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Technological transformation of society raises increased requirements for consumers’
readiness to use services, particularly in the social sphere, in a new digital format. Gradual
digitalization of all aspects of socio-economic interaction creates new challenges for
both service providers and their consumers. Digitalization processes require rethinking
traditional approaches to interaction between market participants and the formation of
new competencies. The paper presents theoretical and methodological approaches to
defining fundamental concepts such as “digital literacy” and “digital competence” and
examines the features of digital transformation in the services sector, taking into account
consumer interests and the impact of digitalization on service accessibility for different
population groups. A conceptually new author’s concept of “digital maturity” of social
services consumers is introduced, which allows for a comprehensive assessment of not
only cognitive and technical readiness, but also the functional capabilities of consumers
to receive the full spectrum of services in digital form with maximum efficiency. This
concept goes beyond the traditional understanding of digital literacy and forms an
integrated indicator of readiness to function in a digital environment, taking into account
dynamic changes in the technological landscape. It is substantiated from the standpoint
of systems analysis that the necessary level of consumer digital maturity for comfortable
consumption of social services depends on a multitude of interconnected factors: the
current state of the social sphere whose services the consumer plans to use, the achieved
level of automation and digitalization of business processes in the corresponding sector,
as well as the duration of information-network communication in the service delivery
process. The relevance of this research is significantly enhanced by contemporary global
challenges, particularly pandemic restrictions, which accelerated the pace of digitalization
and exacerbated the problem of digital inequality among different population groups,
revealing insufficient readiness of consumers to use digital services.

Keywords: digital economy, digital transformation, technological transformation, consumer
digital maturity, digital competence, information-network communications, social sphere.

Introduction
The trade and service sector were one of the

first to implement online formats, which determined
the special significance of digital transformation for
this sphere. The growing integration of information
and communication technologies into all aspects of
service enterprises’ activities requires a detailed analysis

of consumers’ readiness for new interaction formats.
The purpose of this study is a comprehensive
assessment of consumers’ readiness for digital
transformation in service sector in the context of socio-
economic changes. The paper provides a systematic
analysis of conceptual approaches to digital
transformation based on a key component – the digital
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maturity of service consumers as an integrated indicator
of their readiness to use digital services. A
multidimensional index of digital literacy is examined
in the context of interconnected sub-indices: digital
competence, digital consumption, digital security, and
it methodologically substantiates an integrated indicator
of digital maturity, which includes: consumer digital
equipment (technical capabilities for accessing digital
services), digital competence (relevant knowledge, skills,
and abilities), and digital flexibility (parameters for
dynamic updating of consumer knowledge in
conditions of rapidly changing digital technologies).

Technological transformation, which includes a
large-scale adaptation of information network
communications, “breakthrough” and “end-to-end”
digital technologies within the paradigm of the digital
economy, introduces significant and mostly radical
adjustments to the development trajectory of industries
and companies in the service sector, deeply penetrates
the social sphere, changing the nature of interaction
between subjects of economic activity. Digitalization,
which is an integral and system-forming part of
transformation processes, influences and imposes new
requirements not only on technical-technological and
production-economic components of activity but also
on socio-economic relations and subjects involved at
different hierarchical levels of the economic system.

The social sphere fundamentally differs not only
in the specificity of the production process but also
in mandatory direct contact with consumers (the
population), which creates additional features in the
processes of digital transformation in the social sphere.
In a modern civilized information-network society
under the systemic influence of digitalization, socio-
economic development is aimed at improving the
integral parameters of the population’s quality of
life, improving the institutional conditions for
developing the human potential of the country’s and
region’s residents as the basic value of society. In
our opinion, considering these aspects, it is extremely
important to understand the multifaceted impact of
technological transformation on consumers in all
their dimensions.

Analysis of recent research and publications
Research on digital transformation and digital

competence is represented by a wide spectrum of
scientific works. Fundamental aspects of the digital
economy and technological transformation are
examined by A. Prokhorov and L. Konik [1], who
systematized global experience in digital
transformations. The conceptual foundations of digital
literacy were laid by P. Gilster [3], who defined it as
the ability to critically use digital information.

Methodological approaches to measuring the
digital economy are presented in works by K. Barefoot
and co-authors [4], who developed comprehensive
indicators of digitalization. The European Digital
Competence Framework (DigComp) [2] established
international standards for assessing citizens’ digital
skills.

Practical aspects of implementing digital
technologies in business processes are studied in digital
transformation indices [5, 6], which provide empirical
data on the readiness of various economic sectors for
digitalization.

However, issues regarding the specifics of digital
transformation in the services sector and consumer
readiness for digital interaction remain insufficiently
researched. The concept of integrated assessment of
consumer readiness, which considers not only technical
skills but also adaptive capabilities in conditions of
rapid technological change, requires theoretical
substantiation.

Research objective
The research objective is to develop conceptual

foundations for assessing the readiness of service sector
consumers for digital transformation through
substantiating the concept of “digital maturity” as an
integrated indicator of consumers’ technical equipment,
competence, and adaptive flexibility.

Research tasks:
a) systematize approaches to defining digital

literacy and competence in the context of technological
transformation of society;

b) identify specific features of digitalization in
the services sector, considering the interaction between
consumers and service providers;

c) conceptualize the notion of “consumer digital
maturity” as a comprehensive characteristic of readiness
for digital interaction;

d) identify factors influencing the level of
consumer digital maturity in services;

e) substantiate methodological approaches to
assessing and enhancing consumer digital maturity.

Research object – digital transformation processes
in the services sector.

Research subject – digital competence and
maturity of service consumers as factors in the
effectiveness of digital transformation in the services
sector.

Presentation of main material
Epistemological Aspects of Digital

Transformation. When examining the epistemological
aspects of digital transformation, it should be noted
that the transition to a digital economy should be
viewed as a systemic evolutionary process that changes
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the essential characteristics of socio-economic
interactions. In modern scientific literature, various
approaches to understanding the essence of the digital
economy have emerged:

– infrastructural approach, which focuses on the
technological aspects of information and the
functioning of communication systems;

– process-based approach, which views the
digital economy as a set of specific socio-economic
and organizational processes;

– ecosystemic approach, which interprets the
digital economy as a complex self-organizing system
with a large number of interconnected elements.

One of the fundamental manifestations of
technological transformation occurring in the context
of digital transformation is digitalization as a process
of implementing digital technologies. The term
“digitalization” is interpreted differently by authors
of scientific publications, which indicates the
multifaceted nature of this phenomenon:

– in a narrow sense, this process is viewed as
“the transition from an analog firm to a digital one,”
that is, the transformation of methods for processing,
transmitting, and storing information;

– in a broad sense, it is a comprehensive
transformation of an organization “that leads to
increased labor productivity in a specific period due
to the transition to new digital breakthrough
technologies, and each historical period is characterized
by its own specific digital transformation” [1].

It should be noted that systemic transformational
processes in the digital economy are characterized by
fundamental features, among which the following
deserve special attention:

a) exponential nature of changes – a
fundamentally new pace of technological innovations
that shortens adaptation cycles and requires accelerated
development of competencies;

b) all-encompassing nature of digitalization - the
widespread growth of information network technologies
into all spheres of public life;

c) dematerialization of economic processes - the
growing role of virtual assets and information resources;

d) transformation of interaction models –
formation of new communication mechanisms
between economic agents.

Component Structure of Digital Literacy. Digital
transformation imposes increased requirements on the
readiness of subjects (businesses and individuals)
involved in it to engage and be active participants in
digitalization processes. In 2006, the European
Parliament recommendations justifiably included
computer (digital) literacy among the eight key
competencies of the 21st century [2], emphasizing its

fundamental importance for socio-economic
development. The term “digital literacy” itself was
introduced into scientific terminology by Paul Gilster
in 1997. According to this scholar, it is “the ability to
critically understand and use information obtained
through computers in various formats and from a
wide range of sources” [3]. This definition emphasizes
not only the technical side of the issue but also the
cognitive aspects of interaction with the digital
environment.

In modern scientific literature, different
approaches to structuring digital literacy can be
identified

The functional approach examines digital literacy
through the lens of specific functional skills necessary
for solving practical tasks in the digital environment.
These skills include:

– information literacy (ability to find, evaluate,
and use information);

– computer literacy (skills in working with
hardware and software);

– communication literacy (skills in using digital
communication tools);

– media literacy (ability to critically analyze
digital content).

The cognitive-mental approach emphasizes
mental processes associated with interpreting and using
digital content. Within this approach, the following
are important:

– critical thinking in the context of digital
sources;

– ability to synthesize information from various
digital resources;

– digital security and privacy skills.
The integrative approach combines functional,

cognitive, and social aspects, viewing digital literacy
as a complex phenomenon that includes:

– technical competencies (use of devices and
software);

– information competencies (search, processing,
and critical evaluation of information);

– social-communicative competencies (online
interaction, digital ethics);

– strategic competencies (use of digital
technologies to achieve personal and professional
goals).

In Ukraine, since 2010, as part of the large-
scale analytical project “Digital Literacy Index of
Ukrainian Citizens,” the digital literacy index has
been systematically evaluated. This index aims to
comprehensively measure the level of knowledge and
skills of the population and businesses necessary for
safe and effective use of information network
communication technologies (ICT), digital
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technologies (DT), and global Internet resources.
Methodologically, the digital literacy index itself is
an integral index based on three interconnected sub-
indices: digital consumption (characterizing the use
of Internet services), digital competencies (reflecting
skills for effective technology use), and digital security

(determining the ability to protect data and
devices) [4].

Table presents the dynamics of the Digital
Literacy Index (DLI) and sub-indices: digital
consumption, digital competence, and digital security
of citizens and businesses for the period 2012–2022.

Dynamics of the Digital Literacy Index for the period 2012–2022

Indicator 2012 2014 2016 2018 2020 2022 
Index of Digital 
Literacy of Citizens 4.80 4.85 4.92 4.95 4.98 4.92 

Index of Digital 
Literacy of Business 4.96 5.15 5.29 5.32 5.38 5.44 

Subindices 
4.10 4.22 4.31 4.34 4.37 4.38 Digital Competencies 

of Citizens / Business 5.26 5.29 5.38 5.42 5.46 5.53 
5.50 5.52 5.64 5.68 5.70 5.68 Digital Consumption of 

Citizens / Business 5.42 5.64 5.82 5.74 5.82 5.90 
4.80 4.81 4.82 4.84 4.86 4.72 Digital Security of 

Citizens / Business 4.19 4.54 4.66 4.80 4.86 4.88 

Conducting an analysis of the calculated indicators
of the digital literacy index and sub-indices for the
period from 2012 to 2022 (Table), it can be reasonably
noted that the digital literacy index has had steady
growth in the segment of Ukrainian citizens and
remained at the average world level (leaders in 2022 –
USA, Japan, United Kingdom, Finland, Singapore,
weighted average 9.12), while the business index in
developed countries was 8.76, indicating significant
potential for further improvement. A detailed analysis
of this table shows that the development of digital
competencies exacerbates the problem of information
network security for consumers of digital services, which
requires special attention. Therefore, a fundamental
conclusion can be made that the growth of digital
competence of consumers, both citizens and businesses,
does not lead to an automatic proportional increase in
the overall level of digital literacy due to the uneven
development of its components.

Comparative analysis of Ukraine’s digital literacy
indices with international indicators demonstrates a
certain delay in the domestic level in comparison to
leading world countries, especially in the aspect of
digital security. This situation requires the
implementation of comprehensive digital education
programs at various levels - from school to professional
education and advanced training programs. Special
attention should be paid to digital inclusion of
vulnerable population groups – elderly people, rural

residents, persons with disabilities, for whom access
to digital services may be limited.

Regional Differentiation of Digital Literacy Level.
An important aspect of digital literacy analysis is its
territorial differentiation. Research demonstrates
significant regional differences in the level of digital
literacy among Ukrainian citizens, which is caused
by a number of objective factors:

– uneven development of information and
communication infrastructure. There are substantial
differences in the availability of high-speed internet
between urban and rural areas, which directly affects
citizens’ opportunities to improve digital skills;

– socio-demographic factors. The age structure
of the population, education level, and employment
form the basis for regional differences in digital literacy.
Regions with a higher proportion of young and
economically active population demonstrate higher
indicators of digital competence;

– economic development of the territory. The
level of economic development in a region determines
opportunities for investment in digital infrastructure
and education, and creates demand for digital skills
in the labor market.

Analysis of statistical data allows us to identify
the following patterns:

– the highest indicators of digital literacy are
observed in large cities (Kyiv, Kharkiv, Odesa, Dnipro,
Lviv) and their surrounding agglomerations;
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– western and central regions demonstrate
average indicators with positive dynamics;

– eastern and southern regions are characterized
by lower digital literacy indicators, especially in rural
areas.

Conceptualization of Digital Competence. It
can be reasonably noted that possessing the necessary
amount of digital competencies is nevertheless of
fundamental importance for the effective use of
services in digital form. Therefore, the theoretical
concept of digital competence within the framework
of digital transformation is actively developing and
undergoes constant changes due to the accelerated
development of information network communication
technologies and growing trends in implementing
the latest digital technologies in all spheres of human
activity.

Methodological Approaches to Defining Digital
Competence. In the author’s opinion, when assessing
the methodological quality of the definition of “digital
competence,” it is necessary to emphasize the
complexity of this phenomenon, highlighting that
the following are necessary:

– developed abilities and professional skills to
effectively use digital technologies in business and
everyday life at all levels of interaction;

– confident and critically creative use of
information flows through the global Internet, taking
into account information security;

– technical, marketing, financial, and
information skills, most often associated with computer
literacy and analytical thinking.

Based on the conducted research, we can propose
the following refined definition of “digital competence”
– it is not only an integrated sum of general-purpose
functional and professional knowledge, skills, and
abilities, which are represented in various theoretical
models of ICT and DT competence; information
network competencies; marketing and logistics
competencies of small and medium-sized business
entities, but also a holistic mindset for effective activity
within the framework of electronic commercial activity
and the personal attitude of business entities and users,
based on a sense of professional and social
responsibility.

European Digital Competence Framework
(DigComp). When analyzing international approaches
to structuring digital competence, special attention
should be paid to the European Digital Competence
Framework for Citizens (DigComp), which is one of
the most comprehensive and methodologically sound
tools for defining, measuring, and developing digital
competence of citizens.

DigComp identifies 5 key areas of digital
competence:

First. Information and data literacy:
– browsing, searching, and filtering data,

information, and digital content;
– evaluating data, information, and digital

content;
– managing data, information, and digital

content.
Second. Communication and collaboration:
– interacting through digital technologies;
– sharing information through digital

technologies;
– engaging in citizenship through digital

technologies;
– collaborating through digital technologies;
– netiquette (online behavior);
– managing digital identity.
Third. Digital content creation:
– developing digital content;
– integrating and re-elaborating digital content;
– copyright and licenses;
– programming.
Fourth. Safety:
– protecting devices;
– protecting personal data and privacy;
– protecting health and well-being;
– protecting the environment.
Fifth. Problem solving:
– solving technical problems;
– identifying needs and technological responses;
– creatively using digital technologies;
– identifying digital competence gaps.
For each of these areas, proficiency levels (from

basic to highly specialized) are defined, allowing for
detailed assessment of digital competence and the
development of individual trajectories for its
improvement.

Digital Competence in Professional Context. It
is important to note that digital competence has specific
features depending on the professional context.
Different fields of activity have distinctive requirements
for digital knowledge, skills, and abilities.

In the field of education, digital competence of
educators includes:

– using digital technologies for learning and
teaching;

– creating and modifying digital educational
resources;

– using digital technologies for assessment;
– using digital technologies to enhance students’

capabilities;
– promoting digital competence among students.
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In the healthcare sector, digital competence of
medical professionals encompasses:

– using electronic health records;
– telemedicine and remote consultations;
– medical data analysis;
– cybersecurity and protection of patients’

medical data.
In the business environment, the following is

important:
– digital marketing and customer relationship

management;
– big data analytics for decision-making;
– E-commerce skills;
– remote collaboration and project management.
This differentiation emphasizes the need for a

sector-specific approach to the formation and
development of digital competence, which should be
taken into account when developing educational
programs and digital transformation strategies.

Features of Digital Transformation in the Service 
Sector. Digital transformation, which is intensively 
taking place in various spheres of public life and in 
entrepreneurial activity, affects different categories of 
consumers unequally and involves people in this 
technological process with varying intensity. Such 
“involvement” based on the principles of convergence 
in the social sphere and in the service, sector has 
special characteristics related to the fact that a person 
receiving a service (final consumer), in the case of 
digital transformation of this sphere, still maintains 
certain direct contact with the organization, particularly 
with small and medium-sized businesses in the service 
sector, which creates special challenges for the 
digitalization process.

The service sector demonstrates specific features
of digital transformation, as the very nature of service
as an intangible good implies a high degree of
personalization and direct interaction with the client.
The transformation of business processes in this area
must take into account not only technological
capabilities but also psychological aspects of service
perception by consumers of different age and social
groups. This is especially true for services that have
high social significance, such as medical, educational,
administrative, and social security.

Based on the conducted research, critical features
that need to be additionally considered when
implementing technological transformation of the
service sector should be highlighted. In particular, in
our opinion, it is objectively necessary to ensure:

– significant enhancement of analytical attention
to the detailed consumer profile, as digital
transformation in the long term should lead to deep
personalization (targeting and individualization) in the

consumption of services according to the unique needs
of each client;

– comprehensive consideration of the technical
and cognitive readiness of the consumer (client) to
consume services under conditions of digital
transformation (without this, the consumer - a person
will not be able to fully and effectively use the service,
regardless of its quality and formal availability);

– strategic increase in the functional significance
of points of contact with the consumer, since electronic
interaction quantitatively reduces personal contact, it
is important not to allow a decrease in the qualitative
accessibility of social services for all categories of the
population.

Digital transformation of the service sector leads
to changes in traditional business models. There is a
transition from linear models to platform solutions,
where consumers can receive comprehensive services
from different providers through a single digital
platform. Approaches such as “Software as a Service”
(SaaS), service marketplaces, and service aggregators
are radically changing the ways service providers and
clients interact. These changes require consumers to
develop new skills in navigating the digital
environment, managing personal data, and critically
evaluating service quality.

Concept of Digital Maturity of Service
Consumers. The author maintains a well-founded
view that the duration of digital engagement of service
consumers objectively requires a differentiated level
of readiness among citizens and small and medium-
sized business entities for the digitalization of various
functional areas, and their digital competence can
and should differ according to the specifics of their
activities. Meanwhile, the digital transformation of
the economy will be accompanied by a constant
dynamic change in consumer readiness, based on
the level of their digital maturity as an integrated
indicator.

Digital maturity of service consumers, including
social services, is a comprehensive multidimensional
characteristic that includes three fundamental
components: digital equipment (technical aspect),
competence (cognitive aspect), and flexibility
(adaptation aspect) (Figure).

For objective measurement of digital maturity,
it is expedient to develop a system of quantitative and
qualitative indicators that will allow monitoring changes
and comparative analysis of different consumer groups.
Such metrics may include: frequency of digital channel
usage, level of trust in online transactions, ability to
independently solve technical problems, speed of
mastering new digital tools, and level of satisfaction
with digital services.
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For service consumers, digital maturity can also
be defined as an integrated indicator that includes the
following key components:

– digital equipment of consumers as the
availability of technical means and infrastructure for
accessing digital services. In this case, if technical
means are available through common equipped centers
of collective access, rather than in personal use, it is
important to additionally consider the physical ability
of elderly consumers and those with disabilities to
reach the technical means unhindered in order to
fully use digital services;

– digital competence as a set of knowledge,
abilities, and skills. When systematically assessing this
parameter, it is first necessary to clearly define “what
exactly the consumer needs to know” to receive a
particular category of service within a differentiated
service market, taking into account their technological
complexity;

– digital flexibility as the ability to adapt. This
strategic parameter should quantitatively and qualitatively
determine the necessary timeframe for updating the
consumer’s (client’s) knowledge and skills so that their
functional readiness to receive services under conditions
of digital transformation remains stably at an optimal
level for an extended period of time.

Development of digital maturity among consumers
requires a systematic approach to digital education and
awareness. This involves not only formal training but
also the creation of accessible information resources,
provision of consultations and trainings, development
of clear instructions, and intuitively understandable
interfaces for digital services. An important aspect is
also psychological support for consumers, especially
those of older age, to overcome «digital anxiety» and
build confidence in their own abilities.

Factors Influencing Digital Maturity of
Consumers. In the process of systemic digitalization
of the service sector, including the social sphere, it is

critically necessary to take into account the presence
of direct multi-level interaction between the company
providing the service and the consumer. Therefore,
the level of technical and cognitive readiness of
consumers – clients to effectively use services in new
technological conditions (using ICT, DT, automation,
adaptation, 3D visualization models) should be
strategically the most important indicator of the success
of digital transformation.

The readiness to effectively receive services, based
on the specifics of their nature, level of technological
complexity, and socio-economic accessibility,
objectively depends on the integral level of consumer-
client’s digital maturity. The author believes that the
necessary level of digital maturity of the consumer-
client for comfortable consumption of both social
and intellectual services, in turn, systematically depends
on the following critical factors:

– the specific social sphere, its functional specifics
and technological features, the services of which the
consumer wants to use;

– the achieved level of automation and
digitalization of business processes in a particular social
and intellectual sphere, taking into account regional
characteristics;

– the depth and duration of digital information
communications in the process of receiving services,
including social, intellectual, and business spheres,
which determines the intensity and complexity of
interaction.

In addition to these factors, the level of digital
maturity of consumers is also influenced by
demographic characteristics (age, education level, place
of residence), socio-economic status (income,
employment), cultural characteristics, and previous
experience with technology. Research shows that
psychological factors also have a significant impact –
motivation to master new technologies, level of digital
anxiety, risk perception, and trust in digital services.

Components for assessing the level of digital maturity of an employee in the service sector
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Conclusions
The results of the comprehensive study conducted 

allowed for scientifically substantiating the features of 
technological transformation in the service sector and 
proposing methodological approaches to measuring 
consumer readiness for digitalization. The theoretical 
identification and conceptual differentiation of the 
notion of “digital competence” in conjunction with 
the author’s concept of “digital maturity of service 
consumers” has made it possible to argue that these 
are multi-component integrated characteristics that 
indicate the set of objective requirements for modern 
consumers in the context of transformation of the 
service sector, and on the other hand - to identify 
factors that may significantly prevent consumers from 
fully utilizing social services under conditions of 
digitalization.

We believe that for further studying of theoretical
concepts and practical implementation of digital
transformation strategies are needed specialized sectoral
studies of the service sphere, which are taking into
account their specifics, technological complexity, and
socio-economic accessibility within the integrated
strategy of increasing the level of digital maturity both
from the business side and from the side of the
consumer of digital services. This will ensure
harmonious development of the digital economy,
taking into account the interests of all interested parties.
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ÒÅÕÍÎËÎÃ²×ÍÀ ÒÐÀÍÑÔÎÐÌÀÖ²ß ÖÈÔÐÎÂÎ¯
ÊÎÌÏÅÒÅÍÒÍÎÑÒ² ÑÔÅÐÈ ÏÎÑËÓÃ

Ëèõîïüîê Ä. Ï.

Òåõíîëîã³÷íà òðàíñôîðìàö³ÿ ñóñï³ëüñòâà âèñóâàº ï³äâè-
ùåí³ âèìîãè äî ãîòîâíîñò³ ñïîæèâà÷³â âèêîðèñòîâóâàòè
ïîñëóãè, çîêðåìà ñîö³àëüíî¿ ñôåðè, ó íîâîìó öèôðîâîìó ôîð-
ìàò³. Ïîñòóïîâà ä³äæèòàë³çàö³ÿ âñ³õ àñïåêò³â ñîö³àëüíî-
åêîíîì³÷íî¿ âçàºìîä³¿ ñòâîðþº íîâ³ âèêëèêè ÿê äëÿ íàäàâà÷³â
ïîñëóã, òàê ³ äëÿ ¿õ ñïîæèâà÷³â. Ïðîöåñè öèôðîâ³çàö³¿ âèìà-
ãàþòü ïåðåîñìèñëåííÿ òðàäèö³éíèõ ï³äõîä³â äî âçàºìîä³¿ ì³æ
ó÷àñíèêàìè ðèíêó ïîñëóã òà ôîðìóâàííÿ íîâèõ êîìïåòåíö³é.
Ó ðîáîò³ íàäàíî òåîðåòèêî-ìåòîäîëîã³÷í³ ï³äõîäè äî âèç-
íà÷åííÿ ôóíäàìåíòàëüíèõ ïîíÿòü «öèôðîâà ãðàìîòí³ñòü»,
«öèôðîâà êîìïåòåíòí³ñòü» òà äîñë³äæåíî îñîáëèâîñò³ öèô-
ðîâî¿ òðàíñôîðìàö³¿ ó ñôåð³ ïîñëóã ç óðàõóâàííÿì ³íòåðåñ³â
ñïîæèâà÷³â ³ âïëèâó öèôðîâ³çàö³¿ íà äîñòóïí³ñòü ïîñëóã ð³çíèì
âåðñòâàì íàñåëåííÿ. Ââîäèòüñÿ êîíöåïòóàëüíî íîâå àâòîðñüêå
ïîíÿòòÿ «öèôðîâà çð³ë³ñòü» ñïîæèâà÷à ïîñëóã ñîö³àëüíî¿
ñôåðè, ùî äîçâîëÿº êîìïëåêñíî îö³íèòè íå ëèøå êîãí³òèâíó
òà òåõí³÷íó ãîòîâí³ñòü, àëå é ôóíêö³îíàëüí³ ìîæëèâîñò³
ñïîæèâà÷à îòðèìàòè ïîâíèé ñïåêòð ïîñëóã â öèôðîâ³é ôîðì³
ç ìàêñèìàëüíîþ åôåêòèâí³ñòþ. Äàíèé êîíöåïò âèõîäèòü
çà ìåæ³ òðàäèö³éíîãî ðîçóì³ííÿ öèôðîâî¿ ãðàìîòíîñò³ òà
ôîðìóº ³íòåãðîâàíèé ïîêàçíèê ãîòîâíîñò³ äî ôóíêö³îíóâàííÿ
â öèôðîâîìó ñåðåäîâèù³, âðàõîâóþ÷è äèíàì³÷í³ çì³íè òåõíî-
ëîã³÷íîãî ëàíäøàôòó. Îá´ðóíòîâóºòüñÿ ç ïîçèö³é ñèñòåì-
íîãî àíàë³çó, ùî íåîáõ³äíèé ð³âåíü öèôðîâî¿ çð³ëîñò³ ñïîæè-
âà÷à äëÿ êîìôîðòíîãî ñïîæèâàííÿ ñîö³àëüíèõ ïîñëóã çàëå-
æèòü â³ä ìíîæèíè âçàºìîïîâ’ÿçàíèõ ôàêòîð³â: ïîòî÷íîãî
ñòàíó ñîö³àëüíî¿ ñôåðè, ïîñëóãàìè ÿêî¿ ïëàíóº ñêîðèñòàòè-
ñÿ ñïîæèâà÷, äîñÿãíóòîãî ð³âíÿ àâòîìàòèçàö³¿ òà öèôðîâ³-
çàö³¿ á³çíåñ-ïðîöåñ³â ó â³äïîâ³äí³é ãàëóç³, à òàêîæ òðèâà-
ëîñò³ ³íôîðìàö³éíî-ìåðåæåâî¿ êîìóí³êàö³¿ ó ïðîöåñ³ îòðè-
ìàííÿ ïîñëóã. Àêòóàëüí³ñòü äîñë³äæåííÿ ïîñèëþºòüñÿ ñó-
÷àñíèìè ãëîáàëüíèìè âèêëèêàìè, çîêðåìà ïàíäåì³÷íèìè îá-
ìåæåííÿìè, ÿê³ ïðèñêîðèëè òåìïè öèôðîâ³çàö³¿ òà çàãîñò-
ðèëè ïðîáëåìó öèôðîâî¿ íåð³âíîñò³ ñåðåä ð³çíèõ âåðñòâ íàñå-
ëåííÿ, âèÿâèâøè íåäîñòàòíþ ãîòîâí³ñòü ñïîæèâà÷³â äî âè-
êîðèñòàííÿ öèôðîâèõ ñåðâ³ñ³â.

Êëþ÷îâ³ ñëîâà: öèôðîâà åêîíîì³êà, öèôðîâà
òðàíñôîðìàö³ÿ, òåõíîëîã³÷íà òðàíñôîðìàö³ÿ, öèôðîâà
çð³ë³ñòü ñïîæèâà÷à, öèôðîâà êîìïåòåíòí³ñòü, ³íôîðìàö³éíî-
ìåðåæåâ³ êîìóí³êàö³¿, ñîö³àëüíà ñôåðà.
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Technological transformation of society raises increased
requirements for consumers’ readiness to use services, particularly
in the social sphere, in a new digital format. Gradual digitalization
of all aspects of socio-economic interaction creates new challenges
for both service providers and their consumers. Digitalization
processes require rethinking traditional approaches to interaction
between market participants and the formation of new competencies.
The paper presents theoretical and methodological approaches to
defining fundamental concepts such as “digital literacy” and “digital
competence” and examines the features of digital transformation
in the services sector, taking into account consumer interests and
the impact of digitalization on service accessibility for different
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population groups. A conceptually new author’s concept of “digital
maturity” of social services consumers is introduced, which allows
for a comprehensive assessment of not only cognitive and technical
readiness, but also the functional capabilities of consumers to
receive the full spectrum of services in digital form with maximum
efficiency. This concept goes beyond the traditional understanding
of digital literacy and forms an integrated indicator of readiness to
function in a digital environment, taking into account dynamic
changes in the technological landscape. It is substantiated from
the standpoint of systems analysis that the necessary level of consumer
digital maturity for comfortable consumption of social services
depends on a multitude of interconnected factors: the current state
of the social sphere whose services the consumer plans to use, the
achieved level of automation and digitalization of business processes
in the corresponding sector, as well as the duration of information-
network communication in the service delivery process. The relevance
of this research is significantly enhanced by contemporary global
challenges, particularly pandemic restrictions, which accelerated
the pace of digitalization and exacerbated the problem of digital
inequality among different population groups, revealing insufficient
readiness of consumers to use digital services.

Keywords: digital economy, digital transformation, tech-
nological transformation, consumer digital maturity, digital com-
petence, information-network communications, social sphere.
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