
 

An Inquiry into Satisfaction and Variations 

 in User-Oriented Elderly Care 

 

Petri Kajonius 

Department of Psychology 

 
 

 

Doktorsavhandling för avläggande av filosofie doktorsexamen i psykologi som med vederbörligt 

tillstånd av samhällsvetenskapliga fakulteten vid Göteborgs Universitet kommer att offentligt försvaras 

fredagen den 11 december 2015, kl. 13.00, sal F1, Psykologiska institutionen, Haraldsgatan 1, Göteborg. 

 

Fakultetsopponent Åke Wahlin, Jönköping University 
 

 

 
 

This thesis includes the following papers, which are referred to in the text by Roman numerals:  

 

Study I.  Kajonius, P. J., & Kazemi, A. (In Press). Structure and process quality as predictors of 

satisfaction with care. Health & Social Care in the Community, 10.1111/hsc.12230. 

 

Study II.  Kajonius, P. J., & Kazemi, A. (In Press). Safeness and treatment mitigate the effect of 

loneliness on satisfaction with elderly care. The Gerontologist, 10.1093/geront/gnu170. 

 

Study III.  Kajonius, P. J., & Kazemi, A. (In Press). Advancing the Big Five of user-oriented 

care and accounting for its variations. International Journal of Health Care Quality Assurance. 

 

Study IV.  Kajonius, P. J., Kazemi, A., & Tengblad, S. (In Press). Organizing principles and 

management climate in high-performing municipal elderly care. Leadership in Health Services.  
 

 

 

 

Selected studies referenced which are supporting the thesis: 

 

Kajonius, P. J., & Kazemi, A. (2014). Rankning av Sveriges kommuners äldreomsorg i Öppna 

jämförelser. Socialmedicinsk tidskrift, 91(4), 323-331. 

 

Kazemi, A., & Kajonius, P. J. (2015a). User-oriented elderly care: A validation study in two 

different settings using observational data. Quality in Ageing and Older Adults, 16(3), 140-152.  
 

 

 

 

 

 

 
 

  



DOCTORAL THESIS IN PSYCHOLOGY 

 
 

 

Kajonius, P. J. (2015). An Inquiry into Satisfaction and Variation in User-Oriented Elderly 
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The foundation for this thesis is an ongoing discussion about quality in Swedish elderly care: 

Which are the most important factors that contribute to elderly care in terms of satisfaction 

among older persons, and what are the primary reasons for their differences?  

Aims. The principal aim was to examine what determines satisfaction with elderly care in 

home care and nursing homes, using the perspective of older persons (Studies I and II). The 

secondary aim was to analyze why these determinants differ, using the perspective of care 

workers, managers, and observers (Studies III and IV).  

Methods. Study I analyzed aggregated statistical data from the level of municipalities and 

districts (N = 324) based on the Swedish elderly care quality reports “Open Comparisons”, 

while Study II analyzed individual data based on the original ratings in the annual, 

nationwide elderly surveys (N = 95,000). Study III describes field observations and 

interviews with care workers and managers in two municipalities, one with a high rating for 

user satisfaction and one with an average rating. Study IV describes investigations in these 

two municipalities concerning their organizing principles and departmental-level 

management climate.  

Results. The results relating to the principal aim showed that process factors (such as 

respect, information, and influence) are related considerably more closely than structural 

factors (such as budget, staffing levels, and training levels) to satisfaction with care. Other 

process factors (such as treatment, safeness, staff and time availability) were also able to 

alleviate person factors (such as health, anxiety, and loneliness). Moreover, the results 

relating to the secondary aim showed that differences in user-oriented elderly care are mainly 

due to interpersonal factors between the caregiver and the older person. Care workers, 

however, reported that other factors (such as organizing principles and leadership support) 

influence the quality of the care process. Overall, older persons who receive home care 

generally report higher satisfaction with care than those in nursing homes, and feeling less 

safe. It is possible that differences in the process of aging explain this.  

Value. This thesis shows that satisfaction with elderly care can be largely explained by 

psychological quality at the individual level. The sizes of structural resources and organizing 

principles at the municipal level have minimal effect (< 5%). The thesis also presents a 

theoretical multiple-level Quality Agents Model to explain the sources of differences in 

satisfaction with care, and it presents recommendations for elderly care practices. A renewed 

focus on the psychology of satisfaction may contribute to the development of quality in 

elderly care.   
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