.26 3.176 .835 .702 .830 

BI 2 5.42 3.187 .811 .672 .851 

BI 3 4.92 3.463 .765 .587 .890 
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Appendix 4: Normal P-P Plot of Regression Standardized Residual 

 

Appendix 5: Scatterplot of residuals  
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