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Using the purposive sampling method, the researcher selected 200
patients admitted to Observation Wards 1 and 2 of Ramathibodi Hospital in
order to investigate the relationship between personal factors or
demographical characteristics and the levels at which these patients exhibited
stress and satisfaction.

Instruments of research consisted of a questionnaire eliciting personal
factors or demographical characteristics, a questionnaire designed to obtain
data requisite to evaluating levels of stress. This questionnaire was provided

by the Department of Mental Health of the Ministry of Public Health. Finally,
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a questionnaire was used for the purpose of measuring the levels at which
opinions were expressed by the patients in regard to satisfaction with the
services received.

The last questionnaire was constructed by the researcher on the basis of
the conceptual model developed and applied by Aday and Anderson and Ware
et al. In respect to levels of satisfaction evinced regarding nursing services,
the researcher also adapted the La Monica-Oberst Patient Satisfaction Scale
(LOPSS) as evaluated by Munro et al. (1994, pp. 119-125).

Data were analyzed using frequency, mean (X), and standard deviation
(SD). The techniques of chi-squares ()(2) and Pearson’s product moment
correlation coefficient were employed for testing purposes. The technique of
t-test was additionally used in order to determine whether coefficient
calculations gave results that were at a statistically significant level.

Findings are as follows:

1. In regard to personal factor or demographical characteristics, the
patients being investigated were between the ages of thirty-one and sixty (52.5
percent) with a majority being male (60 percent). Moreover, a large majority
were Buddhist (95 percent) and a majority were married (67.5 percent).
Slightly more than a third (35 percent) were educated at the Prathom Sueksa
level (35 percent) with slightly less than a third (29.5 percent) being employed
in the civil service or at state enterprises. A majority (57.5) had a monthly
income between 5,000 and 10,000 baht with a plurality (45 percent) paying

medical fees under health coverage plans provided to public sector
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employees. A slight majority had diseases treatable by medicinal means while
more than two-thirds (68.5 percent) had been in-patients. A plurality (46.5
percent) were impressed by the services provided by physicians (46.5 percent)
with more than a half (53.5 percent) being impressed by services provided by
nurses and a plurality (47.0 percent) being impressed by the services provided
by medical technicians.

2. In reference to the levels of stress evinced by these patients admitted
to the two observation wards, the researcher determined that 80 percent
exhibited normal stress levels, i.e., within the normal range of 0-17 on the
scale used for evaluating stress levels. The mean (X) stress score was 11.93
with the standard deviation (SD) at 8.69.

3. The levels of satisfaction evinced by the patients under study overall
and in each aspect were as follows:

Satisfaction with the physical environment was found to be at a high
level (59 percent) and at a moderate level (41.0 percent). Low levels of
satisfaction were not found. The mean level of satisfaction was also high (X=
22.40, SD =3.14).

Satisfaction with the information provided in conjunction with the
services provided were determined to be at a high level (65 percent), at a
moderate level (32 percent), and at a low level (3 percent). The mean of

satisfaction with the information received was also at a high level (X=30.54,

SD =5.16).
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Satisfaction with t_he hospitality displayed by the service providers
was found to be at a high level (68.5 percent), at a moderate level (31.0
percent), and at a low level (0.5 percent). The mean for satisfaction with the
hospitality displayed by the service providers was additionally at a high level
(X=31.03, SD =4.63).

Satisfaction with the convenience and quality of services provided
was at a high level (78.5 percent) and at a moderate level (21 percent). Low
levels of satisfaction were not found. Moreover, the mean of the satisfaction
with the convenience and the quality of services was at a high level (X=
32.19, SD =4.51).

Overall satisfaction was found to be at a high level (68 percent), and
at a moderate level (32 percent). No low level of satisfaction was found. The
mean for overall satisfaction was at a high level (X=116.76, SD = 15.13).

4. In investigating the relationship between personal factors or
demographical characteristics and the stress evinced by the patients under
study, the researcher determined that educational level was correlated with
level of stress at the statistically significant level of .05. However, the
demographical characteristics of age, gender, religion, marital status,
occupation, income, having public sector coverage of expenditures for
medical treatment, diagnosis, having previously been in-patients, the
impressions made by the services provided by physicians, nurses, and medical

technicians bore no relationship with levels of stress (p > .05).
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5. In regard to the relationship between personal factors or
demographical characteris;tics and the levels of satisfaction expressed by the
patients under investigation, the researcher determined that gender, marital
status, the impression made by the services provided by physicians, nurses,
and medical technicians were correlated with levels of satisfaction at the
statistically significant level of .05. Nevertheless, the factors of age, religion,
educational level, occupation, income, having public sector coverage of
expenditures for medical treatment, diagnosis, having been an in-patient bore
no relationship to levels of satisfaction (p > .05).

6. In investigating the relationship between levels of stress and
satisfaction on the part of the patients under study, the researcher ascertained
that overall levels of satisfaction were inversely correlated with levels of
stress (r = -.016) at the statistically significant level of .05. In analyzing each
aspect, it was found that the aspect of physical environment was inversely
correlated with levels of stress at the highest level (» = -0198). In descending
order were the aspect of convenience and quality of services received (r = -
.0163), and the aspect of the hospitality afforded by the service providers (r =
-.146) at the statistically significant level of .05. Finally, it was established
that the aspect of information received from the service providers bore no

relationship with levels of stress.





