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Abstract: The digitalization of grassroots public services is changing the way residents access public services.
Online appointments, electronic certificates, digital medical insurance credentials, social security authentication,
and community information registration have improved administrative efficiency, but they have also reset the
conditions for entering public service procedures. For some older adults, the problem is not that they are
completely unable to obtain services. Rather, they often have to rely on others to complete the process on their
behalf. Children making medical appointments for their parents, community workers assisting with identity
authentication, service-window staff helping older adults scan codes and fill in online forms, and volunteers
handling online procedures have become common ways through which many older adults enter the digital public
service system. This paper describes this phenomenon as “proxy-handling dependence” and examines its causes
and social consequences in the digitalization of grassroots public services. It argues that such dependence is not
caused only by older adults’ limited digital skills. It is also related to complicated service procedures, insufficient

WEVEE | 3814298313@gq.com
SR BE. AR ALRBEA TR s MEZE)] Rt & sE g, 2026, 2(1): 10-16.

https://www.brilliance-pub.com/dyshfzyj



Vol.2, No.1, 2026

East Asian Social Development Studies

age-friendly adaptation, the weakening of offline manual channels, and the passive transfer of responsibilities to

families and communities. Proxy handling can help older adults cross the digital threshold in the short term. Yet

when it becomes routine, it may reduce service autonomy, expose personal information, increase family care

burdens, and expand hidden work at the grassroots level. The digitalization of grassroots public services should

not be guided only by efficiency. It also needs to consider differences in people’s ability to enter and complete

service procedures. Reducing “proxy-handling dependence” does not mean removing necessary assistance. It

means building a more balanced arrangement among manual services, simplified digital procedures, clearer

proxy-handling boundaries, and stronger community support, so that older adults can access public services in

a relatively autonomous, stable, and dignified way.

Key words: grassroots public services; digitalization; older adults; proxy-handling dependence; digital divide;

age-friendly adaptation
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