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Abstract

This study addresses a problem arising from the fact that automation initiatives in dental clinic
communication channels are typically justified by internal operational logic efficiency, cost reduction,
and extended coverage without any prior measurement of patient readiness, leaving adoption
decisions exposed to unanticipated resistance.

The study aimed to measure patients’ levels of perceived usefulness, perceived ease of use, trust,
privacy concern, and preference for human interaction; to determine their level of behavioral intention
to use an Al system; to examine the relationships among these variables; and to identify which of
them best predicts behavioral intention.

A quantitative, exploratory, descriptive-correlational cross-sectional design was adopted, grounded
in the Technology Acceptance Model extended with three contextual constructs. The study population
comprised adults who had contacted a dental clinic call center within the preceding twelve months.
A twenty-five-item instrument distributed across six constructs was administered to a convenience
sample of shopping-mall visitors using mall-intercept sampling. Forty complete responses were
obtained; four were excluded for failing an attention-check item, yielding a final analytic sample of
thirty-six.

Data were analyzed using Cronbach’s alpha, descriptive statistics, one-sample and independent-
samples t-tests, Pearson correlation, simple and multiple linear regression, and one-way ANOVA. All
six constructs demonstrated acceptable internal consistency, with alpha ranging from 0.703 to 0.855.
Perceived usefulness (M = 3.46), privacy concern (M = 3.47), and preference for human interaction
(M =3.48) all exceeded the scale midpoint significantly, whereas behavioral intention (M = 2.92) did
not differ significantly from it. Behavioral intention correlated most strongly and negatively with
preference for human interaction (r = —0.823, p < 0.01), followed by positive correlations with trust
(r = 0.709), perceived usefulness (r = 0.665), and perceived ease of use (r = 0.654), and a weak
negative correlation with privacy concern (r =—0.356, p <0.05). Multiple regression explained 74.4%
of the variance in behavioral intention, F(5, 30) = 17.46, p < 0.001; preference for human interaction
was the only statistically significant predictor (p = —0.695, p < 0.001), with trust approaching
significance (B = 0.329, p = 0.060). Hierarchical analysis showed that adding the three extension
variables increased explained variance by 25.4 percentage points over the baseline model, a
statistically significant increment.

Keywords: Artificial Intelligence; Call Centers; Dental Clinics; Technology Acceptance Model;
Patient Perceptions; Preference for Human Interaction; Privacy Concern; Behavioral Intention;
Exploratory Study.
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