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O6uwectBa B pamkax EBponelickoro Coto3a nepexkunsatoT BbICTpbIM npouecc ctapeHus. OT-
cyTcTBME UMDPOBbLIX HAaBbIKOB CTOUT 3@ HOBOM GOpMOI coumanbHOM nsonaumn. Takum obpasom,
"umdposoii paspbiB". Bractn NpoaBUratoT 3/IEKTPOHHOE YNpaB/iIEHNE KaK 3/IEMEHT MOAEPHMU3ALNN.
OA4HaKo 3TOT NPOoLEcC HECET AOMOIHUTENbHbIM PUCK, OrPaHUYMBaAn A0CTYN K Bce 6o/blieMy Kon-
4ecTBY roCy4apCTBEHHbIX YCYT U NOAPbIBAA coumanbHble npasa. osTomy Heo6Xo4MMO NPOBECTH
NCCNe0BaHUA C LEeNbio NPeanoXuTb Mepbl MO YAy4lIEHUIO 0XBaTa MOXKWUAbIX ntogein. ITa paboTa
CBA3aHa C MCCNef0BaHUAMM YAyYLLEHUA A0CTYNa U UCMO/Ib30BAHUA 3/IEKTPOHHOIO YNpaBaeHUA no-
XUNbIMU NIOABMM, NMOKasbiBaeT pe3y/bTaTbl MHTEPBbIO C 3KCNepTaMu B 061acTM TEXHONOTUIA U
oundpoBKKM obwectsa. OHM ONUCLIBAIOT OCHOBHbIE MPEUMYLLECTBA, HEAOCTATKN U NPobaeMbl, KO-
TOpble NPENATCTBYHOT HOPMAIM3aLMM 3TOMN FOCYAaPCTBEHHOM CNYXKObl AN5 CTapbIX Nt04e.

Knrouesvie cnosa: Ucnarusa; Lugposusayus;, IneKmpoHHOe npasgumenscmeo; 31eKmpoH-
Hoe ynpasneHue; lNoxcunsie atodu; Memodosnoaus Delphi.
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Societies within the European Union are experiencing a rapid aging process, people aged 65
and over will account for 25.2% of the total Spanish population in 2033. The lack of digital skills is
behind a new form of social exclusion. In this way, the digital divide adds to the process of social
exclusion of the elderly. For their part, the authorities are making progress in Electronic Administra-
tion as an element of modernization. However, this process carries an additional risk by limiting
access to more and more public services and undermining social rights. Therefore, it is necessary to
carry out research aimed at proposing measures to improve the inclusion of older people. This work
is part of the research on Improvements in the access and use of Electronic Administration by older
people, which is funded by the COTEC Foundation for Innovation (Spain). This work shows the re-
sults of Delphi interviews with experts in the technological field and digitization of society. These
experts describe the main advantages, disadvantages and challenges that prevent the normalization
of this public service to this age group.

Keywords: Spain; Digitalization; E-Government; e-governance; Elderly; Delphi Methodology.

Introduction. The aging process of the population of Western societies is a trend that occurs
in the long term and that, moreover, has been visible for several decades with the increase in the
population over 65 years of age, as well as with the reduction of the proportion of people of working
age out of the population as a whole. According to Eurostat (Statistical Office of the European Un-
ion), 20.6% of the population of the European Union is older than 65 years in 2020, while 5.9% is
older than 80 years.

According to the National Institute of Statistics of Spain, on July 1, 2020, there were
47,353,706 inhabitants, of which 9,301,722 are people over 65 years of age, which represents 19.6%
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of the population. Likewise, 2,855,220 people over 80 years of age were counted, representing 6.0%
of the total Spanish population. As previously mentioned, this phenomenon has been observable
for decades, since in 2002 the proportion of people over 65 years of age was 17.0% and that of
people over 80 years of age was 3.9%; while, in 2011, the percentage of people over 65 years old
was 17.2% and that of people over 80 years old reached 5.1%.

One of the areas that have been affected by the introduction of technology is the relation-
ship that citizens maintain with Public Administrations. These have followed a process of constant
modernization in an attempt to adapt to the technological changes that are taking place in their
environment [2]. The implementation of Electronic Administration responds to this process, under-
stood as a "model of public administration, based on the intensive use of information and
knowledge technologies" [1] or according to the Ministry of Territorial Policy and Public Function [3],
the use of Information and Communication Technologies in Public Administrations, combined with
organizational changes and new competences. All this with the ultimate aim of "improving internal
efficiency, the Administration's relations with citizens and inter-administrative relations" [3].

The work presented in this document is part of the research: Improvements in the access
and use of Electronic Administration by older people (2020-2021) financed by the COTEC Founda-
tion for Innovation and developed by the professors of the Department of Sociology from the Uni-
versity of Murcia (Spain), Salvador Manzanera-Roman and Francisco Eduardo Haz-Gémez. Its main
objective is to establish what are the causes that prevent normalization in the access and use of
Electronic Administration and all its resources and services by older people. Since, the lack of tech-
nological skills in the elderly is behind a new form of social exclusion. The digital divide adds to the
dependency process of the elderly. In addition, for their part, the authorities are making progress in
Electronic Administration as an element of modernization. However, this process carries an addi-
tional risk by limiting access to more and more public services and undermining social rights.

Three main questions have been chosen on which to analyze the phenomenon of digital ex-
clusion and the advance of digitization in public services: 1) Know to what extent the implementa-
tion of Electronic Administration will affect older people. 2) Know what is the risk assumed by this
age group because of this process. 3) What would be the possible actions aimed at avoiding this risk
of exclusion.

Methodology. The Delphi technique is a type of interview that allows (using a numerical
scale) to establish consensus on different statements. This was created in the 50s in the USA. Its
main objective is to obtain a consensus in relation to a proposed problem. In its development [4] [5]
this method has been characterized by its ability to obtain an evaluation with some speed.

The main objectives that allow the use of this methodology for this research are the follow-
ing [6]: a) To know the opinions, assessments and differentiated interpretations of different experts
on the current situation of Electronic Administration in relation to its users. b) Develop a quantita-
tive and qualitative methodological model. c) Identify the solutions that, according to the different
interviewees, would be adequate to improve the implementation of Electronic Administration in
Spain and, especially, with the elderly.

This methodology was carried out through three knockout rounds [7]. In each of them, those
questions that have an approval level higher than 75% are selected (only these are posed in the
subsequent phase). As a novelty in this research, a mixed methodology (quantitative-qualitative) is
integrated into the Delphi technique. In this way, in addition to the Delphi questions, open questions
are posed for the experts to reason their answer with new arguments. In this way, the professionals
introduced nuances to the answers given.
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The panel of experts selected for this work is that of the technological field and digitization
of society. This panel was made up of 13 experts with whom the profiles of professionals who dealt
with the technological dimension of Electronic Administration and its implementation were repre-
sented. Its composition is as follows: five of the experts come from the academic field, mainly ex-
perts in the information society and information and communication technologies; five experts in
public administration and three private consultants linked to the professional world of technology
consulting.

Results. The questionnaire for the panel of experts in the technological field and digitization
of society was formed with a block of general questions about Electronic Administration and its
implementation process at a technological level, and another with questions related to the social
vulnerability generated by the gap digital technology and the application of technology in adminis-
trative processes in vulnerable groups such as the elderly.

For this article, four Delphi questions have been selected in their final result, after passing
the different rounds until reaching a consensus higher than 75%. The results of these responses are
shown below.

Most experts agree that technology has established itself as the central instrument in deal-
ing with public institutions. This statement reached a level of agreement of 81.5%, a standard
deviation of 1.63.

On the other hand, these interviewees also affirm that the Covid-19 pandemic has acceler-
ated the process of implementation of Electronic Administration. This process has undergone sig-
nificant acceleration. This statement achieved between them a level of agreement of 86.9% (8, 69),
a standard deviation of 1.49.

In relation to the challenges faced by the implementation of Electronic Administration, experts
agree that it is about training in digital skills by public employees. The experts affirm that it will be
necessary the "recycling" or specific training process of the personnel of the public administrations.
This statement obtains a level of agreement of 90% (9.00), a standard deviation of 1.08.

Lastly, and in relation to what has been described above, the experts affirm that the main
public policy measure to promote digital literacy among the group of older people is training in
digital skills. This measure should be carried out by keeping the group in its own context of sociali-
zation and creating teams of trainers in digital skills and with experience in learning with older peo-
ple. In the same way, professionals considered it necessary that it is the obligation of public services
to carry out some training for people and / or groups with more gaps in digital skills. This statement
reached a level in accordance with 92.3% (9.23), a standard deviation of 1.17.

Conclusions. It is true that it has strengths or direct advantages for citizens, such as immedi-
acy, improved accessibility by saving time on trips and increasing the transparency of administrative
procedures. Although these advantages can be extended to the majority of citizens, the inconven-
iences and problems that the process of implementing Electronic Administration presents are more
typical of disadvantaged groups or those affected by the digital divide, such as the elderly. Internal
drawbacks are related to the lack of interoperability, the complexity of digital administrative proce-
dures and the mistrust they generate in citizens, especially among those who are not digital natives.
Added to these internal problems is the lack of knowledge about digital public services and the dig-
ital divide that generates digital social exclusion. All the problems, inconveniences or difficulties
raised translate into challenges to be addressed by the Electronic Administration so that it does not
generate social inequalities. The two main challenges are to improve accessibility and, above all, to
reduce the digital divide in the group of older people. If this is achieved, progress can be made in
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improving accessibility, usability, trust in electronic processes and user privacy. To achieve these
objectives, the main measure aimed at reducing the digital divide is training promoted by public
administrations, whether of a specific or structural type, so that a training itinerary is configured
that goes from basic to more specialized knowledge. In short, technology should be seen as a nec-
essary element rather than a core element. In other words, it must be taken into account as an
instrument that, together with others, such as an optimal design of administrative procedures, can
facilitate the improvement of relations between citizens and the different public administrations.
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