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Abstract

From the perspective of digital inclusion, the dilemma of older adults’ accessibility to public services
is not merely a matter of technological adaptation, but also a governance issue involving rights pro-
tection and institutional design. The public service scenarios faced by older adults can be catego-
rized into three types: basic security-oriented services, daily life needs-oriented services, and ad-
vanced participation-oriented services. In different scenarios, the forms of digital exclusion and the
degree of rights impairment show gradient differences. The deprivation of freedom of choice caused
by compulsory digital channels, the implicit exclusion of differentiated needs embedded in univer-
sal design, and the dual deficiencies in social support and individual capability together constitute
the underlying dilemmas of older adults’ accessibility to digital public services. Resolving these dif-
ficulties requires coordinated efforts in three dimensions: the legalization of rights protection, the
regulation of algorithmic power, and the procedural guarantee of the right to choose service chan-
nels. A governance synergy should be formed among the government’s safeguarding responsibili-
ties, enterprises’ compliance obligations, and social support networks, thereby transforming digital
inclusion from a policy initiative into an operable institutional practice.
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