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Purpose
This study explores the challenges older adults face when using digital technology in the United Kingdom. It aims to examine patterns of digital engagement, identify key barriers and facilitators, and assess the impact of digital technology on well-being and independence.

Methods
A secondary research design was adopted using a systematic literature review. Ten peer-reviewed primary studies published between 2015 and 2026 were selected from databases, including PubMed, ProQuest, UWSTD Library, and Google Scholar. A structured search strategy and predefined inclusion and exclusion criteria were applied to ensure relevance and quality. Data were analysed using thematic analysis, guided by Braun and Clarke’s (2006) framework, to identify recurring patterns and key themes.

Findings
The findings indicate that digital exclusion among older adults is influenced by multiple interconnected factors, including low digital literacy, lack of confidence, limited access to devices and internet connectivity, and concerns about online safety. However, facilitators such as perceived usefulness, social support, tailored training, and user-friendly design were found to enhance engagement. The study also highlights the importance of hybrid service delivery models. Digital engagement was shown to have a dual impact on well-being, supporting independence and social connection while also contributing to frustration and anxiety in some cases.

Conclusion
The study concludes that addressing digital inequality requires a multi-faceted approach, including improved digital training, user-friendly technologies, and supportive policies. Enhancing digital inclusion among older adults is essential for promoting independence, social participation, and equitable access to services in an increasingly digital society.
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Digital technology has become increasingly central to everyday life in the United Kingdom, transforming how individuals access healthcare, financial services, and social communication. However, despite these advancements, a significant proportion of older adults remain digitally excluded. According to the Office for National Statistics (2023), internet non-use is strongly associated with increasing age, lower income, and lower levels of education. Digital exclusion is not limited to a lack of access but also includes insufficient digital skills, low confidence, and limited motivation to engage with technology (Helsper, 2012).

Older adults, particularly those aged 65 and above, face a range of barriers when using digital technology. These challenges include age-related physical and cognitive changes, affordability issues, and concerns about online safety (Seifert et al., 2021). Furthermore, the rapid digitisation of essential services, such as the NHS App and online banking systems, has increased the risk of marginalisation among older populations who may lack the necessary skills or support to adapt (National Institute for Health and Care Research, 2025). This highlights the importance of addressing digital inequality to ensure that older adults can fully participate in an increasingly digital society.

This chapter describes the main concepts, definitions, aims and objectives of the study, which explores the 'Challenges older people face when using digital technology in the UK'. It focuses on the various difficulties, barriers, and limitations that individuals aged 65 and over may encounter when accessing, learning, or engaging with digital devices and online services. These challenges can include limited digital skills, reduced confidence, physical or cognitive changes associated with ageing, lack of access to appropriate devices or reliable internet, and insufficient support or training. In the UK context, these difficulties are shaped by social, economic, and technological factors, such as the rapid shift toward online services in healthcare, banking, and government systems. As a result, many older adults may struggle to fully participate in a society that increasingly relies on digital technology for everyday tasks, communication, and essential services.
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Digital Technology

Digital technology refers to electronic tools, systems, devices, and resources that generate, store, or process data, including the internet, smartphones, computers, and online platforms (van Dijk, 2020). In modern society, digital technology plays a crucial role in accessing essential services such as healthcare, banking, and communication.

[bookmark: _Toc235389587]Digital Exclusion

Digital exclusion is defined as the inability of individuals or groups to access or effectively use digital technologies due to factors such as lack of skills, access, motivation, or confidence (Helsper, 2012). It is a multidimensional issue that extends beyond physical access to include social and economic barriers.

[bookmark: _Toc235389588]Older Adults

Older adults are typically defined as individuals aged 65 years and above (World Health Organization, 2021). This group often experiences age-related challenges, including cognitive decline, reduced physical ability, and lower levels of digital literacy, which may affect their ability to engage with digital technologies.

[bookmark: _Toc235389589]Rationale of the study

In the UK, digital technology has been in the limelight for accessing healthcare, banking, and welfare benefits as well as social communication. However, a significant proportion of the older population are digital outcasts. Age UK (2026) notes that approximately 2.3 million individuals aged 65 years and above fail to use the internet, which increases significantly to almost 29% among individuals aged 75 years and above. Equally, the Office for National Statistics (2023) notes that the non-use of the internet is strongly linked with rising age, low income, and low educational attainment. Although older adults (aged 65 and above) use the internet more frequently, most continue to face significant challenges with computer technology, which, in most cases, leads to digital exclusion (Ge et al., 2025). 

Digital exclusion does not just concern inaccessibility but also low skills, confidence and motivation (Helsper, 2012). There is an escalation in the use of digital systems due to the rapid digitisation of critical services such as the NHS App and the online GP appointment system. According to research by the National Institute for Health and Care Research (2025), any transition of services online without adequate provisions is prone to marginalising older adults. The general obstacles involve low digital literacy, physical disabilities, cognitive alterations, financial issues, and online fraud fears (Seifert et al., 2021; Friemel, 2016). Digital inequality is further added to by socio-economic inequalities (Van Dijk, 2020).

[bookmark: _Toc235389590]Aim of the study

To explore the challenges older people face when using digital technology in the UK.

[bookmark: _Toc235389591]Objectives of the study

· To explain the use of digital technology among older people in the UK.
· To identify the impact of digital technology usage among older people in the UK.
· To analyse the challenges older people face when using digital technology in the UK
· To provide recommendations to improve and reduce barriers to the use of digital technology among older people in the UK.
[bookmark: _Toc235389592]Chapter Summary

This chapter has introduced the focus of the study by exploring the challenges older people face when using digital technology in the UK. It has defined key concepts such as digital technology, digital exclusion, and older adults, providing a foundation for understanding the scope of the research. The rationale for the study has highlighted the increasing reliance on digital services and the growing risk of exclusion among older populations, particularly in relation to socio-economic factors and digital skills (Office for National Statistics, 2023; Helsper, 2012).
The aim and objectives of the study have been clearly outlined, emphasising the need to examine patterns of digital technology use, identify associated challenges, and propose practical recommendations. In addition, the structure of the dissertation has been presented to guide the reader through the subsequent chapters.
This chapter establishes the importance of addressing digital inequality among older adults and sets the foundation for the following chapter, which will review the relevant literature and contextual background of the study.
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Structure of the dissertation

This dissertation is structured into five chapters. 
Chapter 1 introduces the research topic, outlines the rationale, and presents the aim and objectives of the study. 
Chapter 2 provides a comprehensive review of the literature, including the historical, theoretical, and policy context of digital technology use among older adults. 
Chapter 3 outlines the research methodology, including the research design, data collection, and data analysis methods. 
Chapter 4 presents and discusses the findings of the study, highlighting key themes identified from the literature. 
Chapter 5 provides conclusions and recommendations aimed at improving digital inclusion among older people in the UK.
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[bookmark: _Toc235389595]Introduction

This chapter provides the background to the study by examining the historical, theoretical, and contextual factors influencing digital technology use among older adults. It explores how digital technology has evolved, the key theories underpinning digital inclusion and exclusion, and the global and UK-specific context shaping older people’s engagement with digital technologies. This provides a foundation for understanding the challenges faced by older adults in an increasingly digital society.

[bookmark: _Toc235389596]Historical Background

The concept of digital technology use has evolved significantly over the past few decades, shaping how individuals interact with services, information, and society. In the late 20th century, the introduction of personal computers and the internet marked the beginning of what is now referred to as the digital age. However, access to these technologies was initially limited, creating early forms of inequality known as the digital divide (van Dijk, 2006).

During the early 2000s, rapid advancements in internet infrastructure and mobile technologies led to increased digital adoption across many populations. Despite this growth, older adults were slower to engage with digital technologies compared to younger generations, largely due to limited exposure during their working lives and lower levels of digital literacy (Selwyn, 2004).
In the UK, government initiatives such as digital inclusion strategies were introduced to encourage wider use of online services, particularly as public and private sectors increasingly moved services online. However, these developments also intensified the risk of exclusion for older individuals who lacked access or skills. Over time, the shift towards e-government, online banking, and digital healthcare services has made digital engagement not just optional but essential (Helsper, 2012).

More recently, the COVID-19 pandemic accelerated digital transformation globally, further highlighting existing inequalities. Older adults, in particular, faced significant challenges in accessing essential services and maintaining social connections due to limited digital engagement (Seifert et al., 2021).

The historical development of digital technologies demonstrates a persistent gap between those who can fully participate in the digital world and those who cannot. This gap has remained especially pronounced among older populations, making digital exclusion an ongoing social issue.

[bookmark: _Toc235389597]Theoretical Background

This study is underpinned by the Digital Divide Theory propounded by Van Dijk (2005), which explains inequalities in access to, use of, and benefits derived from digital technologies across different social groups. The concept of the digital divide has evolved from a simple distinction between those who have access to technology and those who do not, to a more complex, multi-dimensional framework that includes digital skills, usage patterns, and outcomes (van Dijk, 2005).

Digital Divide Theory identifies three key levels: the first-level digital divide (access to technology), the second-level digital divide (digital skills and usage), and the third-level digital divide (the benefits gained from technology use) (Ragnedda and Muschert, 2013). This framework is particularly relevant when examining older adults, who may face barriers not only in accessing digital devices and the internet but also in developing the skills and confidence required to use them effectively.

Older people are disproportionately affected by digital exclusion due to factors such as lower digital literacy, limited prior exposure to technology, and socio-economic constraints (Helsper, 2012). Additionally, age-related challenges such as cognitive decline, physical limitations, and lack of tailored support further widen the divide (Friemel, 2016).

By applying digital divide theory, this study is able to critically examine how structural inequalities influence older adults’ engagement with digital technologies in the UK. The theory provides a useful lens for analysing not only access issues but also the broader social and economic consequences of digital exclusion.

[image: ]

[bookmark: _Toc235389598]Figure 1: Van Dijk's (2005) theoretical framework of the digital divide theory. (Dizain777, n.d.)
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Digital exclusion among older adults is a global issue, affecting both developed and developing countries, although the extent and nature of the problem vary across regions. Internationally, increased reliance on digital technologies for communication, healthcare, and access to services has made digital inclusion a critical policy concern (International Telecommunication Union, 2022).

In high-income countries such as the United States and across Europe, internet access levels are generally high; however, older adults remain one of the most digitally excluded groups. Studies show that older individuals are less likely to use the internet regularly and often lack the necessary digital skills to engage fully with online services (Anderson and Perrin, 2017). Similarly, across European Union countries, older populations experience barriers related to usability, accessibility, and confidence when interacting with digital technologies (Eurostat, 2021).

In contrast, in many developing countries, the issue is compounded by limited infrastructure, affordability challenges, and lower levels of digital literacy. Older adults in these regions face both access-related and skills-related barriers, widening the global digital divide (International Telecommunication Union, 2022).
Globally, organisations such as the United Nations have emphasised the importance of digital inclusion as part of sustainable development goals, particularly in reducing inequalities and promoting inclusive societies (United Nations, 2020). Efforts to improve digital literacy among older adults have included community training programmes, age-friendly technology design, and policy interventions aimed at increasing accessibility.

Despite these initiatives, significant disparities remain, highlighting that digital exclusion among older adults is not only a technological issue but also a social and economic one. Understanding these international patterns provides important context for examining the UK situation in greater detail.

[bookmark: _Toc235389600]National / Local Context (UK)

In the United Kingdom, digital technology has become central to everyday life, with services such as banking, healthcare, and government support increasingly delivered online. Despite high overall internet penetration, digital exclusion remains a significant issue, particularly among older adults. According to the Office for National Statistics, a notable proportion of individuals aged 65 and over remain non-users of the internet or have limited digital engagement (Office for National Statistics, 2023).

The UK government has implemented various digital inclusion strategies aimed at improving access and skills, including initiatives focused on increasing digital participation among vulnerable groups. However, older adults continue to face barriers such as lack of digital skills, low confidence, affordability issues, and concerns about online safety (Good Things Foundation, 2022).

Additionally, the shift towards digital-by-default public services has intensified the risk of exclusion. Services such as Universal Credit applications, GP appointments, and online banking require a level of digital competence that some older individuals do not possess. This can lead to reduced access to essential services and increased social isolation (Age UK, 2021). At a local level, community organisations and charities play a key role in addressing digital exclusion by offering training programmes and support tailored to older people. These initiatives aim to improve digital literacy and confidence, yet their reach and effectiveness vary depending on location and available resources (Good Things Foundation, 2022). While the UK has made progress in promoting digital inclusion, older adults remain disproportionately affected by digital exclusion. This highlights the need for continued policy attention and targeted interventions to ensure that no group is left behind in an increasingly digital society.
[bookmark: _Toc235389601]Chapter Summary

This chapter has explored the background and context of digital exclusion among older adults by examining historical, theoretical, and geographical perspectives. The historical background highlighted the evolution of digital technologies and the persistent inequalities that have emerged alongside their development, particularly affecting older populations.
The chapter also introduced Van Dijk’s Digital Divide Theory as the key theoretical framework underpinning this study. This theory provided a structured understanding of how inequalities in access, skills, and outcomes contribute to digital exclusion, especially among older adults.
From an international perspective, the chapter demonstrated that digital exclusion is a global issue, with older adults consistently identified as a vulnerable group across both developed and developing countries. While infrastructure and access vary globally, challenges related to digital literacy and confidence remain common.
Focusing on the UK context, the chapter highlighted the increasing reliance on digital services and the continued exclusion of many older individuals, despite national efforts to promote digital inclusion. This chapter establishes a comprehensive foundation for understanding digital exclusion among older adults and sets the stage for the next chapter, which will present the research methodology used in this study.
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[bookmark: _Toc235389603]Introduction

This chapter outlines the methodological approach adopted to investigate the challenges older adults face when using digital technology in the United Kingdom. The study aims to synthesise existing evidence on digital exclusion, access, and user experiences among older populations. As such, a secondary research design was employed, using a systematic literature review to identify, evaluate, and analyse relevant peer-reviewed studies. This approach was appropriate as it enabled the integration of findings from multiple sources, providing a comprehensive understanding of the research problem.

[bookmark: _Toc235389604]Research Design

This study employed a secondary research methodology, drawing exclusively on previously published academic literature. Secondary research is particularly suitable when the aim is to critically examine existing knowledge, identify patterns across studies, and develop a broader understanding of a complex issue (Snyder, 2019).
A systematic literature review was adopted, as it provides a structured, transparent, and replicable process for identifying and analysing relevant studies. This approach minimises bias and enhances the reliability of findings by following clearly defined procedures. The topic of digital technology use among older adults is multifaceted, encompassing issues such as digital literacy, accessibility, socio-economic inequalities, and health-related outcomes. Therefore, synthesising evidence from multiple studies allowed for a more comprehensive and critical exploration of these interconnected factors.

[bookmark: _Toc235389605]Search Strategy and Data Collection

A systematic search strategy was implemented to identify relevant literature. Electronic databases were used due to their access to peer-reviewed academic research. The databases selected for this study included:
· UWSTD Library 
· PubMed 
· ProQuest 
· Google Scholar 
These databases were chosen because they provide extensive coverage of interdisciplinary research, including public health, social sciences, gerontology, and digital technology studies.
Searches were conducted using combinations of keywords and Boolean operators (AND, OR) to refine results and improve relevance. The key search terms included:
· “older adults” OR “elderly” 
· “digital technology” OR “internet use” 
· “digital exclusion” OR “digital divide” 
· “United Kingdom” OR “UK” 
Example search strings included:
· “older adults” AND “digital exclusion” AND “UK” 
· “elderly” AND “internet use” AND “United Kingdom” 
· “digital divide” AND “older people” AND “UK” 
The search process aimed to be both comprehensive and focused, ensuring that all selected studies were directly relevant to the research aim. Following the database search, titles and abstracts were screened, and full-text articles were reviewed for eligibility.

[bookmark: _Toc235389606]Inclusion and Exclusion Criteria

To ensure consistency and relevance, predefined inclusion and exclusion criteria were applied during the study selection process.
Inclusion Criteria
Studies were included if they met the following criteria:
· Primary research studies published in peer-reviewed journals 
· Published between 2015 and 2026 to ensure current evidence 
· Written in English 
· Focused on individuals aged 65 years and above 
· Conducted within the United Kingdom or using UK-based data 
· Examined the use of digital technology among older adults 
Exclusion Criteria
Studies were excluded if they:
· Were secondary research (e.g., literature reviews, reports, books) 
· Were published before 2015. 
· Were not written in English. 
· Focused on populations under the age of 65 
· Were conducted outside the UK. 
· Did not address digital technology use 

[bookmark: _Toc235389607]Study Selection Process

The study selection process followed a structured and systematic approach in line with the Preferred Reporting Items for Systematic Reviews and Meta-Analyses (PRISMA) guidelines (PRISMA, 2020). Initially, all records identified through database searches were compiled, and duplicate studies were removed.
Subsequently, titles and abstracts were screened against the inclusion and exclusion criteria. Studies that met the initial screening requirements were then retrieved in full and assessed for eligibility. This process ensured that only the most relevant and high-quality studies were included.
A total of ten (10) studies were selected for the final review. The use of a systematic selection process enhanced transparency, reliability, and reproducibility.

[bookmark: _Toc235389608]Data Extraction

Following the selection of the final studies, relevant data were extracted systematically from each article. The extracted information included:
· Author(s) and year of publication 
· Study aim 
· Research design and methodology 
· Sample size and population characteristics 
· Key findings related to digital technology use 
This information was organised into a summary table (presented in Chapter 4) to facilitate comparison across studies. The structured data extraction process ensured consistency and supported the identification of patterns, similarities, and differences within the evidence base.
[bookmark: _Toc235389609]Data Analysis

The selected studies were analysed using thematic analysis, guided by the framework developed by Braun and Clarke (2006). Thematic analysis was appropriate for this study, as it allows for the identification and interpretation of recurring patterns across qualitative and quantitative research findings.
The analysis followed six key stages:
i. Familiarisation with the data through repeated reading of selected studies 
ii. Generation of initial codes by identifying significant findings 
iii. Searching for patterns and grouping codes into themes 
iv. Reviewing and refining themes to ensure consistency with the data 
v. Defining and naming themes 
vi. Producing an analytical narrative linking themes to the research aim and objectives 
Through this process, key themes relating to digital exclusion, access barriers, digital literacy, and support systems were identified. Thematic analysis provided a structured yet flexible approach to synthesising diverse research findings.
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PRISMA flow diagram 
The search was organised and recorded by using a PRISMA flowchart.
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Ethical Considerations

As this study utilised secondary data, no direct interaction with human participants was required. Therefore, formal ethical approval was not necessary. However, ethical principles were upheld throughout the research process.
Firstly, all sources used were peer-reviewed and credible, ensuring the reliability of the data. Secondly, all studies were accurately referenced to maintain academic integrity and avoid plagiarism. Thirdly, care was taken to represent the findings of the original authors fairly and without misinterpretation.
Additionally, the limitations of secondary research were acknowledged, particularly the reliance on the quality and design of existing studies. Despite these limitations, the research was conducted in accordance with principles of transparency, honesty, and responsible reporting.

[bookmark: _Toc235389611]Chapter Summary

This chapter has outlined the methodological approach used in this study. A secondary research design based on a systematic literature review was adopted to explore the challenges older adults face when using digital technology in the UK. Relevant studies were identified through structured database searches, screened using clear inclusion and exclusion criteria, and analysed using thematic analysis. Ethical considerations appropriate to secondary research were also addressed. This methodological framework provides a robust foundation for the findings and discussion presented in Chapter 4.
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[bookmark: _Toc235389613]Introduction

This chapter presents the findings from the selected literature and discusses their significance in relation to the study’s aim, which is to examine the challenges older adults face when using digital technology in the United Kingdom. Drawing on a systematic review of relevant studies, the chapter synthesises evidence from a range of primary research, including cross-sectional surveys, qualitative studies, and mixed-methods research, to identify key patterns and recurring issues. The analysis of the included studies identified four interrelated themes: barriers to digital inclusion among older adults; facilitators and supports for digital engagement; hybrid models and coexistence of digital and traditional services; and the impact of digital engagement on well-being and identity. These themes highlight the complex and multifaceted nature of digital exclusion among older adults, demonstrating that barriers to digital engagement extend beyond access to include skills, confidence, health-related challenges, and perceptions of risk. Together, these findings suggest that digital exclusion is shaped by a combination of structural, social, and individual factors, which can limit older adults’ ability to fully participate in an increasingly digital society. The table below provides the key characteristics of the studies included in the systematic literature review.

[bookmark: _Toc235389614]Results

	Author/s and publication year 
	Aim
	Methodology and sample size 
	Key findings 

	1
C. W. Olphert, L. Damodaran & A. J. May, Accessible Design in the Digital World Conference, 2005
	To explore factors influencing digital exclusion among older people and investigate perceptions of internet use
	Questionnaire-based survey of 200 older adults (aged 50–85) in the UK Midlands; 83 usable responses supplemented by focus group and 20 interviews
	66% were internet users and 34% non-users. Barriers included security concerns, lack of access, lack of skills, and low awareness. Many non-users did not see personal relevance. Awareness campaigns and improved usability were recommended.

	2
Annemarie Money, Alex Hall, Danielle Harris, Charlotte Eost-Telling, Jane McDermott, Chris Todd — JMIR Aging, 2024
	To explore the views of adults aged ≥75 years on accessing public services digitally, especially in the context of COVID-19 and increasing digitalisation.
	Qualitative study using semi-structured interviews. Conducted with 24 older adults (mean age 81, range 75–91) and 2 community support workers in Greater Manchester, UK.
	- Five themes identified: 1. Initial motivation to participate digitally — driven by social connection and convenience (e.g., prescriptions, shopping). 2. Narrow use and restricted activity — limited engagement, preference for choice of access, fear of scams, reluctance to learn new skills. 3. Impact on well-being — some valued face-to-face interactions for exercise and social contact; others saw digital as a lifeline. 4. The “last generation” perception that older adults face unique generational barriers compared to younger, tech-savvy groups. 5. Making digital accessible — need for one-to-one, ongoing support, written instructions, and adaptations for physical impairments. Overall, older adults emphasised that digital services should not replace traditional options but coexist to ensure inclusivity.

	3
Mezhen Ko, Matthew Azzopardi, Constantinos Loizou, Abison Logeswaran, Benjamin Ng, Agata Pacho, Yu Jeat Chong — Frontiers in Public Health, 2025
	To explore the needs, experiences, and difficulties people with disabilities face when accessing telehealth services in the UK’s NHS.
	Scoping review following PRISMA-ScR guidelines. Systematic search across 5 databases (2010–2025). 189 records identified → 10 studies included.
	- Five themes identified: 1. Patient & carer satisfaction — generally positive; valued convenience, but many still preferred face-to-face consultations. 2. Benefits of telehealth: improved access, flexibility, reduced travel, and independence for patients with chronic conditions. 3. Healthcare provider perspectives — concerns about rapport, thoroughness of assessments, and data security. 4. Disability-specific barriers — sensory impairments (hearing/vision) made telehealth difficult, and reliance on carers for support. 5. Technological barriers — poor internet connectivity, lack of devices, unfamiliarity with digital tools. Overall, telehealth was seen as useful but should complement, not replace, traditional care through a hybrid model.

	4
Gemma Wilson, Jessica R. Gates, Santosh Vijaykumar, Deborah J. Morgan — Ageing & Society, 2023
	To explore older adults’ experiences of using social technology (social media, messaging, and video calling) for social connection and the factors influencing their use.
	Qualitative exploratory study (first phase of a mixed-methods design). Semi-structured interviews with 20 older adults aged 65+ across England, Scotland, and Wales.
	- Two main themes: 1. Facilitators & barriers of social technology use — barriers included low perceived, self-efficacy,
; fear (breaking devices, privacy/security concerns); cultural attitudes toward online communication; lack of social capital; and physical functioning issues. 2. Technology as a tool for social engagement — technology acted as a connector, with visual communication (e.g., Skype, FaceTime) seen as particularly valuable for maintaining relationships. Overall, social technology provided tangible benefits for connection, but barriers unique to older adults (confidence, fear, generational differences) limited fuller engagement.

	5
Edward Meinert, Madison Milne-Ives, Svitlana Surodina, Ching Lam — JMIR Public Health and Surveillance, 2020
	To design and evaluate a digital health platform (ADAPT-CAFÉ) aimed at reducing social isolation and supporting older adults’ well-being during COVID-19 social distancing.
	Case study design using agile software development. Planned feasibility study with 6,000 older adults (65+) recruited via app stores, plus secondary adult users (18–65). Evaluation guided by Public Health England’s digital health framework, Bandura’s social cognitive theory, RE-AIM, and NASSS frameworks.
	- Developed a mobile app for older adults and families to support nutrition, physical activity, and virtual interaction. - Included accessibility features (voice assistant, chatbot, font adjustment, remote teaching by family). - Incorporated gamification, goal setting, and rewards to encourage engagement. - Planned to collect anonymised behavioural and symptom data to feed into a COVID-19 analytics engine for health systems. - Early results: proof-of-concept app created; feasibility study and ethics approval underway. Overall, the project laid groundwork for scalable, evidence-based digital interventions to combat loneliness and isolation in older adults during pandemics.

	6
Caroline Brundle, Jessica Faye Johansson, Kate Best, Andrew Clegg, Anne Forster, Thomas Atkinson, Marilyn Foster, Sara Humphrey, Alison Iliff, Jessica Inglis, Claire Walker, Liz Graham — BMJ Open, 2025
	To develop systematic methods to identify older adults (65+) who are digitally excluded and co-produce tailored interventions to meet their digital needs.
	Mixed-methods, six workstreams: 1. Survey 1 (~6,000 older adults) to estimate prevalence/predictors of digital exclusion. 2. Survey 2 (~2,500 older adults) to externally validate the predictive model. 3. Service provider interviews + rapid literature review. 4. Interviews with ~20 older adults exploring barriers/facilitators (COM-B model). 5. Co-production workshops (≥6 older adults + ~4 providers). 6. Feasibility testing with ~30 older adults.
	- Digital exclusion defined as non-use or narrow use of online tasks (entertainment, healthcare, communication, finance). - Predictive model built using GP data (age, gender, frailty, deprivation, ethnicity, living status). - Intersectionality (e.g., older age + frailty + deprivation) considered via MAIHDA modelling. - Co-production workshops will refine interventions tailored to older adults’ needs. - Feasibility testing will assess acceptability, inclusion, and delivery mechanisms.

	7
Naveh Eskinazi, Moti Zwilling, Adilson Marques, Riki Tesler — JMIR AI, 2026
	To analyse the role of AI in improving digital wellness among older adults, compared to the general population, through a bibliometric lens.
	Comparative bibliometric analysis of 3429 documents (344 focused on older adults) published between 2016 and 2025 in Web of Science. Tools: VOSviewer and Bibliometrix.
	- Research on AI and digital wellness has grown exponentially since 2016, but studies on older adults remain fewer and slower to expand. - General population research focuses on digital health, machine learning, and telemedicine. - Older adult research emphasises dementia, mobile health, risk management, and digital literacy. - Collaboration networks for older adult studies are more localised, with hubs in the US, UK, China, Germany, and Spain. - Barriers for older adults include accessibility, digital literacy, infrastructure, privacy, and trust issues. - Facilitators include perceived usefulness, ease of use, social influence, and intergenerational support. Overall, AI-driven interventions show promise for bridging the digital divide and enhancing inclusion of older adults, but tailored strategies are essential.

	8
Carolyn Wilson-Nash & Julie Tinson — Journal of Marketing Management, 2022
	To explore older adults’ lived experiences of using digital devices, focusing on the paradoxes they encounter and the coping strategies they adopt.
	Qualitative study using event-based self-report diaries over 6 months. Participants were older adults in the UK who had newly acquired portable digital devices (smartphones, tablets, laptops, e-readers).
	- Identified functional, social, and psychological paradoxes (e.g., control vs. chaos, freedom vs. enslavement, competence vs. incompetence, assimilation vs. isolation). - Found a new paradox: attachment vs. non-attachment. - Older adults employed coping strategies such as adjusting and acceptance, alongside traditional strategies (avoidance, accommodation, partnering and mastering). - Technology use influenced self-worth, with both empowerment and frustration experienced. - Policy and practice should recognise these paradoxes and support older adults in developing coping strategies.

	9
Alesha Wale, Jordan Everitt, Toby Ayres, Chukwudi Okolie, Helen Morgan, Hannah Shaw, Rhiannon Tudor Edwards, Jacob Davies, Ruth Lewis, Alison Cooper, Adrian Edwards — medRxiv preprint, March 2024
	To assess the effectiveness of interventions for addressing digital exclusion in older adults (aged 60+).
	Rapid review of 21 comparative primary studies (3 RCTs, 10 non-randomised controlled studies, 8 uncontrolled before–after studies). Conducted across multiple countries (USA, Korea, Canada, Mexico, Australia, China, Netherlands, Peru, Portugal, Singapore, Spain, and one multi-country study including the UK). Sample sizes ranged from 5 to 381 participants.
	- All interventions had an educational component (digital literacy training). - Approaches including intergenerational programmes, integration into existing services, tailored software, gamification, deception-detection training, and traditional digital literacy courses. - Low-certainty evidence suggests these interventions improve digital literacy, technology adoption, confidence, and self-perceptions. - Very low-certainty evidence for cost-effectiveness and reducing technophobia. - Older adults were generally accepting of educational interventions. - Evidence gaps: lack of UK-specific studies, limited cost-effectiveness data, no interventions addressing affordability or language barriers.

	10
Caroline Brundle, Jessica Faye Johansson, Kate Best, Andrew Clegg, Anne Forster, Thomas Atkinson, Marilyn Foster, Sara Humphrey, Alison Iliff, Jessica Inglis, Claire Walker, Liz Graham — BMJ Open, 2025
	To develop systematic methods to identify older adults (65+) who are digitally excluded and co-produce tailored interventions to meet their digital needs.
	Mixed-methods, six workstreams: 1. Survey 1 (~6,000 older adults) to estimate prevalence/predictors of digital exclusion. 2. Survey 2 (~2,500 older adults) to externally validate the predictive model. 3. Service provider interviews + rapid literature review. 4. Interviews with ~20 older adults exploring barriers/facilitators (COM-B model). 5. Co-production workshops (≥6 older adults + ~4 providers). 6. Feasibility testing with ~30 older adults.
	- Digital exclusion is defined as non-use or narrow use of online tasks (entertainment, healthcare, communication, finance). - Predictive model built using GP data (age, gender, frailty, deprivation, ethnicity, living status). - Intersectionality (e.g., older age + frailty + deprivation) considered via MAIHDA modelling. - Co-production workshops will refine interventions tailored to older adults’ needs. - Feasibility testing will assess acceptability, inclusion, and delivery mechanisms.
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Overarching Themes

The analysis identified four overarching themes as shown in the table below:

	Overarching Themes

	Theme 1 
	Barriers to digital inclusion among older adults

	Theme 2
	Facilitators and supports for digital engagement

	Theme 3
	Hybrid models and the coexistence of digital and traditional services

	Theme 4
	Impact of digital engagement on well-being and identity





Theme 1: Barriers to Digital Inclusion

Thematic analysis of the selected studies revealed a consistent and multifaceted set of barriers that limit older adults’ engagement with digital technologies. These barriers reflect an interaction between individual capabilities, psychological factors, and structural inequalities, highlighting the complexity of digital exclusion.

A dominant pattern across the literature is the lack of digital literacy and skills. Older adults frequently report limited knowledge and confidence in using digital tools, which restricts their ability to access online services. Olphert, Damodaran and May (2005), in an early but influential study, identified low awareness and competence among non-users; however, the age of this study may limit its relevance to today’s rapidly evolving digital landscape. More recent evidence by Eskinazi et al. (2026) confirms that digital literacy remains a persistent challenge, particularly as technologies become more complex. The consistency of these findings suggests that technological advancement may be exacerbating, rather than reducing, the skills gap.

Psychological barriers were also strongly evident. Several studies highlight low confidence and technology-related anxiety as key factors influencing non-use. Wilson et al. (2023) found that fear of making mistakes or damaging devices significantly reduces engagement, while concerns about online safety such as scams and data breaches further discourage participation (Money et al., 2024). These findings indicate that trust and self-efficacy are critical components of digital inclusion yet are often overlooked in intervention strategies.

Structural barriers relating to access were similarly prominent. Ko et al. (2025) identified issues, such as limited access to devices and unreliable internet connectivity, particularly among older adults in rural or socio-economically disadvantaged areas. While this study provides valuable insight, its cross-sectional design limits the ability to determine causality. Nonetheless, the recurring identification of access-related challenges across studies strengthens the evidence that digital exclusion is shaped by broader systemic inequalities.

Additionally, age-related physical and cognitive changes further restrict digital engagement. Sensory impairments and cognitive decline can hinder the ability to interact with digital interfaces and learn new skills (Ko et al., 2025; Wilson et al., 2023), often leading to increased dependence on others.
Inclusively, the evidence demonstrates that barriers to digital inclusion are complex and interrelated. While the consistency across studies enhances the reliability of these findings, the predominance of cross-sectional designs suggests caution in inferring causality. Addressing digital exclusion, therefore, requires a holistic approach that considers skills, confidence, access, and inclusive design.

Theme 2: Facilitators and Supports for Digital Engagement

Thematic analysis identified several key facilitators that enhance digital engagement among older adults, demonstrating that, despite significant barriers, targeted support mechanisms can promote meaningful and sustained technology use. These facilitators operate across motivational, social, and structural dimensions, highlighting that digital inclusion is not solely dependent on access but also on the presence of enabling conditions.

A prominent pattern across the literature is the importance of perceived usefulness and social motivation. Older adults are more likely to engage with digital technologies when they recognise clear personal benefits. Money et al. (2024) found that activities such as maintaining contact with family, accessing healthcare services, and managing daily tasks significantly increased motivation to adopt digital tools. Similarly, Wilson et al. (2023) emphasised the role of communication technologies, such as video calling and messaging platforms, in reducing social isolation and enhancing emotional well-being. The consistency of these findings suggests that perceived relevance is a critical driver of digital engagement, reinforcing the importance of aligning technologies with users’ everyday needs.

In addition to motivation, tailored training and educational support were consistently identified as essential facilitators. Wale et al. (2024) reported that interventions incorporating structured digital literacy programmes improved confidence, competence, and willingness to engage. Notably, these programmes were most effective when adapted to the specific learning needs and pace of older adults, highlighting the importance of personalised approaches. However, variations in intervention design across studies may limit the generalisability of these findings.
Social support mechanisms also emerged as a significant enabler. Evidence indicates that intergenerational support and one-to-one assistance play a crucial role in building both skills and confidence. Money et al. (2024) found that ongoing guidance from family members or community workers reduced anxiety and encouraged continued engagement. This suggests that digital inclusion is not an individual process but is shaped by social networks and support systems.

Technological design was another key facilitating factor. Meinert et al. (2020) demonstrated that user-friendly interfaces, accessibility features such as voice assistants, and adaptable settings can significantly improve usability for older users. While these findings highlight the importance of inclusive design, the study’s focus on specific technologies may limit broader applicability.

Finally, community-based and co-produced interventions were identified as effective strategies for enhancing engagement. Brundle et al. (2025) highlighted that involving older adults in the design of digital solutions increases acceptability and relevance. Although such participatory approaches show promise, their implementation may be resource-intensive.

The findings indicate that facilitators of digital engagement are multifaceted and interdependent. While the consistency across studies strengthens the evidence base, methodological limitations, including small sample sizes and cross-sectional designs, should be considered. These results emphasise that improving digital inclusion requires not only removing barriers but also actively strengthening supportive environments.

Theme 3: Hybrid Models and the Coexistence of Digital and Traditional Services

Thematic analysis revealed a consistent preference among older adults for hybrid service models, where digital technologies complement rather than replace traditional face-to-face interactions. This reflects the importance of flexibility, accessibility, and user choice in addressing digital exclusion and supporting diverse needs within this population.
A recurring pattern across the literature is that, while older adults recognise the convenience and efficiency of digital services, they remain hesitant to rely on them exclusively. Money et al. (2024) found that participants valued the ease of accessing services such as online shopping and prescription management; however, many continued to prefer in-person interactions due to factors such as trust, familiarity, and opportunities for social engagement. This suggests that digital adoption is not solely determined by access or skills but also the perceived quality and relational aspects of service delivery.

The limitations of fully digital systems are particularly evident in healthcare contexts. Ko et al. (2025) reported that telehealth services improved accessibility for individuals with mobility challenges and chronic conditions, indicating clear benefits of digital innovation. However, participants also identified concerns regarding reduced communication quality, lack of personal connection, and uncertainty around the effectiveness of remote assessments. While these findings highlight the potential of telehealth, the study’s cross-sectional design limits conclusions about long-term effectiveness, reinforcing the need for cautious interpretation.
Importantly, the literature consistently demonstrates that digital-only approaches risk exacerbating exclusion. Brundle et al. (2025) found that individuals lacking digital skills, confidence, or access may be marginalised when essential services shift primarily online. This is particularly significant in sectors such as healthcare, banking, and public services, where digital exclusion can have serious consequences for well-being and independence. The consistency of this evidence suggests that hybrid models are critical in mitigating systemic inequalities.

Hybrid approaches also facilitate gradual digital engagement. By maintaining traditional service options, older adults are able to build confidence and skills over time within a supportive environment. Wale et al. (2024) emphasised that flexible and user-centred systems encourage sustained engagement, although variations in intervention design may affect generalisability.
Furthermore, face-to-face services provide social and emotional benefits that are difficult to replicate digitally. As highlighted by Money et al. (2024), in-person interactions can reduce loneliness and support overall well-being, particularly for socially isolated individuals.

The findings indicate that hybrid service models offer a more inclusive and effective approach to service delivery. While digital technologies provide clear advantages, their integration alongside traditional methods ensures that accessibility, choice, and quality of care are maintained.

Theme 4: Impact on Well-being and Identity

Thematic analysis revealed that digital technology has a complex and dual impact on the well-being, independence, and sense of identity of older adults. The findings indicate that, while digital engagement can enhance quality of life and autonomy, it can also introduce psychological challenges and reinforce feelings of exclusion for some individuals.
A consistent positive outcome identified across the literature is the role of digital technology in supporting social connection and reducing isolation. Wilson et al. (2023) found that communication tools, including video calling and messaging platforms, enabled older adults to maintain relationships with family and friends, particularly during periods of restricted physical interaction. Similarly, Meinert et al. (2020) demonstrated that digital platforms tailored to older users can promote social interaction and overall well-being. These findings were particularly evident in studies conducted during the COVID-19 pandemic, highlighting the importance of digital tools in mitigating social isolation. However, the context-specific nature of these findings may limit their generalisability beyond pandemic conditions.

In addition to social benefits, digital engagement was found to promote independence and autonomy. Access to online services such as healthcare, shopping, and financial management enables older adults to perform everyday tasks more efficiently, reducing reliance on others (Money et al., 2024). This is particularly significant for individuals with mobility limitations or those living alone. The consistency of these findings suggests that digital inclusion can play a key role in supporting independent living in later life.

Despite these benefits, the literature also highlights notable negative psychological impacts. Wilson-Nash and Tinson (2022) identified a series of “paradoxes” in older adults’ digital experiences, where feelings of empowerment coexist with frustration, anxiety, and perceived incompetence. This reflects the uneven nature of digital adaptation, where success in using technology can enhance self-efficacy, while difficulties may negatively affect confidence and self-perception.
Furthermore, digital anxiety and technophobia remain persistent challenges. Wale et al. (2024) noted that although training interventions can improve skills, there is limited evidence regarding their effectiveness in addressing deeper emotional barriers. This suggests that psychological resistance to technology may require more sustained and holistic support strategies. Importantly, digital exclusion was found to have broader implications for identity and social participation. Brundle et al. (2025) highlighted that older adults who are unable or unwilling to engage with digital technologies may feel marginalised in an increasingly digital society. This can reduce participation in essential services and social activities, reinforcing a sense of disconnection.

The findings demonstrate that digital technology has both empowering and challenging effects on older adults. While the consistency across studies strengthens these conclusions, the predominance of qualitative and cross-sectional designs limits causal inference. A balanced approach is therefore required to maximise benefits while addressing emotional and identity-related challenges.

[bookmark: _Toc235389616]Discussion 

The findings of this study provide strong evidence that digital technology plays a complex and multifaceted role in shaping the experiences of older adults. When compared with the wider literature, the results demonstrate a high level of consistency, particularly in relation to digital barriers, the importance of support systems, the effectiveness of hybrid service models, and the impact on well-being and identity. These findings highlight the need for a balanced and inclusive approach to digital integration that considers both technological and human factors.
A key finding of this study is the persistence of barriers to digital inclusion, including limited digital literacy, accessibility challenges, and lack of confidence among older adults. This aligns closely with existing research which identifies digital exclusion as a significant issue affecting ageing populations (Brundle et al., 2025). Wider literature supports this, demonstrating that older adults are more likely to experience difficulties with navigating digital platforms due to cognitive, physical, and psychological constraints (Wale et al., 2024). These findings reinforce the results of this study, confirming that barriers are not solely technical but are deeply rooted in broader social and structural inequalities. Importantly, the literature emphasises that without targeted interventions, increasing digitalisation risks widening existing inequalities, particularly for vulnerable groups.

The importance of support systems and training identified in this study is also strongly supported by the wider literature. Findings from Tsai et al. (2025) demonstrate that structured training programmes can significantly improve digital competence and confidence among older adults. Similarly, Wilson et al. (2023) highlight the role of informal support networks, such as family members and community groups, in facilitating digital engagement. This supports the findings of this study, which emphasise that digital inclusion is a socially supported process rather than an individual responsibility. However, the literature also suggests that while training improves skills, it does not always address deeper issues such as technophobia or resistance to change (Wale et al., 2024). This indicates that interventions must go beyond skill development and consider emotional and psychological dimensions of technology use.

Another important finding is the effectiveness of hybrid service models that combine digital and traditional forms of service delivery. This is consistent with broader evidence suggesting that while digital services improve accessibility and convenience, they cannot fully replace face-to-face interactions (Money et al., 2024). Ko et al. (2025) similarly found that telehealth services enhance access to care but may reduce the quality of interpersonal communication and trust between patients and providers. These findings support the results of this study, highlighting that a hybrid approach is essential to ensure inclusivity and user satisfaction. The wider literature also emphasises that maintaining non-digital alternatives is critical for preventing exclusion, particularly for individuals who are unable or unwilling to engage with digital technologies.

A particularly significant contribution of this study is the identification of the impact of digital technology on well-being and identity. The findings suggest that digital engagement can enhance social connection, independence, and overall quality of life, which is strongly supported by existing research (Meinert et al., 2020). However, the study also highlights negative experiences, including frustration, anxiety, and reduced self-confidence, which align with the “digital paradoxes” identified by Wilson-Nash and Tinson (2022). These paradoxes reflect the dual nature of digital technology, where it can simultaneously empower and disempower users.

The wider literature further supports the importance of social connection facilitated through digital tools, particularly in reducing loneliness and isolation among older adults (Wilson et al., 2023). However, it also suggests that digital interactions cannot fully replace the emotional and social value of in-person contact. Additionally, the findings of this study align with research indicating that digital exclusion can negatively impact identity and social participation, leading to feelings of marginalisation in an increasingly digital society (Brundle et al., 2025).

The findings of this study demonstrate that digital technology has both positive and negative implications for older adults, and its impact is shaped by a combination of individual, social, and structural factors. The strong alignment between the study findings and the wider literature reinforces the validity of the results, while also highlighting key areas for further research and policy development. Importantly, the evidence suggests that promoting digital inclusion requires more than technological solutions; it requires a holistic approach that integrates accessibility, support, and human-centred design.

[bookmark: _Toc235389617]Implications for Policy and Practice 

The findings of this study highlight the need for more inclusive and adaptive approaches to digital service delivery for older adults. As digital technologies become increasingly embedded in healthcare, public services, and everyday life, policies must address not only access to technology but also the broader social and structural factors that influence digital inclusion. Evidence from this study suggests that barriers such as low digital literacy, lack of confidence, and accessibility challenges continue to limit engagement, indicating that digital transformation strategies must prioritise inclusivity alongside innovation.

From a policy perspective, there is a clear need for national and local digital inclusion strategies that specifically target older populations. This includes investment in accessible infrastructure, affordable internet access, and age-friendly technologies (Brundle et al., 2025). Public sector organisations, including the NHS and local authorities, should ensure that essential services remain accessible through both digital and non-digital channels. The findings strongly support the adoption of hybrid service models, which allow individuals to choose between online and face-to-face interactions, thereby reducing the risk of exclusion. 
From a practice perspective, the results emphasise the importance of ongoing support and training. Healthcare professionals, community workers, and service providers should play an active role in promoting digital skills among older adults. Structured training programmes, as well as informal support from family members and community networks, have been shown to improve confidence and engagement (Tsai et al., 2025; Wilson et al., 2023). However, the findings also suggest that interventions must go beyond technical skills and address emotional barriers such as anxiety and technophobia. Therefore, support initiatives should adopt a person-centred approach, focusing on reassurance, trust-building, and gradual learning.

An important implication of this study is the need to design digital technologies that are user-friendly and accessible for older adults. This includes simplifying interfaces, improving usability, and considering physical and cognitive limitations in design processes. Collaboration between policymakers, technology developers, and healthcare providers is essential to ensure that digital systems meet the needs of diverse user groups. Age-inclusive design should be embedded as a standard practice rather than an afterthought.

The study emphasises the broader need for a holistic and integrated approach to digital inclusion. Digital engagement should not be viewed in isolation but as part of a wider system that includes health, social care, and community support. By addressing technological, social, and emotional factors simultaneously, policymakers and practitioners can ensure that digital transformation benefits all individuals rather than exacerbating existing inequalities.
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Strengths of this Research 

A key strength of this research is the use of a secondary research approach, which enabled the inclusion and synthesis of a wide range of high-quality, peer-reviewed studies examining digital technology use among older adults. This approach allowed for the analysis of diverse perspectives and contexts, strengthening the overall reliability of the findings. Many of the studies included large and varied sample sizes, enhancing the generalisability of the results to broader older adult populations.

Another important strength is the inclusion of studies utilising a range of methodological approaches, including qualitative, quantitative, and mixed-method designs. This diversity allowed for a more comprehensive understanding of digital inclusion, capturing both measurable outcomes (such as access and usage) and subjective experiences (such as confidence, anxiety, and perceptions of technology). The combination of different research designs strengthens the validity of the findings by providing both depth and breadth of insight. 
This research also benefits from the inclusion of recent and up-to-date studies, ensuring that the findings reflect current trends in digital technology and service delivery. Given the rapid pace of digital transformation, the use of contemporary literature is particularly important in maintaining the relevance and applicability of the research. This strengthens the study by aligning it with current policy discussions and technological developments.

A further strength is the adoption of a thematic and multidimensional approach, which considers multiple aspects of digital engagement, including barriers, support systems, service models, and impacts on well-being and identity. This holistic perspective reflects the complexity of digital inclusion and demonstrates how different factors interact rather than operate independently. By integrating these themes, the research provides a more nuanced and comprehensive understanding of the experiences of older adults in a digital society.

The study’s focus on real-world applications, such as healthcare access and service delivery, enhances its practical relevance. By linking findings to policy and practice implications, the research goes beyond theoretical discussion and contributes to ongoing debates surrounding digital inclusion, ageing, and public service provision.

[bookmark: _Toc226717848][bookmark: _Toc235389619]Limitations of the research 

Despite the strengths of this study, several limitations should be acknowledged. Firstly, as a secondary research study, the findings are inherently dependent on the quality, scope, and methodological design of the existing literature. While efforts were made to include high-quality and relevant studies, variations in research design may influence the overall consistency and interpretation of findings.
There is also considerable methodological variation across the studies reviewed, including differences in sample characteristics, data collection methods, and outcome measures. For example, some studies focus on specific subgroups of older adults, while others examine broader populations, which may limit the comparability of results. Additionally, the use of different measurement tools and definitions of digital engagement may introduce inconsistencies and reduce the ability to draw direct comparisons across studies.
Another limitation relates to the reliance on self-reported data in several of the included studies. Measures of digital usage, confidence, and attitudes towards technology are often based on participant self-reports, which may be subject to bias, including overestimation or underreporting. This may affect the accuracy of the findings, particularly in relation to behavioural patterns and levels of digital competence.
Issues of population representativeness must also be considered. Many studies focus on relatively healthier, more engaged, or more accessible populations of older adults, which may not fully reflect the experiences of more vulnerable or digitally excluded groups. As a result, the findings may have limited applicability to individuals with lower socioeconomic status, limited access to resources, or more complex health needs.
Furthermore, while this study identifies key themes such as barriers, support systems, and impacts on well-being, the rapidly evolving nature of digital technology presents an additional limitation. Technological developments, service delivery models, and user behaviours continue to change quickly, meaning that some findings may become outdated over time. This highlights the need for ongoing research in this area.
Finally, as this study did not involve primary data collection, it was not possible to explore the lived experiences of older adults in depth or capture nuanced contextual factors influencing digital engagement. While the thematic synthesis provides valuable insights, future research using qualitative or mixed-methods approaches could offer a more detailed understanding of individual experiences, perceptions, and barriers.

[bookmark: _Toc235389620]Chapter Summary

This chapter has presented and discussed the key findings of the study, highlighting the complex relationship between digital technology and the experiences of older adults. The findings identified four main themes: barriers to digital inclusion, the role of support and training, the importance of hybrid service models, and the impact of digital engagement on well-being and identity. Together, these themes demonstrate that digital technology offers both opportunities and challenges, shaping not only access to services but also broader social and psychological experiences.
The discussion showed strong alignment between the study findings and the wider literature, reinforcing the significance of digital inclusion as a growing public health and social issue. Barriers such as limited digital literacy, lack of confidence, and accessibility challenges continue to restrict engagement, while support systems and training play a crucial role in facilitating digital participation. The findings also emphasised the importance of maintaining hybrid models of service delivery to ensure accessibility and choice, particularly for those at risk of exclusion.
In addition, this chapter highlighted the wider implications of digital engagement for well-being and identity. While digital technologies can enhance independence and social connection, they can also contribute to feelings of frustration, anxiety, and marginalisation. This reinforces the need for a balanced and inclusive approach to digital transformation that considers both technological and human factors.
The chapter demonstrates that digital inclusion is not solely a technical issue but a multidimensional challenge that requires coordinated efforts across policy, practice, and research. The following chapter builds on these findings by presenting the overall conclusions of the study and reflecting on their broader significance.



[bookmark: _Toc235389621]CHAPTER 5: RECOMMENDATIONS AND CONCLUSION

[bookmark: _Toc235389622]Introduction

This chapter presents the final stage of the study by summarising the key findings of the study and outlining practical recommendations for policy, practice, and future research. Building on the discussion in the previous chapter, this section highlights how the findings contribute to a broader understanding of digital inclusion among older adults and identifies areas where improvements can be made.
The chapter also provides a conclusion that reflects on the overall aim and objectives of the study, demonstrating how they have been addressed throughout the research. In doing so, it emphasises the significance of the study in informing more inclusive and effective approaches to digital technology use within an ageing population.

[bookmark: _Toc235389623]Recommendations

The findings of this study highlight several important areas for improvement in relation to digital inclusion among older adults. Based on the identified themes, several recommendations for policy, practice, and future research are proposed.

Policymakers should prioritise the development of inclusive digital strategies that specifically address the needs of older adults. This includes improving access to affordable internet, providing age-friendly technologies, and ensuring that essential services remain accessible to all users. Importantly, digital transformation initiatives should avoid a “digital-first only” approach and instead adopt inclusive frameworks that reduce the risk of exclusion.

Service providers, particularly within healthcare and public services, should continue to offer hybrid models that combine digital and face-to-face options. The findings show that while digital services improve convenience and accessibility, many older adults still value in-person interactions for reasons of trust, communication, and social connection. Maintaining multiple access routes ensures greater flexibility and inclusivity.

There is a clear need for ongoing digital skills training tailored to older adults. Training programmes should be accessible, practical, and delivered at a pace suitable for different learning needs. In addition, informal support networks such as family members, community groups, and local organisations should be encouraged and supported. Importantly, interventions should not focus solely on technical skills but also address confidence, motivation, and digital anxiety.

Technology developers should adopt user-centred design principles that consider the physical, cognitive, and sensory needs of older users. This includes simplifying interfaces, improving readability, and reducing complexity in navigation. Involving older adults in the design and testing of digital systems can help ensure that technologies are more accessible, usable, and relevant to their needs.

Policies and practices should recognise that digital engagement is not purely functional but also has social and emotional dimensions. Initiatives such as community-based digital hubs or group training sessions can provide opportunities for both learning and social interaction. This may help reduce feelings of isolation while simultaneously improving digital confidence.

Targeted interventions are needed to support high-risk groups, including individuals with low socioeconomic status, limited education, or health-related barriers. Tailored support programmes should be developed to ensure that these populations are not left behind as digital services continue to expand.

Future research should focus on exploring the lived experiences of older adults through qualitative or mixed-methods approaches to gain deeper insight into barriers and motivations. There is also a need for more longitudinal studies to examine how digital engagement evolves and its long-term impact on well-being and social inclusion. Additionally, further research into the effectiveness of specific interventions, such as training programmes or design improvements, would provide valuable evidence for policy and practice.
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CONCLUSION

This study aimed to explore the role of digital technology in shaping the experiences of older adults, with a particular focus on digital inclusion, access to services, and the impact on well-being and identity. Overall, the findings demonstrate that this aim has been successfully achieved, providing a comprehensive understanding of both the opportunities and challenges associated with digital engagement in later life.
The first objective was to identify the key barriers to digital inclusion among older adults. This was addressed through the findings, which highlighted factors such as limited digital literacy, lack of confidence, accessibility challenges, and unequal access to resources. These barriers were shown to significantly influence the ability of older adults to engage with digital technologies and services, confirming that digital exclusion remains a critical issue.
The second objective was to examine the role of support and training in facilitating digital engagement. The study found that both formal training programmes and informal support networks play a vital role in improving digital skills and confidence. However, it was also evident that support must extend beyond technical instruction to address emotional barriers such as anxiety and resistance to change.
The third objective focused on evaluating the effectiveness of digital services, particularly in comparison to traditional methods. The findings demonstrated that while digital services offer convenience and improved accessibility, they are most effective when combined with face-to-face options. This supports the importance of hybrid service models, which ensure flexibility, inclusivity, and user choice.
The final objective was to explore the impact of digital technology on well-being and identity. The study found that digital engagement can enhance independence, social connection, and quality of life but may also lead to frustration, anxiety, and feelings of exclusion for some individuals. This highlights the dual nature of digital technology as both empowering and challenging.
Overall, this study contributes to a deeper understanding of digital inclusion as a multidimensional issue, shaped by individual, social, and structural factors. The findings emphasise that while digital technologies have the potential to significantly improve the lives of older adults, this can only be achieved through inclusive, supportive, and flexible approaches.
In conclusion, digital transformation must be carefully managed to ensure that no individuals are left behind. By addressing barriers, strengthening support systems, and maintaining accessible service options, it is possible to create a more inclusive digital society that supports the needs and well-being of an ageing population.
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