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Abstract 

The purpose of this research is to find out how to overcome the digital divide to support the 

realization of public services in coastal areas in Tangerang Regency. Public services in the 
coastal areas of Tangerang Regency must be designed in a way that can meet the various 

needs of the community while maintaining sustainable development. Various sectors, such 
as health, education, transportation, and infrastructure, fall under this category of services. 

Innovation in public services is needed to improve the efficiency and accessibility of these 
services. These innovations can help people overcome various problems and improve their 

overall quality of life. The theories used in this study are the digital divide, public services 
and sustainable development. The method used in this study uses a quantitative approach, 

the primary data in this study is a questionnaire that is distributed directly and online, while 
the author's secondary data is taken from various trusted third-party sources. The population 

in this study is residents of the coastal area of Tangerang Regency, with a sample of 400 
respondents. Meanwhile, the data processing tool that will be used in this study is SEM-PLS. 

The results of the study explain that to overcome the digital divide through improving digital 
infrastructure and technological literacy, as well as ensuring the inclusive and equitable 

implementation of SERVQUAL, it is very important to achieve sustainable development in 
Tangerang Regency. 

Keywords: 
coastal areas; coastal communities; public service; sustainable development; the digital 

divide 

 

Abstrak 

Tujuan penelitian ini adalah untuk mengetahui bagaimana mengatasi kesenjangan digital 

untuk mendukung terwujudnya pelayanan publik pada wilayah pesisir yang ada di 
Kabupaten Tangerang. Pelayanan publik di wilayah pesisir Kabupaten Tangerang harus 
dirancang dengan cara yang dapat memenuhi berbagai kebutuhan masyarakat sambil 

mempertahankan keberlanjutan pembangunan. Berbagai sektor, seperti kesehatan, 
pendidikan, transportasi, dan infrastruktur, termasuk dalam kategori layanan ini. Inovasi 

dalam pelayanan publik diperlukan untuk meningkatkan efisiensi dan aksesibilitas layanan 
tersebut. Inovasi ini dapat membantu masyarakat mengatasi berbagai masalah dan 

meningkatkan kualitas hidup secara keseluruhan. Teori yang digunakan dalam penelitian 
ini adalah kesenjangan digital, pelayanan publik dan pembangunan berkelanjutan. Metode 

yang digunakan dalam penelitian ini menggunakan pendekatan kuantitatif, data primer 
dalam penelitian ini adalah kuesioner yang disebar secara langsung dan online, sedangkan 

data sekunder penulis ambil dari berbagai Source pihak ketiga yang terpercaya. Populasi 
dalam penelitian ini adalah penduduk wilayah pesisir Kabupaten Tangerang, dengan 

sampel sebanyak 400 orang responden. Sedangkan alat pengolah data yang akan digunakan 

https://crossmark.crossref.org/dialog/?doi=10.29408/jhm.v10i4.27350&domain=pdf
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dalam penelitian ini adalah SEM-PLS. Hasil penelitian menjelaskan bahwa untuk 

mengatasi kesenjangan digital melalui peningkatan infrastruktur digital dan literasi 
teknologi, serta memastikan penerapan SERVQUAL yang inklusif dan merata, sangat 

penting untuk mencapai pembangunan berkelanjutan di Kabupaten Tangerang. 

Kata Kunci: 
kesenjangan digital; masyarakat pesisir; pelayanan publik; pembangunan; wilayah pesisir 

 

 

This work is licensed under a  Creative Commons Attribution-

ShareAlike 4.0 International License. 

 

Introduction 
The coastal area of Tangerang Regency is located in the province of Banten 

which has 25 villages in 8 sub-districts of Mekar Baru, Kronjo, Kemiri, Mauk, 

Sukadiri, Pakuhaji, Teluknaga, Kosambi and has a coastline of 51.5 KM of the 
northern coastal area that needs special attention (BPS Kabupaten Tangerang, 2023). 
Various problems in coastal areas in general such as regional planning, housing and 

environmental improvements, sanitation, clean water, port arrangement and 
facilities and infrastructure as well as the lack of maximum BUMDes (Rangga & 
Syafani, 2023; Ridho et al., 2023). Currently, Tangerang district has a poor 
population of 7.12% of its total population of 272.35 thousand (Tangerang, 2021) 

and increased by 285.01 thousand (BPS Kabupaten Tangerang, 2023). 
 

 
 

Figure 1. ICT Development Index in 34 Indonesia Provinces in 2023 
Source: BPS Pusat, 2023 
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Figure 1 shows the position of Banten Province in the "medium" category, and 
only 1 province whose development index is classified as "low", namely Papua 
(Dhahir, 2019).  Meanwhile, Figure 2 shows  that the Gini ratio figure of Tangerang 
Regency indicates that the gap between urban and rural areas (including coastal 

areas) of 0.368 is not in line with the existing fisheries potential to improve the 
economic conditions of coastal communities. The difference in development in cities 
and villages can be seen from the causes and impacts of slow development programs 
in the coastal areas of Tangerang Regency due to, among others, limited internet 

access to use digital public services, differences in the availability of technology, and 
lack of digital literacy (OECD, 2001; Vassilakopoulou & Hustad, 2021). 
 

 
 

Figure 2. Gini Ratio in 2023 Tangerang Regency, Banten Province 
Source: BPS Banten, 2023 

 
The digital divide is a critical issue faced by coastal communities in Tangerang 

Regency. Many residents in coastal areas still do not have adequate internet access, 

so they cannot use digital public services that are increasingly vital in this modern 
era. According to (OECD, 2001), Limited internet access can exacerbate social and 
economic inequalities, especially in regions that are already lagging behind in the 
development of technological infrastructure. In the context of Tangerang Regency, 

this limitation prevents coastal communities from getting the full benefits of public 
services offered digitally. 

In addition to limited internet access, there are also significant differences in 
the availability of technology between urban and rural and coastal areas in Tangerang 

Regency. Urban areas are generally more advanced in terms of technological 
infrastructure and have better access to advanced technology and internet services 
(Castro & Lopes, 2022). In contrast, rural and coastal areas are often marginalized 
and far behind in technological development. Research by (Schinagl et al., 2023) 

highlighting that these technological gaps can deepen social and economic 
inequalities, making it increasingly difficult for rural and coastal areas to catch up 
with urban areas. 
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The lack of digital literacy among coastal communities is also a significant 

challenge (Yeşilyurt & Vezne, 2023). Many residents have not mastered the effective 
use of digital technology to access public services. Research by (Liu & Zhou, 2023) 

emphasized that digital literacy is an essential basic skill in this digital era, where the 
inability to operate digital technology can lead to deeper social and economic 
exclusion. In Tangerang Regency, this lack of digital literacy means that many 
coastal residents cannot take advantage of digital public services, such as online 

education and digital health services, optimally. 
 Public services in the coastal area of Tangerang Regency must be designed to 

reach the various needs of the community while maintaining the sustainability of 
development. These services cover various fields such as health, education, 

transportation, and infrastructure. Innovation in public services is needed to improve 
the efficiency and accessibility of these services (Cui et al., 2022). Research (Döring, 
2022) highlighting that innovation in public services can help address the challenges 
faced by society and improve the overall quality of life. 

The impact of the digital divide on development in coastal areas includes 
limited access that affects education (Candrasari et al., 2022; Sukarjo & Nasionalita, 
2022), missed job opportunities (Kurniawan & Antonius, 2019; Shaleha, 2020), and 
limited access to health services (Mubah et al., 2017; A. A. Putri, 2018). The solution 

to overcome the digital divide can be to build technological infrastructure in coastal 
areas (Aditya et al., 2023; Aditya & Rahmayanti, 2023), Organizing literacy training 
and education programs for the digital community (Aditya et al., 2021; Setyawan & 

Safar Dwi Kurniawan, 2020), and expanding the reach of technology access in rural 

and coastal areas (Aprian et al., 2023; Zulfiah Larisu et al., 2023). 
The theme of research on coastal communities has been carried out with 

various focuses. Some of these include poverty alleviation in coastal areas as well as 
social, economic, and financial issues faced by coastal communities (Fitriani et al., 

2023; Mukramin et al., 2023) (Aida et al., 2016; Azima Riskiya Sibarani et al., 2023; 
Juardi & Bimontoro, 2023; Ramayanti et al., 2021; Ratna et al., 2023; Ridho et al., 
2023; Warkula & Uniberua, 2023). In addition, research by Aprian et al., (2023) also 

discussed marine fisheries quota-based policies in Indonesia which aim to manage 
marine resources in a sustainable manner. Another topic that is often studied is the 
empowerment of coastal communities, especially through increasing digital literacy 
to support access to information and technology (Amalia et al., 2021; Riupassa & 

Pesik, 2022; Zulfiah Larisu et al., 2023), Research by Daris et al., (2022) also includes 
the identification of types of conflicts in fishing as well as the analysis of the 
distribution of conflict areas and fishing levels in coastal areas.  

In addition, research by Indrawasih & Pradipta, (2021) dan; Syahputra & 

Taufiq, (2021) discussing gender equality, especially the role of women in coastal 
communities, is an important issue. Study conducted by Ariski & Ratnasari, (2022) 
dan; Edison & Kurnianingsih, (2021) exploring the role of local institutions in 
supporting community development and entrepreneurship in coastal areas. Social 

vulnerability is also a topic that is widely discussed, considering that coastal 
communities often face high economic, environmental, and social risks, andfinally, 
a lot of research on legal and justice aspects for coastal communities is also being 
conducted, especially related to their access to legal protection and their rights as 

communities that depend on natural resources (Aguw et al., 2021; Putiamini et al., 
2022). 
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The impact of the digital divide on development in Tangerang Regency is very 

significant. Limited internet access affects education, so many children in coastal 
areas face difficulties in obtaining access to online learning. According to research 
Marín & Castañeda, (2023), unequal access to online education can increase dropout 
rates and lower academic achievement. In addition, the digital divide also hinders 

job opportunities and business development in coastal areas, making it difficult for 
people to improve their standard of living (Steyn & Johanson, 2011). In the health 
sector, limited access to health information and digital medical services results in 
coastal residents not getting adequate services, which in turn affects the general 

health of the community. The purpose of this study is to find out how to overcome 
the digital divide to support the realization of public services in coastal areas in 
Tangerang Regency. 

 

Research Methods 
This study uses a quantitative research method with an explanatory survey 

approach (Haryono, 2016). The research was carried out in the coastal area of 
Tangerang Regency which includes 8 sub-districts. The population in the 8 sub-
districts is 712,546 people, so the sample was obtained using the slovin formula with 

an error margin of 5% is 399.77 and then rounded to 400 people. The variables in this 
study are the digital divide, public services and sustainable development. 

Primary data collection in this study uses a questionnaire that distributed 
directly to respondents, in addition to that the researcher also comportments direct 

observations and interviews with related sources. As for secondary data, the 
researcher received information from the Tangerang Regency BPS book, research 
articles, magazines, newspapers and social media. To be able to find out the 
demographics of all respondents, the author uses a software called SEM, so that it 

can find out how much composition in terms of age, gender, education level, marital 
status and occupation. These results can be expressed in the form of tables and pie 
charts and with percentages. PLS-SEM analysis usually consists of two sub-models, 
namely the measurement model or often called the outer model and the structural 

model or often called the inner model (Ramadiani, 2010). 

 

Research Results 

Data Collection 
The following demographic data describe the characteristics of respondents based on 

age, gender, marital status, education level, occupation, gadget ownership, and 
duration of gadget use. The data indicate that the majority of respondents are men 
aged 30–36 years, married, employed, with junior high school education, and have 
owned a gadget for more than three years. 

Table 1. Characteristics of the most respondents 

No Description Measurement Percentage Score 

1 Age Age range 30 to 36 years 23,5 % 94 
2 Gender Man 53 % 212 

3 Marital Status Married 68 % 272 
4 Last Education Junior High School 37,8 % 151 

5 Occupation Work 51,5 % 206 
6 Have a Gadget (HP) Have a gadget 89,3 % 357 
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7 Long time to have a 

Gadget (HP) 

More than 3 years 44,5 % 178 

Source: Data processing results PLS-SEM, 2024 
 
Age range 30 to 36 years, individuals are in a critical productive phase, where 

access to information and public services, such as health, education, and 

administration, is critical. However, the limitations of digital infrastructure and 
technological literacy are the main obstacles. This age group often faces difficulties 
in accessing services online, which can slow down the development process and 

improve the quality of life. Without adequate efforts to reduce the digital divide, the 
goal of inclusive and sustainable development in these coastal areas is difficult to 
achieve. Therefore, it is important to strengthen the digital infrastructure and improve 
the technological skills of the population, so that they can make more effective use of 

public services and support the overall development of the region. 

Limited access to technology and the internet limits men's ability to obtain 
information and services that are essential for improving family well-being and 
supporting economic activity. These limitations also hinder their participation in 

government-run development programs, such as skills training or access to social 
assistance. In addition, men in coastal areas often work in the informal or fishing 
sectors, which increasingly demands the use of technology to increase productivity 
and access to markets. Without support to address the digital divide, men's ability to 

contribute to the development of coastal areas is limited, and this can impact 
economic stagnation and low quality of life in the area. 

For married couples, especially those who already have children, limited access 
to digital technology can hinder their ability to access healthcare, education, and 

administrative services efficiently. For example, they may have difficulty enrolling 
their children in school, accessing information related to family health, or getting 
social assistance. These limitations can worsen the welfare of families and slow down 
the development process in coastal areas. Therefore, it is important to narrow the 

digital divide by increasing access and digital literacy for married couples, so that 
they can make optimal use of public services and contribute more effectively to the 
economic and social development of the coastal area of Tangerang Regency. 

With limited education, their ability to utilize digital technology tends to be 

low, resulting in difficulties in accessing important information and government 
services that are now widely available online. These limitations limit their 
opportunities to actively participate in regional development, such as participating in 
training programs or accessing social assistance efficiently. In addition, the lack of 

digital literacy makes them more susceptible to errors in taking care of administrative 

documents or in understanding important health information. As a result, people 
with this junior high school education can be left behind in various aspects of life, 

from economic to social. To support inclusive development, there needs to be an 
effort to improve digital access and literacy for this group, so that they can better 
utilize public services and contribute to the progress of coastal areas. 

Workers in both the formal and informal sectors often need quick and efficient 

access to administrative, health, and job-related information. This limited access can 
result in delays in obtaining business licenses, difficulties in obtaining health 

information, or limited opportunities to attend training and skill improvement. In 
addition, in this digital era, many jobs are starting to depend on technology, and the 
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digital divide can make workers in coastal areas lose the opportunity to adapt to these 

changes. Reducing the digital divide through increased internet access and digital 
literacy is essential to ensure that workers in coastal areas can contribute to the 
development and well-being of their regions. 

Without gadgets, it is difficult for people to access important information, such 

as government announcements, health services, and social assistance, which are now 
widely available online. This makes these groups more vulnerable to information 
isolation, as well as being cut off from opportunities that could improve their well-
being, such as skills training or economic assistance. The absence of gadgets also 

limits their ability to participate in development programs, both in terms of 
administration and economic empowerment. As a result, coastal communities 
without gadgets are increasingly lagging behind in the current of modernization, 
which can widen social and economic disparities in the region. Therefore, efforts to 

provide access to gadgets and increase digital literacy are very important to support 
inclusivity in the development of coastal areas of Tangerang Regency. 

Outdated gadgets often have limitations in terms of performance, such as slow 
internet access, inability to run the latest applications, and compatibility issues with 

digital platforms used for public services. This makes it difficult for people to access 
information, take care of administration, or take advantage of government programs 
that require more up-to-date technology. As a result, they may fall behind in 
obtaining health services, education, and social assistance that are essential to their 

well-being. This condition exacerbates the inequality between those who have the 
latest technology and those who are digitally behind. To support equitable 
development, it is important to provide solutions that can improve their access to 
more advanced technologies, including subsidy programs or device updates. 

 

a. Validity and Reliability Analysis – Public Service (x1) 
The reliability analysis demonstrates a high internal consistency, as indicated by 

Cronbach's Alpha value of 0.933 for 25 items. Table 3 provides item-total statistics, 
showing each item's contribution to the overall scale reliability, with corrected item-
total correlations and potential changes in Cronbach's Alpha if an item were 
removed. 

Table 2. Reliability Statistics 

Cronbach's Alpha N of Items 

.933 25 

Source: Data processing results PLS-SEM, 2024 

 

Table 3. Item-Total Statistics 

 

Scale Mean if 
Item Deleted 

Scale Variance 
if Item Deleted 

Corrected 
Item-Total 

Correlation 

Cronbach's 
Alpha if Item 

Deleted 

TA1 76.9475 272.306 .450 .932 
TA2 76.7725 267.880 .630 .930 

TA3 76.7375 269.232 .532 .931 
TA4 76.9600 270.219 .519 .931 

TA5 76.9100 272.623 .419 .933 
TA6 77.0975 263.522 .615 .930 
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RL1 76.9800 270.406 .568 .930 

RL2 76.8325 268.380 .584 .930 
RL3 77.0825 261.620 .615 .930 

RL4 77.1225 262.579 .620 .930 
RS1 77.0375 268.427 .519 .931 

RS2 76.9475 268.777 .605 .930 
RS3 76.8675 265.719 .615 .930 

RS4 76.9675 267.666 .546 .931 
RS5 77.0250 266.360 .619 .930 

RS6 77.0675 263.061 .699 .928 
EM1 77.2275 265.986 .600 .930 

EM2 76.7300 269.601 .591 .930 
EM3 76.6975 270.838 .521 .931 

EM4 77.2075 262.285 .566 .931 
EM5 76.8875 268.090 .563 .930 

AS1 77.3375 265.432 .627 .930 
AS2 77.2850 264.315 .635 .929 

AS3 77.0925 265.568 .570 .930 
AS4 77.2200 263.134 .635 .929 

Source: Data processing results PLS-SEM, 2024 
 

Table 2 and table 3 above are the output of validity and reliability tests for 
Public Service variables. All questions used in this variable have a validity value 
(Corrected Item-Total Correlation) greater than 0.300 so that it is declared valid. 

Meanwhile, the reliability value of this indicator is 0.933. This value is greater than 

0.700 which is the minimum limit for reliability. Based on the above results, it is 
concluded that the Public Service variable has met the requirements of Validity and 

Reliability. 
 

b. Validity and reliability analysis – The digital divide (x2) 
The validity and reliability analysis for the digital divide (X2) shows a satisfactory 
internal consistency, with a Cronbach's Alpha value of 0.798 for six items. Table 5 
details the item-total statistics, highlighting the corrected item-total correlations and 

the potential impact on Cronbach's Alpha if specific items are removed. 
 

Table 4. Reliability Statistics 

Cronbach's Alpha N of Items 

.798 6 

Source: Data processing results PLS-SEM, 2024 
 

Table 5. Item-Total Statistics 

 
Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected 
Item-Total 

Correlation 

Cronbach's 
Alpha if Item 

Deleted 

PP1 15.9050 18.517 .598 .756 
PP2 15.4300 19.935 .471 .786 

PD1 15.6700 18.793 .602 .756 
PD2 15.5850 19.111 .542 .770 

KT1 16.0550 19.471 .545 .769 
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KT2 15.9675 19.144 .559 .766 

Source: Data processing results PLS-SEM, 2024 
 

Table 4 and table 5 above are the output of the validity and reliability test for 
the Digital Gap Public Service variable. All questions used in this variable have a 
validity value (Corrected Item-Total Correlation) greater than 0.300 so that it is declared 

valid. Meanwhile, the reliability value of this indicator is 0.798. This value is greater 

than 0.700 which is the minimum limit for reliability. Based on the results above, it 

is concluded that the Digital Gap variable has met the requirements of Validity and 
Reliability. 
 

c. Validity and Reliability Analysis – Sustainable Development (Y) 
The validity and reliability analysis for Sustainable Development (Y) indicates a high 

level of internal consistency, with a Cronbach's Alpha value of 0.943 for 25 items. 

Table 7 presents item-total statistics, illustrating the corrected item-total correlations 
and the potential effect on Cronbach's Alpha if specific items are removed. 

Table 6. Reliability Statistics 

Cronbach's Alpha N of Items 

.943 25 

Source: Data processing results PLS-SEM, 2024 

 

Table 7. Item-Total Statistics 

 
Scale Mean if 

Item Deleted 

Scale Variance 

if Item Deleted 

Corrected 

Item-Total 
Correlation 

Cronbach's 

Alpha if Item 
Deleted 

SA1 75.1550 337.089 .543 .942 

SA2 75.0800 335.843 .601 .941 
SA3 74.8575 341.095 .484 .942 

SA4 74.8300 335.445 .557 .941 
SA5 74.9525 337.298 .528 .942 

SA6 75.0775 333.275 .666 .940 
EC1 75.3450 327.755 .630 .941 

EC2 75.1050 329.603 .687 .940 
EC3 75.1675 335.077 .585 .941 

EC4 75.1600 327.122 .651 .940 
EC5 75.3175 325.265 .660 .940 

EC6 75.1250 329.187 .697 .940 
EV1 75.0700 336.988 .576 .941 

EV2 74.9250 337.498 .555 .941 
EV3 74.8375 335.289 .563 .941 

EV4 75.0525 330.797 .669 .940 
EV5 75.2850 325.212 .708 .939 

EV6 75.0750 327.217 .728 .939 
IA1 75.2925 335.596 .590 .941 

IA2 74.9500 331.687 .662 .940 
IA3 74.9675 336.964 .520 .942 
IA4 75.0825 333.359 .590 .941 

IA5 75.1400 330.116 .610 .941 
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IA6 75.0425 332.061 .655 .940 

IA7 74.9075 331.458 .589 .941 

Source: Data processing results PLS-SEM, 2024 
 
Table 6 and table 7 above are the output of the validity and reliability test for 

the Sustainable Development variable. All questions used in this variable have a 

validity value (Corrected Item-Total Correlation) greater than 0.300 so that it is declared 

valid. Meanwhile, the reliability value of this indicator is 0.943. This value is greater 

than 0.700 which is the minimum limit for reliability. Based on the above results, it 
is concluded that the Sustainable Development variable has met the requirements of 
Validity and Reliability. 

 

d. Hypothesis Testing 
The SEM-PLS method used in the test gave significant results, which showed 

that there was a significant influence of X1, and X2 on Y. More complete results of 
hypothesis analysis and testing can be seen in the following description: 

 

Figure 3. T-Value Chart 
Source: Data processing results PLS-SEM, 2024 

Figure 3. shows the significance value of the hypothesized relationship between 
variables. Relationships or paths that have an absolute value greater than 1.96 are 
declared statistically significant. While the smaller ones were declared insignificant. 

While figure 4. below shows the weights or coefficients of the relationship between 
the variables obtained. The greater the value obtained, the stronger the relationship 
formed between the two variables. Briefly, it can be seen that the strongest 
relationship formed is the relationship between the variables of Public Services to 

Sustainable Development, with a relationship value of 0.625 or 62.5%. Meanwhile, 
the relationship between the Digital Gap variable and Sustainable Development is 
0.254 or 25.4%. Meanwhile, the combined influence of the two, namely Public 
Services and the Digital Divide on Sustainable Development is 0.655 or 65.5%. 
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Figure 4. Path Coefficient Graph 
Source: Data processing results PLS-SEM, 2024 

 

Table 8. Description of t value and path coefficient 

Description Koefisien 
T-

Value 
Kesimpulan 

    
Public Service - > Sustainable 
Development 

0.625 15.88 Signifikan 

Digital Divide -> Sustainable 
Development 

0.254 5.98 Signifikan 

Source: Data processing results PLS-SEM, 2024 
 

Based on the table of analysis results above, the results of hypothesis testing 
show that: 
1. Together, the two independent variables, namely Public Services and the Digital 

Divide, affect Sustainable Development by 0.655 or 65.5%. 

2. The Public Service variable has a significant positive influence on Sustainable 
Development with a loading of 0.625. 

3. The Digital Gap variable has a significant positive influence on Sustainable 

Development with a loading of 0.254. 

 

Discussion 
Public services are an important element in sustainable development, especially 

in developing areas such as Tangerang Regency. The application of the SERVQUAL 
(Service Quality) concept in public services is crucial because the quality of services 
provided by the government greatly affects the level of community welfare (Gathoni 

& Van der Walt, 2019). SERVQUAL measures service quality through five main 
dimensions: tangibles, reliability, responsiveness, assurance, and empathy. In 
Tangerang Regency, the challenge faced in implementing SERVQUAL is to ensure 
that all levels of society, including those in coastal areas, can access and benefit from 

quality public services. 
However, the digital divide is a significant obstacle to quality public service 

efforts. The digital divide refers to the difference in access and ability to use 
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information and communication technology between individuals or groups in society 

(Vassilakopoulou & Hustad, 2021). In Tangerang Regency, especially in remote 
coastal areas, inadequate digital infrastructure and low digital literacy among the 
community cause difficulties in accessing public services that are increasingly 
switching to digital platforms. This creates inequality in public services, where those 

with better access to digital technology can utilize services more effectively, while 
those who are digitally marginalized are becoming increasingly marginalized 
(Kabakus et al., 2023). 

The combination of the digital divide and the uneven implementation of 

SERVQUAL has a significant impact on sustainable development in Tangerang 
Regency. Sustainable development refers to efforts to meet the needs of the present 
without sacrificing the ability of future generations to meet their own needs. It covers 
economic, social, and environmental dimensions (Xu & Dai, 2024). When the 

quality of public services is uneven due to the digital divide, certain groups of people, 
especially those living in coastal or remote areas, are unable to access the health, 
education, and administrative services needed to improve their quality of life. This 
not only hampers them individually but also slows down the progress of development 

in the region as a whole. 
For example, limited access to digital health services, such as telemedicine, can 

result in delays in disease diagnosis and treatment, negatively impacting the health 
of coastal communities (Shand et al., 2023). Likewise, the difficulty of accessing 

online education services limits learning opportunities for children and adolescents 
in the area, which in turn reduces their potential to contribute to future economic 
development. On the other hand, the low quality of administrative services due to 
technological limitations prolongs the bureaucratic process and reduces government 

efficiency, which can hinder investment and local economic growth (Røhnebæk & 
Breit, 2022). 

To achieve sustainable development in Tangerang Regency, it is important to 
address the digital divide through improving digital infrastructure and technological 

literacy, as well as ensuring inclusive and equitable implementation of SERVQUAL. 

Local governments can work with the private sector and non-governmental 
organizations to expand internet networks to underserved areas, as well as provide 

digital literacy training for coastal communities. In addition, the government needs 
to ensure that public services provided digitally remain accessible to all levels of 
society, including those who do not have the latest technology or adequate digital 
literacy (Holm, 2024). 

As part of a broader strategy, an inclusive approach to public service planning 
and implementation should take precedence (Ojasalo & Kauppinen, 2024; Sciepura 

& Linos, 2024). Public services include the development of services that are easily 
accessible to all groups of society, both digitally and non-digitally (Merlin-Brogniart 

et al., 2022; Wouters et al., 2023). For example, providing public service centers with 
free internet access in coastal villages, or introducing programs that support the use 
of simple technologies to access digital services. 

Integration between improving the quality of public services (SERVQUAL) 

and reducing the digital divide is key in supporting sustainable development in 
Tangerang Regency. With this holistic approach, it is hoped that all community 

groups can participate in and benefit from the development process, which will 
ultimately encourage more equitable welfare and improve the overall quality of life. 
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Only by ensuring that every citizen has equitable access to quality public services can 

Tangerang Regency achieve sustainable and inclusive development. 
 

Conclusion 
The importance of overcoming the digital divide in Tangerang Regency, 

especially in coastal areas, to support sustainable development. Tangerang Regency 
has a fairly large coastal area with various infrastructure and economic problems. 

One of the main issues faced is the digital divide, which hinders coastal communities' 
access to digital public services, education, and economic opportunities. The digital 
divide in the coastal areas of Tangerang Regency is caused by limited internet access, 
differences in technology availability between urban and rural areas, and a lack of 

digital literacy among coastal communities. The impact is significant, especially in 
hindering access to education, job opportunities, and health services, ultimately 
deepening social and economic inequalities. The importance of innovation in public 
services to improve the efficiency and accessibility of services. This innovation is 

expected to help coastal communities overcome the various challenges they face and 
improve their overall quality of life. Thus, to achieve sustainable development in 
Tangerang Regency, it is necessary to make real efforts in overcoming the digital 

divide, improving technological infrastructure, and expanding digital literacy among 
coastal communities. This effort must be carried out in an inclusive and equitable 
manner so that all communities can benefit from sustainable development. 

Addressing the digital gap in Tangerang Regency is crucial, but there are a 

number of obstacles in the way. Geographical difficulties, expensive expenses, and a 
lack of government funding sometimes hinder the development of infrastructure in 
coastal locations. The adoption of digital tools and services can also be slowed by 
cultural and societal issues, such as a lack of knowledge about the advantages of 

technology or aversion to change. Finding community driven and sustainable ways 
to get beyond these obstacles should be the main goal of future research. This entails 
investigating novel funding sources, researching the function of public-private 
partnerships in the construction of infrastructure, and comprehending the particular 

requirements of coastal communities in terms of digital literacy. Furthermore, studies 
should evaluate how digital inclusion initiatives affect social justice, economic 
empowerment, and environmental sustainability over the long run in coastal areas. 
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