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Key findings

The European population is continuously ageing, and society is growing increasingly
digitalised. Public services are undergoing digitalisation (see Annex 1: Glossary), creating a
risk of exclusion for older persons. Yet there are legal protections against discrimination
based on age. Together, these facts invite an examination of how the digitalisation of public
services is affecting older persons’ enjoyment of their fundamental rights.

The 2020 Council of the European Union conclusions

Human rights, participation and well-being of older persons in the era of digitalisation
underlined the need to maintain some non-digital public services. The Council called for
respect for older persons’ rights and needs, regardless of disabilities. It “invite[d] the
Fundamental Rights Agency to explore the impact of digitalisation on the fundamental
rights, active participation and well-being of older persons”.

In response, the European Union Agency for Fundamental Rights (FRA) collected
information on Member States’ legislation and policies. FRA examined how older persons’
rights of access to and use of public services are protected, given digitalisation’s impact.
Statistical evidence from Eurostat data and FRA's Fundamental Rights Survey corroborated
this analysis.

The European Union (EU) issued the European Declaration on Digital Rights and Principles
in 2023. This commits the EU to a digital transformation that benefits everyone and to
ensuring that the design, development, deployment and use of technological solutions
respect fundamental rights. The EU makes a further commitment to a digital transformation
that leaves no one behind. The transformation must benefit older persons; people living in
rural areas; persons with disabilities; and marginalised, vulnerable or disenfranchised
people, and those who act on their behalf.

The EU's founding treaty protects the rights of the growing group of older persons (Article 2
and Article 6, paragraph 3, of the Treaty on European Union). So does the

EU Charter of Fundamental Rights (the Charter), Article 21 (non-discrimination), Article 25
(the rights of the elderly) and Article 26 (integration of persons with disabilities).

The EU and its Member States are required to respect fundamental rights whenever they
implement EU law (Article 51 of the Charter). The Charter does not explicitly mention the
right of access to public services. However, Article 34 (social security and social
assistance), Article 35 (healthcare), Article 41 (right to good administration) and Article 42
(right of access to documents) cover certain aspects of that right.

Moreover, Protocol No. 26 to the Treaty on the Functioning of the European Union
recognises the importance and diversity of services of general interest. Member States can
choose how services are delivered. However, they must ensure a high level of quality, safety
and affordability; equal treatment; the promotion of universal access; and the protection of
user rights. From a fundamental rights perspective, this means that those who cannot or do
not wish to access public services digitally should still have offline access, to ensure that
no one is left behind.

The 2020 Council conclusions invite Member States and the Commission to adopt “a rights-
based and a life-cycle perspective to ageing”. The conclusions acknowledge that the digital
gap between generations is significant and increases with age. They stress the need to
maintain non-digital access channels to public services. The Council calls for respect for

5/82


https://www.consilium.europa.eu/en/press/press-releases/2020/10/12/improving-the-well-being-of-older-persons-in-the-era-of-digitalisation-council-adopts-conclusions/
https://digital-strategy.ec.europa.eu/en/library/european-declaration-digital-rights-and-principles#:~:text=The%20Declaration%20on%20Digital%20Rights%20and%20Principles%20presents%20the%20EU's,version%20of%20the%20Declaration%20available.
https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX:12012P/TXT

older persons’ rights and needs, explicitly referring to older persons with and without
disabilities.

The 2023 EU Declaration on Digital Rights and Principles confirms the EU’s commitment to
respect fundamental rights, inclusion, accessibility, equality, availability of services and
everyone's rights and aspirations equally.

This report examines Member States’ laws and policies relating to digitalised services
provided by public administrations. This is in line with the Digital Decade policy programme.

The programme focuses on the fundamental rights of older persons and obligations relating
to non-discrimination. The Digital Decade requires that all key public services are available
online by 2023. This offers many advantages and opportunities, such as cost and time
savings and efficiency. However, it also presents risks and challenges to groups

susceptible to digital exclusion, such as older persons, persons with disabilities and those
with low education and income levels.

The report findings show the following.

* All Member States and candidate countries provide access to public services in
digital societies through generic or specific legal provisions. Some provisions refer
broadly to the principle of good public administration.

o National legislation and policies do not always acknowledge the risk of exclusion from
digitalised public services. They do not adequately address barriers to using digital
services, such as insufficient coverage, costs of internet and devices, lack of skills and
external support.

o The laws of four Member States include provisions aimed specifically at protecting
older persons’ rights to equal access to digitalised public services.

* Nine Member States’ policy documents recognise the importance of maintaining
offline alternatives or granting freedom of choice of access channel.

o There is little evidence of national initiatives to provide digital skills training for older
persons or to offer financial support for reliable internet access or up-to-date devices
and software. This is despite national authorities’ efforts.

» Digital skills and up-to-date technological tools are essential to participate in public life.
Only one in four people aged 65 to 74 in the 27 EU Member States have at least basic
digital skills. Public consultations and policy discussions are increasingly carried out
online. Therefore, older persons face not being able to exercise their civil and political
rights.

* Information and disaggregated data for persons aged 75 and older are missing. This
makes it impossible to evaluate and monitor the impact and efficiency of the Digital
Decade policy programme and national laws and policies on this group. Nor can their
equal access to public services undergoing a digital transition be evaluated/monitored.
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Introduction

Two major transformations are shaping Europe’s future: demographic ageing and the digital
transformation of everyday life, including the digitalisation (see Annex 1: Glossary) of public
and private services. Consistently low birth rates and higher life expectancy are
transforming the shape of the age pyramid of the European Union (EU), Eurostat’s ‘
Statistics Explained’ reports. By 2050, 30 % of the EU’s population will be aged 65 and older.
This demographic shift influences all aspects of life and has important economic and social
implications.

At the same time, digital transformation in the EU is proceeding fast: the European
Commission, through its European Digital Decade Policy Programme, is working towards
having 100 % of key public services online across the EU (and in the accession countries
North Macedonia and Serbia) by 2030. A considerable challenge now facing the EU and
Member States is to address digitalisation from a fundamental rights perspective and
ensure equal access to digital information and services for the rapidly growing group of
older persons in all their diversity.

Not all older persons are at risk of digital exclusion; many actively use digital technologies
on a daily basis (see more information in Section 1.3 The grey digital divide in equal access
to public services that are undergoing digitalisation). Nevertheless, it is important to take
into account that relevant policies do not always address the rights and needs of many
older persons with low income or education levels, living in rural areas or with a migration
background, and neither does the design of digital technologies and services. [1]

The EU and its Member States are required to respect human rights as one of the
fundamental values of the EU (Article 2 of the Treaty on European Union), particularly in
legislation, policies and decisions on implemented measures. The EU and its Member
States, when implementing EU law, are also bound to respect the fundamental rights
enshrined in the EU Charter of Fundamental Rights (the Charter). These legal obligations
provide an important foundation for effectively protecting the fundamental rights of people
who are at risk of digital exclusion.

Why is this report needed?

This report analyses the issue of equal access for older persons to public services that are
undergoing digital transition, from the perspective of fundamental rights.

The increasing digitalisation in all areas of life offers a variety of economic and social
opportunities. For many, digitalisation creates opportunities to participate, saves time and
money, facilitates communication and makes services more accessible. However, some
people cannot fully enjoy these opportunities because they lack the necessary skills to use
digital tools or because they cannot afford them. Older persons, a heterogeneous group
with diverse socio-economic backgrounds, are among those whose enjoyment of
fundamental rights might be at risk from digitalisation.

Along with the potential for positive change, digital advancements also carry risks.
Recognising that, the Council of the European Union adopted conclusions on Human rights,
participation and well-being of older persons in the era of digitalisation in 2020. The
conclusions invite Member States and the Commission to adopt “an age-integrated
approach including a rights-based and life-cycle perspective to ageing, bearing in mind the
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differences between women and men, through, for instance, the promotion of positive
communication on and images of ageing, a focus on the opportunities and challenges of
ageing, as well as an acknowledgement of the wide range of differences between older
persons and a greater understanding of the contribution that older persons make to social
cohesion and economy.” [2]

Some digitalised public services, such as pensions, and health or social benefits, are legally
guaranteed fundamental rights. Excluding people from accessing them may breach the law
and can increase older persons’ dependency, social isolation and disempowerment.

The Council conclusions stress the need to maintain some non-digital public services. They
call for respect for older persons’ rights and needs, including those with and without
disabilities. In its conclusions, the Council invites the European Union Agency for
Fundamental Rights (FRA) to explore the impact of digitalisation on the fundamental rights,
active participation and well-being of older persons. [3]

Digitalisation can impact many rights of older persons, including the enjoyment of their
rights as citizens, and their participation in political, social and cultural life.

This report focuses on rights to public services. It analyses how far national legal and policy
frameworks on digitalisation address fundamental rights implications related to equal
access to digital public services. It maps current legislation, policies and practices fostering
digital inclusion and equal access to public services undergoing digitalisation, and the
availability of offline access channels for older persons who are unable or unwilling to use
online options. It emphasises EU policy, which is where most EU initiatives relating to the
rights of older persons have emerged.

Legal and policy context

The right to access to public services is part of the right to good administration protected
under Article 41 of the Charter. This includes equal access to public services that are in the
process of digitalisation. The requirement of equal access is based on prohibition of
discrimination on the ground of age (Article 21 of the Charter) and the general prohibition of
discrimination on any grounds enshrined in Article 10 of the Treaty on the Functioning of the
European Union. Article 25 of the Charter states that “The Union recognises and respects
the rights of the elderly to lead a life of dignity and independence and to participate in social
and cultural life.”

The Charter is legally binding on the EU, and on EU Member States when they are
implementing EU law (Article 51 of the Charter). The aforementioned provisions therefore
govern the design, interpretation and application of EU legislative and policy initiatives,
including those concerning digitalisation. They provide the relevant and applicable legal
basis for assessing older persons’ access to digitalised public services from a fundamental
rights perspective. Moreover, Article 2 of the Treaty on European Union affirms that respect
for human rights is a fundamental value on which the Union is founded.

At this time, there is no EU legislation in the form of directives or regulations dedicated to
the rights of older persons. At policy level, however, a number of initiatives can be
highlighted.

The European Commission presented its vision for a digitally transformed Europe by 2030 in
its communication 2030 digital compass: The European way for the digital decade of

8/82


https://eur-lex.europa.eu/legal-content/EN/TXT/?uri=CELEX:12012P/TXT
https://commission.europa.eu/strategy-and-policy/priorities-2019-2024/europe-fit-digital-age/europes-digital-decade-digital-targets-2030_en

9 March 2021. It proposed a European Digital Decade policy programme, which presents
the objectives, the targets to be reached by 2030 and the annual monitoring mechanism for
measuring progress.

The European Declaration on Digital Rights and Principles(the Declaration), adopted on

15 December 2022, reflects European values. [4] It refers to the Charter, the

European Pillar of Social Rights and other rights, such as data protection [5] and data
privacy. [6] The Declaration refers to principles of solidarity and inclusion in access to
technologies and commits EU Member States to taking measures to ensure that
fundamental rights are respected online as well as offline and that nobody is left behind in
the transition. Furthermore, the Declaration commits Member States to undertaking digital
transformation in a way that includes older persons, those living in rural areas, persons with
disabilities, and marginalised, vulnerable or disenfranchised people, and those who act on
their behalf.

The Digital Compass also encourages Member States to ensure that by 2030 their “Public
services should be fully accessible onling, including for persons with disabilities, and benefit
from easy-to-use tools with high security and privacy standards.” [7]1 The European Digital
Decade policy programme sets as targets for 2030 that 100 % of all key public services
should be available online, all citizens should have access to their e-medical records and
use a digital ID solution, and 80 % of citizens aged 16 to 74 years should have at least basic
digital skills. With public services increasingly moving to a digital mode, it calls upon
Member States to ensure that nobody is left behind. All targets are monitored on an annual
basis by a structured, transparent and shared monitoring system, namely the

Digital Economy and Society Index (DESI).

Research methodology and definition of ‘older persons’

Franet, FRA’s research network, collected the information for this comparative report
between April and July 2022. The information covers all EU Member States and the
candidate countries North Macedonia and Serbia. With its analysis, FRA aims to contribute
to relevant EU and national policy discussions on ensuring a digitally just society for all,
including for all older persons. The research maps if and how national legal and policy
provisions ensure the right to equal access for all to public services that are undergoing
digitalisation, and for specific groups at higher risk of digital exclusion, such as older
persons, persons with disabilities, low incomes or low education levels, and people living in
rural areas.

For this purpose, Franet mapped national legal and policy instruments addressing the
digitalisation of public administration and related public services, to collect evidence on
provisions and safeguards that ensure equal access for all, or for older persons. The
research also looked for information on the availability of offline access channels for
persons who are unable or do not wish to use the online option. The focus was on public
services relevant to older persons. The scope of this research does not cover assessing if
public service websites conform with web accessibility standards, which are based on
established criteria.

Research for this project entails desk research mainly based on publicly available secondary
sources and, in specific cases, information obtained by specific requests from government
officials, public bodies, equality bodies, national human rights institutions, civil society
organisations and research institutes. FRA’s Fundamental Rights Survey (2019), the Digital
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Economy and Society Index (DESI) report 2022 and the corresponding sections of Eurostat’s
database provided the data for the statistical context.

In the context of this research, ‘older persons’ were defined as aged 65 or older. A reason
for the choice of the starting age is that, from this age on, people are less and less part of
the active workforce. Therefore, they have fewer opportunities to acquire or maintain digital
skills or access the internet through the workplace.

Older persons are not a homogeneous group but show the same heterogeneity of
demographic and socio-economic characteristics, such as gender, education, income,
health status, race and migration background, as the total population. That may affect
whether and how they enjoy their fundamental rights.

The report does not reflect this intersectionality perspective (see the Glossary) in detail, as
the information collected and the statistical data did not allow for an analysis by these
characteristics. Instead, it mentions, where relevant, other groups with relatively high risks
of digital exclusion, such as women, persons with disabilities, low education levels or low
incomes, and people living in rural areas. All of those groups also include older persons.

Structure of the report

Chapter 1 of this report outlines the current context of demographic ageing, the
consequences for digital societies, the ‘grey digital divide’, and the inequalities older persons
might face in accessing public services that are undergoing digitalisation.

Chapter 2 outlines key legal and policy frameworks that address the rights of older persons
and pave the way towards the digital decade.

Chapter 3 presents findings based on a comparative analysis of national reports from the
EU-27, North Macedonia and Serbia, which Franet provided through desk research in 2022. It
summarises national legislation, policy instruments, programmes and practices relating to
digitalising public services from a fundamental rights perspective. It focuses on non-
discrimination and equal access in general, and particularly for older persons and other
groups at risk of digital exclusion.

Chapter 4 describes targeted measures at individual and structural levels that ensure equal
access for older persons to public services that are undergoing digitalisation and the
bridging of the different digital divides.

Chapter 5 outlines some key conclusions and suggestions for improving the participation of
older persons in digital life.
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1. Ageing and digital societies: leaving no one behind

The evolving digital landscape offers a multitude of new opportunities. It can improve
communication with, and access to, public services, including health and social care
services. [8] The European Pillar of Social Rights and the Declaration state that no one
should be left behind as society advances (see Chapter 2 Legal and policy instruments at
EU and international levels). However, there are risks that the digitalisation of public
services may not be accompanied by measures and safeguards that adequately ensure the
equal enjoyment of fundamental rights for older persons and other vulnerable groups. [9]

This chapter provides an overview of the demographic and digital situations in the 27 EU
Member States (EU-27), North Macedonia and Serbia, and of equal access to public
services for older persons.

Definition of ‘older persons’

Ageing is a universal, biological and natural process. It is not a pathology, a disability or an illness, it
is neither good nor bad, and it can be measured objectively by, for example, using the concept of
chronological age. Terms such as ‘old age’ or ‘being old’ are not based on a natural concept, and are
therefore neither neutral nor objective, but the outcome of a socio-cultural process, which is
embedded in time and space. These terms can be defined differently for different purposes [10] .
The United Nations (UN) General Assembly, in Resolution 46/91 of 16 December 1991,
acknowledged “the tremendous diversity in the situation of older persons, not only between
countries but within countries and between individuals, which requires a variety of policy responses”.
It adopted five core principles: independence, participation, care, self-fulfilment and dignity [11]. In
different ways, the digitalisation of everyday life has impacts on all these principles.

In April 2002, the Second World Assembly on Ageing adopted the Madrid International Plan of Action
on Ageing and the accompanying political declaration [12] . The plan of action offers a bold new
agenda for handling the issue of ageing in the 21st century. It focuses on three priority areas: older
persons and development; advancing health and well-being into old age; and ensuring enabling and
supportive environments. It asks governments to “Ensure that the benefits of new technologies,
especially information and communication technologies, are available to all, taking into account the
needs of older women” and to “Develop and disseminate user-friendly information to assist older
persons to respond effectively to the technological demands of everyday life.”

In December 2010, Resolution 65/182 of the UN General Assembly established the Open-Ended
Working Group on Ageing. It was tasked with assessing the existing international framework of the
human rights of older persons and asked to identify possible gaps and how best to address them,
including by considering, as appropriate, the feasibility of new instruments and measures [13] .

e ‘Older persons’ in the context of this report
This report uses the term ‘older persons’ for people aged 65 and more to
describe an otherwise very diverse group of people who are often no longer fully
engaged in the labour market (see section Research methodology and
definition of ‘older persons’).

e ‘Older persons’ in the EU statistical context
Eurostat data on digital economy and society allow separate analysis for people
aged 55 to 64 years and 65 to 74 years, and in specific cases the combined
group aged 55 to 74, for more detailed breakdowns, mostly by gender and
education level. The database does not provide information about persons aged
75 and older.

1.1 Ageing societies: the demographic change and its
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consequences

Based on demographic projections, the 2021 Ageing Report of the European Commission
noted that the EU is “turning increasingly grey”. [14] These projections predict a decline in
the total population of the EU in the long term and a continuing significant ageing of its
population.

1.1.1 Increasing share of older persons

Since the 1950s, EU Member States, like other developed countries, have experienced a
continuous ageing of their populations. [15] In 2001, 16 % of persons in the EU-27 were 65
or older. [16] In 2020, this share rose to 21 %, and it is projected to reach almost 30 % in
2050 (see Figure 1).

The extent and speed of this development vary by Member State. In 2021, the share of
persons aged 65 years and more ranged from 25 % in Italy to just below 15 % in
Luxembourg, Ireland and North Macedonia. [17] These differences will increase over time,
and in 2050 more than a third of people in Greece, Portugal and Italy are expected to be
aged 65 and older, compared with fewer than a quarter in Sweden and Cyprus (Figure 1).
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Figure 1 — People aged 65 and older in the EU-27 in 2020 and projected for 2050 (% of total population)
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A double bar chart showing that the range of the percentage of persons aged 65 or over in the population will
increase from 16% to 22% in 2020 to a range of 22% to 34% in 2050.

Source: FRA (2023), based on Eurostat (2020), ‘Data browser — Demographic balances and indicators by type of
projection;, online data code: PROJ_19NDBI, accessed 23 January 2023

1.1.2 Drivers of population ageing

Population ageing is driven by low birth and mortality rates, across EU Member States, as
over the last 50 years women have had fewer children and given birth later in life. Migration
patterns also affect age structures, for instance if younger or retired persons have moved to
other Member States or emigrated outside the EU or if young refugees and immigrants have
settled in some Member States more often than others. [18]

Europeans live longer and experience more years in good health, because of better
healthcare, among other reasons. In 2021, a 65-year-old in the EU could expect to live for
another 19.3 years on average. That number is less for men (17.3 years) than for women
(20.9 years). [19] Furthermore, the number of healthy life years that one could expect at the
age of 65in 2020 is 9.8 years: 9.5 for men and 10.1 for women. [20]
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In 2050, projections foresee that 65-year-old men will have a life expectancy of 18.8 more
years in Bulgaria, and up to 22.6 more years in France. Women of the same age can expect
to live for 22.3 more years in Bulgaria, and 26.5 more years in France. [21]

1.1.3 Consequences of population ageing

Because of this demographic shift, the old-age dependency ratio is projected to increase
significantly. This ratio calculates how many persons of working age (20 to 64 years) are
available to work to cover the care and pension costs of an older person aged 65 and more.
In the EU, the old-age dependency ratio rose within the past 20 years from just over one
older person to four working-age adults in 2001 to just over one to three in 2019. By 2050,
less than two working-age adults per older person will be available to finance care and
pension costs. [22]

This will significantly increase costs, especially in the long run, mainly of healthcare and
pensions. The main policy debates therefore revolve around the financial impact of
population ageing. One policy option is to increase the retirement age. This provokes
resistance but is already implemented or planned in most Member States. Other options
include measures to develop active and healthy ageing. [23]

1.2 Digital societies

In the 21st century, digital technologies and services have become core elements of
everyday life, including for public administrations and services. The European Digital
Decade (2020 to 2030) provides a vision for a digital Europe and sets targets monitored by
the DESI to ensure that fundamental and social rights are respected online in the same
ways as offline. [24]

1.2.1 Social and digital inequalities

While many have benefited from using information and communication technology (ICT),
not everyone has the same motivation, opportunities and skills to access and use it. [25]
Digital inequalities reflect and can even exacerbate social inequalities for those lacking
access to the internet or digital skills.

For instance, people with low incomes can be digitally excluded, for example from using
digital public or private services, as they may not have the means to pay for the necessary
devices, internet access or support. It is often assumed that support comes from the social
environment, such as family members or friends, which is not always the case.
Consequently, some people or groups profit more from digital opportunities because they
have earlier and better access to ICT or support. In the COVID-19 crisis, digital inequality
was of particular concern for older persons and people with lower education levels or health
problems. [26]

1.2.2 Digital divide(s)

The digital divide is understood as the division between people with access to and use of
ICT, and the necessary skills, and those without. It is framed primarily in terms of

14/82



(in)equalities. Clearly, the availability and advancement of ICT has brought enormous
advantages and reduced social inequalities for many people who become motivated to use
new technologies, have physical access and master the necessary basic skills. With the
propagation of the use of ICT, the related costs will decrease, and access to low-cost or free
and easy-access information will be affordable for previously excluded groups too. [27]

The most often used categorisation of the digital divide uses three levels.

The first-level digital divide concerns physical access to ICT. In 2022, 92 % of all
households in the EU-27 had internet access at home, a rapid increase from 75 % in
2012. [28]

The second-level digital divide relates to ICT use and the skills needed. In 2022, 91 % of

people aged 16 to 74 years had used the internet in the previous 12 months, and 7 % had
never used the internet. [29] In 2021, 54 % of 16- to 74-year-olds had basic or above basic
overall digital skills. [30]

The third-level digital divide concentrates on outcomes and usage. Interaction with public
services, for instance related to tax declarations or pension rights, through the internet can
be used as an indicator. In 2021, 59 % of 16- to 74-year-olds had used the internet for
interaction with public authorities in the previous 12 months. [31]

These EU-level statistics, with significant variations between Member States, show that the
first-level digital divide is closing. However, the rapid development of new generations of
technical devices might still leave a substantial gap. While there is progress on the second-
level divide, with an increase in internet use, the gap related to digital skills remains large, as
does the gap on the third level. Behind these divides are social and digital inequalities, often
linked to specific groups or socio-demographic backgrounds. [32]

The concept of the ‘grey digital divide’ focuses on the digital disadvantages of older
persons. [33] Research shows that the major challenges for older persons in the digital
world are participation and communication through networks, or in the healthcare
environment. [34] In addition, any progress made by people aged 75 and older in mastering
essential digital skills and using the internet in different environments or subject areas is not
monitored through the DESI, as the official data collection ends at the age of 74.
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Understanding older persons’ use of technology

The following quotations are drawn from the qualitative study ‘Understanding older adults’ use of
social technology and the factors influencing it'. It explored the experiences of a small group of older
persons aged 65 years and over when using the internet for social contacts. The focus was on
motivators, skills and benefits. The quotations reflect the diversity of reactions of older persons
when confronted with digital technology.

“I'm liable, the occasions that | do go on [a desktop computer], | have to scream, help, why can't | get
this? Why can't | get that? | don't like [the desktop computer]. I've not grown up with one. | have
persevered with [the iPad] and | can adapt. | don't need any [thing other than the iPad].”

(P018, female, 78 years)

“I know a lot of friends of my age hardly use mobile technology or computers. They just feel very
uncomfortable and don't know what they are doing.”

(P017, male, 76 years)

“I don't know if there will come a time as | get older when | drop out because | feel | can't keep up
with it anymore. | don't think | will. | don't think that the pace is, you know, beyond me.”

(P019, male, 67 years)

“Talking about doing my banking online, | got a scam email and | thought this isn't right, so | printed it
off and took it down to the bank, and because | had printed it off | was able to see things that you
wouldn't see on the screen. They could see that it came from Russia.”

(P0O05, female, 79 years)

Source: Wilson, G., Gates, J. R, Vijaykumar, S. and Morgan, D. J. (2023),

Understanding older adults’ use of social technology and the factors influencing use’, Ageing and
Society, Vol. 43, No. 1, pp. 222-245.

1.3 The grey digital divide in equal access to public services that
are undergoing digitalisation

The ‘grey digital divide' refers to the obstacles that older persons encounter in terms of
access, skills and opportunities. [35] As all persons are entitled to access public services
whatever their age, access to public services that are undergoing digitalisation is used as
an example of the fundamental rights challenges of older persons in digital societies.

The following analysis uses Eurostat data that provide information about the age groups 55
to 64 and 65 to 74. For a more detailed analysis, the two groups can be combined.
Eurostat’s statistics on the digital economy and society do not cover people aged 75 years
and older.

1.3.1 The divide in the ‘grey divide’ and the impact of education

There are further divides within the grey digital divide, [36] apparent in the two age groups
used by Eurostat, as members of older generations have been exposed to digitalisation in
dif