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ABSTRACT
The content validity index is one of the 
methods of the instrument development, 
well designed and relevant tool of scale 
development. There are rarely used scale 
development instruments in the Nepali 
public sector and particularly used to gather 
the reliable data in the medical and health 
field. This is the foremost calculation 

of value of the content validation of 
questionnaire items to assess the perceived 
service quality delivery instrument in 
the perspective of Nepali public sector, 
which uses the modified Delphi method 
for the development of scale instrument. 
Therefore, this study aims to develop and  
validate the questionnaire items to assess 
the perceived service quality by using the 
content validation index (CVI) method. The 
value of content validation of developed 
questionnaire items has more than 0.70 
cut-off point. Among the 87 questionnaire 
items, 33 items got a sufficient agreement 
from the experts, which is sufficiently 
validates in terms of a number of experts 
in the panel, in which there were eleven 
experts with an individual difference. The 
24 items are more than 60% of agreement, as 
the refinement list and rest of the items (less 
than 0.60) are eliminated. In conclusion, it 
is more transparent, accurate, consistent and 
reliable of assessment questionnaire items 
based on the evidence from the calculation 
of content validation index. Therefore, 
the calculation of CVI is a theoretically 
and methodologically proven method, 
practically to apply for scale development 
and significantly aids researchers and 
practitioners. It is recommended and 
that further suggestions to confirm the 
assessment questionnaire items are made 
by using the advance statistical tools 
like the exploratory factor analysis and 
confirmatory factor analysis and in order to 
undergo a pilot study.
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INTRODUCTION
	 The scale development is an indicator of 
latent construct which is a measured range 
of attitude, behavior, psychological, social, 
experience and perception. Theoretically, 
the world cannot assess directly therefore, 
scales are used to capture that behavior, 
an actor or feeling as well as it cannot be 
covered by a single item or variable. The 
development of multiple items to measure 
the latent construct that leads to accurate 
finding of research (De Villis, 2012). 
There are many scales that have been 
used to measure perceived service quality 
of different fields and large amount of 
literature on scale theory and development.  
When novel design and question is emerged, 
even though research becomes necessary to 
develop new scale (Thapa, 2022; Boateng et 
al., 2018). 
	 The SERVQUAL model is proven, 
popular, reliable and great accuracy and 
used in various industries including private 
and public sectors. For the optimum 
performance of service quality delivery, 
there is no single solution and way out.  The 
different measurements of service quality 
delivery dimension are required, and the 
improvement is necessary to provide better 
services to the citizens. Ater a thorough 
search of literature, most commonly used 
simple quality measurement questionnaire 
was chosen and modified from SERVQUAL 
model to suit the local situation. All available 
literature contains questionnaire in English; 
it may not be understood by many people 
and questionnaire needs in local language 
(Prakash & Pallepati, 2016). The instrument 
proposed by Parasuraman et al. (1988) 
was criticized and not appropriate and 
supported by majority of scientific research 
therefore the dimension of SERVQUAL 
model should be modified. The question is 
whether the 22-itmes SERVQUAL model 

can measure the service quality of Nepalese 
public sectors.  (Babakus & Boller, 1992; 
Carman, 1990; Engdaw, 2019; Zeithmal et 
al., 1990). 
	 The Content Validation Index (CVI) is 
the process of representing and relevance 
of elements for assessment of instruments 
to the targeted construct for assessment 
purpose.  It is an assessment tool, like 
a questionnaire, is essential to proving 
its validity, particularly when used for 
research (Yusuff, 2019), with an emphasis 
to applied in psychological assessment in 
clinical situation (Haynes et al., 1995). The 
content validation involves refinement and 
validation of targeted construct (Smith & 
McCarthy, 1995). It is primarily focused 
on content validation of questionnaire 
items (Haynes et al., 1995). The content 
adequacy is vital for each questionnaire 
items that measures what it is to be 
measured (De Villis, 2012). Nevertheless, 
there has been no research performed to 
evaluate the validity of questionnaire items 
to assessment of perceived service quality 
in Nepalese perspective by using CVI. 
Therefore, this study developed appropriate 
questions or item generation by using two 
ways, deductive and inductive method 
(Hinkin, 1995). It is the best practice 
to define the domain and identify the 
questionnaire to assess it. When developing 
the questionnaire, the expert evaluation 
of questionnaire items is established as 
a content validity. It is important part 
for scale development and validation of 
questionnaire items (Boteng et al., 2018; 
De Villis, 2012; Morgado et al., 2017). 
After questionnaire items are generated 
and experts evaluate each generated items 
on the basis of relevance and representative 
to the domain are assessed to the content 
validity using modified Delphi method. 
It is the method of scale development and 
validation of instrument gathering the 
consensus (Iqbal & Pipon-Young, 2009). 
	 Therefore, content validity needs 
evidence of content relevance and 
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representativeness. By adopting modified 
Delphi method, qualitative and quantitative 
data, the study aims to calculate the content 
validation index of questionnaire items 
by taking the expert opinion to assess the 
perceived SERVQUAL instrument in the 
perspective of Nepalese public sectors. 
This study will provide concrete evidence 
for content validity of questionnaire items 
and validated questionnaire items can 
be used to assess the perceived service 
quality delivery in Nepalese public sectors 
for quality measurement. Therefore, the 
modified Delphi technique along with the 
CVI significantly contributes and validates 
to the future researcher in developing the 
scale instrument before going to research 
process.

LITERATURE REVIEW
	 Measuring the service quality is 
important. The SERVQUAL framework 
aimed at measuring the service quality in 
the service sectors. Therefore, the valid 
and reliable instrument is necessary for 
quality research and most commonly used 
valid questionnaire was SERVQUAL 
questionnaire, chosen and modified to suit 
and apply in the local situation ((Prakash 
& Pallepati, 2016) but available literature 
showed that number of studies validating 
the questionnaire by using the content 
validity index method for measuring service 
quality in different sectors.
	 Allahyari et al. (2011) have studied 
to develop a measurement tool in order to 
evaluate the cognitive-based human errors in 
the occupational setting. The Occupational 
Cognitive Failure Questionnaire (OCFQ) 
was developed to test the content validity. 
A total 35 items were prepared. A total of 
16 panelist has agreed to participate, having 
a PhD or equivalent. The new instrument 
with 30 items was developed. The content 
validity rate for OCFQ was 0.70. The final 
OCFQ was internally consistent (α=96) and 
the intraclass correlation coefficient was 
0.99. The results show that OCFQ would 

be a useful instrument for the measurement 
of performance and safety in the working 
environment.
	 Prakash and Pallepati (2016) had studied 
to content validate the Kannada translated 
modified service quality (SERVQUAL) 
questionnaire. The questionnaire consists 
of 15 closed-ended items that are translated 
into Kannada language. It was distributed 
to five subject matter experts and measures 
the relevance, clarity, simplicity and 
ambiguity. The results showed that the 
values for relevance, clarity, simplicity, and 
ambiguity are 0.97, 0.97,0.97, and 0.94, 
respectively, for the translated and modified 
SERVQUAL questionnaire. Overall, the 
Content Validity Index (CVI) was 0.96. In 
the conclusion, it can be used in the future 
for the measurement of the SERVQUAL of 
a hospital in Kannada. 
	 Ozair et al. (2017) had studied to 
develop a tool to assess the knowledge and 
clinical reasoning of healthcare providers 
on acute asthmatic management in 
emergency situations. The Content Validity 
Index (CVI), Face Validity Index (FVI), 
and Intraclass Correlation Coefficient 
(ICC) have been used. The ten pannel was 
recruited from lectures of the emergency 
department. The result showed that the 
CVI for three domains, namely diagnosis, 
treatment, and disposition, was more than 
0.83. FVI values were at least 0.83. The ICC 
was 0.89 with a p-value <0.001. The newly 
developed tool is named K-CRAMED, 
a valid tool to assess the knowledge and 
clinical reasoning of healthcare providers, 
and further validation is suggested to verify 
in other settings.
	 Ghazali et al. (2018) had measured the 
content validity of the students' self-efficacy 
and meaningful learning in the context of 
Massive Open Online Courses (MOOC) by 
using the content validity ratio. The research 
was conducted through the evaluation of 20 
expert panels using a purposive sampling 
method. The panelists were divided into 
two groups: professional (university experts 
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in psychology) and field experts (PhD 
candidates). The four constructs with 35 
items for students’ self-efficacy and five 
constructs with 50 itmes for meaningful 
learning have been validated. The results 
show that all the sclale has a good content 
validity and are promoted as a good scale 
of students’ self-efficacy and meaningful 
learning in the context of MOOC. It items 
obtained positive Content Validity Rate 
(CVR) between 0.00 to 0.80. It is suggested 
to apply further the Structural Equation 
Modeling for exploring quality items and 
model development.
	 Mohamad Marzuki et al. (2018) have 
studied to translate and validate the English 
System Usability Scale questionnaire into 
Malay the main language in Malasysia. This 
study aims to assess the usability of mobile 
apps to assess in Malay by translating with 
cross-cultural adaptation. The 10 item was 
developed in English and needs to be adapted 
into local languages to assess the usability 
of a mobile app. Therefore, forward and 
backward translation of the questionnaire 
was conducted in the local people of Malay. 
The contents of the questionnaire for 
mobile apps were validated by 10 experts in 
mobile app development. The face validity 
of the efficacy of the questionnaire was 
further probed by testing 10 mobile phone 
users, involving 54 mobile phone users. The 
content validity index was 0.91. it indicates 
good relevance of the 10 items used to 
assess the usability of a mobile app. The 
face validity was 0.94; therefore, the study 
shows the clarity and comprehensiveness of 
the questionnaires. The reliability showed 
0.85, indicating the scale questionnaire is a 
valid and reliable tool to assess the usability 
of mobile apps in Malaysia.
	 De Oliveira et al. (2024) studied the 
expectations and needs of the users in 
determining the quality of services.  They 
tried to understand the elements involved 
in the care process of perceived quality of 
service offered by health services to satisfy 
the needs of the users and improve the 

assistance of service provider. The content 
validation of an instrument for evaluating 
the quality of services of reception and risk 
classification with evaluation of factors for 
users, managers and health professionals. 
The Reception Service with Risk 
Classification in Obstetrics (ACCRO) with 
evaluation dimensions module for users, 
managers and health professionals has been 
developed.  The validation for the content 
committee of experts from specialized 
areas of the instruments was carried out 
based on agreement rate, Content Validity 
Index (CVI), Kappa index for evaluation 
and achievement of agreement, and content 
validity of the tools among the experts. 
All together 201 items with eleven experts 
were selected. The cut-off point of the 
validation tool is equal or greater than 0.80 
was considered, otherwise eliminated. The 
results showed that the tool is good and 
suggested to pilot test to be continue to 
complete the validation process.  
	 Hamid and Habidin (2024) have studied 
assessing the performance of manufacturing 
companies for the success of manufacturing 
business to validate an instrument through 
content validity calculation method. The 
questionnaire was distributed to managers 
and executives of the manufacturing 
companies in Malaysia. The assessment 
was conducted by seven panels of experts. 
The face validity, Kappa index and content 
validity have been used to validate the 
instrument. The instrument had 80 items 
categorized into three constructs and 14 
components. The results showed that the 
content validity index varies between 0.86 
to 1 where scale content validity index an 
average varies from 0.86 to 1. Therefore, 
the instrument is high level of validity. It 
indicated that the instrument is novel for 
manufacturing performance. This study 
would be valuable for researchers and 
practitioners to deeper understanding of the 
factors of manufacturing performance and 
for future research agendas.
	 The content validation index is the 
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unique method of development of the 
perceived service quality delivery construct, 
items and tool that ensures the content 
validity in detail, commonly used in medical 
and health, manufacturing and education 
sectors rather than other sectors to validate 
the questionnaire for measuring service 
quality. The previous studies showed that 
the service quality delivery was measured 
through extracting and modifying the 
variables items to suit the local condition. 
This study is used to develop the content 
validation index of questionnaire items for 
measuring the perceived SERVQUAL in 
public service sector of Nepal.

RESEARCH METHODS
	 A modified Delphi techniqie, mixed 
method research (quantitative and 
qualitative) design with content validitation 
index employed to achive experts 
concensus from purposively elevent experts 
in the individual different were convoked 
across the single iterative round in Pokhara 
Metropolitan city to evaluate the content 
validation of questionnaire to assess the 
perceived SERVQUAL in Nepalese public 
sectors. Which follows the following 
research process for calculation of CVI.
Figure 1
Flow Diagram of Consensus Steps and 
Modified Delphi Method (Yilmaz Yalcmkaya 
et al., 2021)

	 In the validation process, researchers 
have a phone call to the expert for 
appointment in their suitable time, meeting 
with panel of experts, who are provided 
with detailed instruction and given a content 

validity form with QR code agreement 
letter in the questionnaire and as well asked 
to provide feedback for improvement of 
research instruments. Finally, researchers 
perform the follow up procedure and receive 
the form. 
	 The following are the six detail steps of 
calculation of content validation index.
(a)	 Preparing Content Validation 

Form 
	 Content Validity (CVI) is widely 
used and accepted method of measuring 
content of study construct based on 
expert rating from not relevance to highly 
relevance by developing content validity 
form. It measures the construct of interest 
as relevance and representativeness to 
the targeted construct (Yusuff, 2019). 
Therefore, it is important to ensure the 
items are appropriate to the construct 
domain (Davis, 1992; Polit & Beck, 2006; 
Roebianto et al., 2023). The calculation of 
content validation questionnaire is done 
through relevance and representativeness of 
questionnaire items for model development 
in the Nepalese context, by adopting 
4-point scale (Grand & Davis.1997; Yusoff, 
2019). The content validity evidence can be 
shown by the content validity index (CVI) 
assessment tools, by utilizing the CVI to 
support their findings (Yusoff, 2019). It has 
been applied in two stages (development and 
judgement) process (Lynn, 1985) and item 
generation can be inductive and deductive 
method (Hinkin, 1995; Kapuscinski & 
Masters 2010).
	 The literature helps to identify the 
appropriate content domain for model 
development. To create reliability and 
validity in this research, therefore, more 
than 50 service quality related articles from 
the national and international journal of 
various streams are analyzed.  In addition, 
to make validity, the researcher has used 
accurate information received from various 
sources to set up the questions and to 
confirm findings. This study drew the 
questionnaire and modified the instrument 
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items on the basis of research objectives 
and answer the research questions. The 
previous studies increase the validity of 
the research instrument (Messick, 1987), 
and significant items and the content 
validity being undertaken for validation 
process. So, a set of questionnaires has 
been developed by adopting of previously 
validated measures or rephrasing the items 
extracted from various literature regarding 
to service quality related literature review 
(Adetunji et al., 2013; Barabino et al., 2012; 
Kant, & Jaiswal, 2017; Santoyo-Sánchez 
et al., 2022; Tefera & Govender, 2016). 
The questionnaire items were taken from 
various service quality literature (Adetunji 
et al. 2013, Alanezi et al. 2010; Aljukhadar 
et al., 2022; Avkiran, 1994; Caro, 2007; 
Parasuraman et al., 1988; Pokharel et al., 
2017, Pokharel et al., 2018, Wong, 2012). 
It ensures reliability or internal consistency 
(Hamid & Habidin, 2024). The items 
under the questionnaires are flexible. It has 
been selected considerable service quality 
delivery variable that has been used for 
Nepalese context and finally converted into 
the content validation form (Figure 2 and 
3).  The content validation form includes 
questionnaire items, scales, instructions and 
comment section as well. The developed 
instrument has three sections, an explanatory 
part, a demographic background part and 
content validation questionnaires. This 
stage of instrument development comprises 
three stages: selecting the content domain, 
creating items, and building the instrument 
(Zamanzadeh et al., 2015). Altogether, the 
questionnaire contains 87 items.  

Figure 2
Example of Explanatory, Instruction and 
Rating Scales in the Calculation for Content 
Validation Form

Figure 3
Example of Layout for Content Valuation 
Questionnaire and Items Represents for 
Measurement for Perceived SERVQUAL

(b) Selecting a Review Panel of Experts 
	 After initially development of scale, 
the expert judgement panel of experts were 
appointed to assess the instrument’s content 
validity.  A specialist group of experts are 
selected based on the experience, education, 
engagement in service and service providers 
in the study area. The previous studies and 
recommended literature show that at least 
three experts, from individual differences in 
establishing content validity and optimum 
number of experts have not been decided 
but it is obviously doubtful that more than 
ten experts participated in the process, 
due to the decrease in consensus (Hamid 
& Habidin, 2024; Polit & Back, 2006). 
Although five to ten experts are considered 
adequately sufficient for content validation 
(Lynn, 1986). There are different cut-off 
points on the basis of number of panelists 
used for content validation calculation 
(Allahyari et al., 2011; Davis, 1992; 
Lawshe, 1975; Lynn, 1996; Polit & Beck, 
2006; Polit et al., 2007).  This study used 
11 experts from individual differences to 
validate the instrument. All the 11 experts 
are provided with consent and agreed to 
participate. Therefore, the exploratory 
research design with purposive sampling 
was used to validate the questionnaires 
items. It has covered eight Professor with 
PhD, one ward representative, one ward 
secretary on the behalf of ward president 
and one public service experts as district 
administrative executive officer of Pokhara, 
Nepal, which was purposefully selected 
from the Pokhara Metropolitan city for 
measuring the content validity, through 
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face to face and non-face to face approach 
(Yusoff, 2019). The selected sample was 
rational to understand all the situation and 
environment and as well they can provide 
real problem solutions for the service 
delivery system for the improvement and 
reform of the quality-of-service delivery 
therefore those samples have been taken. 
The expert list is presented in Table 1.

Table 1
Panels of Expert’s Selected for Content 
Validity Assessment is Presented 
Designation Experience in 

year
Professor, PhD 27
Professor, PhD 31
Professor, PhD 29

Professor, PhD 36
Professor, PhD 37
Professor, PhD 35
Professor, PhD 32
Professor, PhD 28
District Administrative 
Officer

11

Ward Representative 8
Ward Secretary 15
Average experience 24.08 years

Sources: Survey, 2025
	 The selected expert panels were 
requested to provide their professional 
judgment on each questionnaire items 
regarding various serviced service quality 
delivery. Their assessments on the item are 
collated to confirm their content validity.

(c) Conducting Content Validation 
	 For the assessment of the content 
validity calculation, the modified Delphi 
techniques are applied. The modified 
Delphi method provides the experts to 
review, consolidate and opinion regarding 
content validation of constructs to be used 
in research instruments. This technique 
provides special guidelines and principles 
for development of models in research.  
This technique focuses on the consensus 

of experts and uses iteration process with 
a set of predictable steps (Garson, 2014). 
Based on the literature review, there were 
numbers of iterations in a Delphi technique 
ranged from two to eight rounds. However, 
three rounds were optimum number of 
iterations in Delphi method (Boulkedid et 
al., 2011; Grime & Wright, 2016).  There 
were numbers of reviews that used single 
iteration in Delphi method (Beamish et al., 
2020; Lamb et al., 2020; Tang et al., 2020; 
WSRI, 2020; Yilmaz Yalcinka et al., 2021).
	 There is no specific standard for 
achieving consensus in Modified Delphi 
technique but simple and frequently used 
criteria in the literature were considered for 
achieving consensus in Modified Delphi 
technique (Fackrell et al., 2017; Williamson 
et al., 2012). The consensus in Modified 
Delphi technique is applied with help 
of content validity index. Even though, 
the modified Delphi method includes a 
standard set of predictable steps. Simply 
it follows following steps for iteration of 
Delphi method in survey (DeOnna, 2006; 
Stines, 2003). Initially, questionnaires are 
developed and sent to the experts. Second, 
experts will complete and return the 
questionnaire to the researcher. Third, the 
researcher analyzes the data that is gathered 
from the expert panels and further looks for 
iteration in modified Delphi technique.
	 If the researcher thinks it is necessary 
then the second round of process will be 
initiated in the survey. 
	 Accordingly, the list of item statements 
containing 87 items including content 
validation form was distributed to the 
experts via face-to-face meeting and non-
face to face way. The eleven experts are used 
and clearly explain objectives of the study. 
Each expert was asked to rate items in terms 
of relevance and irrelevance (not relevance, 
somewhat relevant, quite relevant and highly 
relevant) of each statement and return back 
within one week besides each statement, 
experts were asked to provide comments 
and suggestion for any additional items that 
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may or may not have been included when 
developing the initial list of statement.  
While any statement does not achieve 
appropriate cut-off point that statement was 
removed or modified according to feedback 
provided by expert panel and supervisor on 
the basis of necessity for survey.

(d) Reviewing the Items 
	 The content validation form is provided 
to the experts and requested to critically 
review and analysis the questionnaire items 
before providing the final score on the basis 
of relevance and irrelevance rating scales. 
Besides, the experts are encouraged to 
provide valuable comments on the item’s 
modification, refine and addition of possible 
items for CVI calculation.

(e) Providing Score on Each Item 
	 However, in the content validation, it 
is important to select the correct content in 
an instrument item. Therefore, the experts 
are requested to specify whether the 
questionnaire items are necessary or not in 
terms of rating in relevance and irrelevance 
way. The response criteria are presented in 
Figure 1 and 2.

(f) Calculating CVI
	 All the quantitative data were analyzed 
in MS Excel. The major outcomes of the 
study are the expert consensus on the 
relevance of questionnaire items. The 
definition and formula of the CVI indices 
are summarized (Polit & Beck, 2006). 
	 I-CVI (item-level content validity 
index): The proportion of content experts 
giving item a relevance rating of 3 or 4 for 1 

as an agreed item. Then the formula for 

I-CVI = 
	 The study ensured that ethical issues 
would be taken care of in terms of citation, 
confidentiality, not violation of respondent 
and consent for response. 

RESULTS AND DISCUSSION
	 The collected data has been edited, 
coded and analyzed. The content validation 
form enables the respondent’s profile and 
relevance of the content validity of items. 
These two categories of data are separately 
analyzed in results and discussion.
Results 
Expert Group Profile 
	 The content validation calculation of 
questionnaire for assessing the perceived 
service quality experts are Professor with 
PhD, experience in government service, 
politician. In the survey, Male experts 
are 90.91 percent. The average age of the 
experts is 51.58 years whereas 81. 82 percent 
of experts are over the age of 50 years. 
It indicated that the experts are selected 
from experience. The average experience 
of experts in public service 24.08 years. 
Those with over 20 years of experience 
experts are 72.73 percent in the calculation 
of content validation of questionnaire. The 
maximum experts are taken from Professors 
with PhD. It is 72.73 percent. The overall 
presented data can be observed in Table 2. 
Which provides information regarding the 
sociodemographic profile of the participants 
in the expert’s judgement.

Table 2
Sociodemographic Profile of the Expert’s Participating in the Content Validation of 
Questionnaire
Profile of experts Frequency Percentage
Gender Male 10 90.91

Female 1 9.0
Age 31 to 40 years 1 9.09

41 to 50 years 1 9.09
Over 50 years 9 81.82
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Average age 51.58 years
Experience Less than 10 years 1 9.09

11 to 20 years 2 18.18
 Over 20 years 8 72.73
Organization University (Professor, PhD) 8 72.73

District Administration Office (DAO) 1 9.09
Ward Representative 1 9.09
Ward Secretary 1 9.09

Positions Professor, PhD 8 72.73
DAO officer 1 9.09
Ward Secretary 1 9.09
Ward Member 1 9.09

Total 11 100
Source: Survey, 2025

Procedures and Judges Analysis
	 To identify the relevant items of 
perceived service quality delivery, during 
the item generation stage, items were 
taken from the literature review of service 
quality in different context were identified 
and contextualizing by rephrasing of items. 
The list of existing items was collected 
(items =87). while applying modified 
Delphi method, the iteration process, 
11 experts with domain of individual 
differences independently ranked the 87 
items rating each according to one of the 
four acceptance categories: not relevant, 
somewhat relevant, quite relevant and high 
relevant and the numeric values are given 1 
to 4 respectively for not relevant, somewhat 
relevant, quite relevant and high relevant. 
After evaluating the numeric number, the 
rank 1 and 2 is given the item score equal 

to zero (item score =0) and rank 3 and 4 
is given the items score equal to one (item 
score = 1).  It means, there are irrelevance 
and relevance items which are further used 
for calculation of content validity index 
(CVI).  The qualitative data was collected 
using open-ended questions for item 
revision or modification, or requirement of 
additional items in the scale development. 
The feedback on qualitative responses 
made by experts, items were refined and 
grammatical changes have been made. 
As a result of judges, the panel of experts 
evaluated and ranked the items. 
	 The content validation calculation 
for questionnaire aimed to prepare scale 
development for assessing perceived service 
quality delivery. Therefore, the statistical 
analysis was considered. The collected data 
and calculation of content validation index 
(CVI) can be seen in the Table 3. 

Table 3
 Number of Agreement of Item Relevant, Irrelevant, I-CVI, Mean (SD) and Median (Range) 
Items Tested

(A) (DA) I-CVI Mean (SD)
Median 
(Range)

1. The service provider has direct, effective one-to-one 
communication. 10 1 0.91 3.64(0.67) 4(2-4)

2. The service provider in this Institution tells the service 
seeker exactly when services will be performed. 9 2 0.82 3.27(1.19) 4(1-4)

3. The government organization gives information on 
all the services that it offers. 9 2 0.82 3.64(0.81) 4(2-4)

4. It is quick and easy to contact this organization. 8 3 0.73 3.18(1.08) 4(1-4)
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5. The Service provider inform punctually and sincerely 
about all the conditions of service, 10 1 0.91 3.36(0.92) 4(1-4)

6. This organization informs appropriately about its 
general and daily activities 7 4 0.64 2.82(1.33) 3(1-4)

7. The organization explains how much it costs for the 
service. 9 2 0.82 3.27(1.19) 4(1-4)

8. The organization assures the service seeker that a 
problem will be handled shortly.* 6 5 0.55 2.82(1.08) 3(1-4)

9. The digital web site provides information that is easy 
to understand. 8 3 0.73 3.27(1.10) 4(1-4)

10. Service providers are able to provide instant 
feedback about the progress and situation of the 
service they provide. 7 4 0.64 2.82(1.17) 3(1-4)

11. Clarity of correspondence I receive from this 
organization. 7 4 0.64 3.00(1.26) 4(1-4)

12. It is easy to get the required information. 7 4 0.64 2.82(1.17) 3(1-4)
13. The information is offered timely but time to time 

it seems obstacle in accessing services due to 
requirement of extra documentation. 10 1 0.91 3.55(0.69) 4(2-4)

14. The communication is based on the attitude of the 
service seeker /client. 8 3 0.73 3.18(1.08) 4(1-4)

15. There is discrimination of information on the basis 
of gender and relationship (Afano Manche).* 6 5 0.55 2.55(1.37) 3(1-4)

16.Overall, the communication of this organization is 
good. 8 3 0.73 3.00(1.00) 3(1-4)

17.The appearance of the physical facilities of this 
organization represents the type of services that it 
provides. 9 2 0.82 3.09(0.94) 3(1-4)

18. Cleanliness and token system is symbol of good 
accessibility. 8 3 0.73 3.27(1.27) 4(1-4)

19. There is enough waiting area for service seeker. 7 4 0.64 2.82(1.17) 3(1-4)
20. This organization has used modern technology for 

accessing service. 10 1 0.91 3.55(0.69) 4(2-4)
21. There are sufficient service providers.* 4 7 0.36 2.45(1.29) 2(1-4)
22. There is convenient location regarding service 

facility. * 6 5 0.55 2.73(1.19) 3(1-4)
23. There is always associated a risk of uncertainty 

even though it cost high for the services.* 5 6 0.45 2.55(1.13) 2(1-4)
24. The physical facilities of the organization are 

alluring. 8 3 0.73 3.09(1.04) 3(1-4)
25. Materials associated with the service (such 

as pamphlets and notices) seems good at the 
organization.* 6 5 0.55 2.82(1.25) 3(1-4)

26. The organization has working hours convenient for 
all their client/service seeker. 7 4 0.64 2.91(1.04) 3(1-4)

27. I am able to access this service at a time that is 
convenient for me.* 6 5 0.55 2.45(1.29) 3(1-4)

28. The steps needed to make any change were easy to 
carry out. 7 4 0.64 3.00(1.10) 3(1-4)

29. This premises of the organization is easy to visit by 
service seeker. * 5 6 0.45 2.55(1.13) 2(1-4)

30. It is necessary to pay for intermediary to access 
service.* 5 6 0.45 2.36(1.29) 2(1-4)

31. When service seeker required a service from Service 
provider, it is easily accessible by any means. 9 2 0.82 3.18(0.98) 3(1-4)

32. Overall, I found this service was easily accessible. 8 3 0.73 2.91(1.14) 3(1-4)
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33. Service providers provide service in time. 9 3 0.82 3.27(1.01) 4(1-4)
34. organization is trustworthy. 8 3 0.73 2.82(1.08) 3(1-4)
35. Service delivery takes comparably long time. 7 4 0.64 2.91(1.22) 3(1-4)
36. The organization keeps their records accurately and 

systematically. 7 4 0.64 2.73(1.27) 3(1-4)
37. The working hours of this organization is convenient 

to me. 7 4 0.64 2.82(1.33) 3(1-4)
38. It takes long time to receive service from this 

organization. 7 4 0.64 3.00(1.10) 3(1-4)
39. the organization fulfills the expectation of service 

seeker timely.* 6 5 0.55 2.82(1.25) 3(1-4)
40. organization provide the service at the single step 

and through one door policy.* 5 6 0.45 2.64(1.36) 2(1-4)
41. It takes more than usual time to access for the 

service. 7 4 0.64 2.91(1.38) 4(1-4)
42. Service provider in this organization gives prompt 

services to service seekers.* 6 5 0.55 2.55(1.37) 3(1-4)
43. The organization enables me to complete the task 

quickly. * 3 8 0.27 2.09(1.14) 2(1-4)
44. The organization informs me about the time to 

complete the service process.* 5 6 0.45 2.27(1.19) 2(1-4)
45. The service provider understands that delay in the 

service hampers the long run reputation of their 
organization. * 5 6 0.45 2.36(1.29) 2(1-4)

46. The schedule of working hours fits my needs.* 4 7 0.36 2.09(1.22) 2(1-4)
47. Overall, time of service is good.* 6 5 0.55 2.55(1.21) 3(1-4)
48. Customers of this organization feel safe in their 

interaction with these firms' Service provider.* 5 6 0.45 2.64(1.21) 2(1-4)
49. My personal information is secure. 7 4 0.64 2.91(1.04) 3(1-4)
50. I feel secure in providing sensitive information. * 5 6 0.45 2.82(1.17) 2(1-4)
51. I have confidence that the individuals responsible 

for this organization will not misuse my personal 
information. * 6 5 0.55 2.73(1.19) 3(1-4)

52. The privacy of the service seeker is protected on 
this organization.* 6 5 0.55 2.64(1.29) 3(1-4)

53. The e-government web site assures me of the 
security it provides. 8 3 0.73 3.00(1.00) 3(1-4)

54. It does not share my personal information with 
other without my permission. * 6 5 0.55 2.82(1.25) 3(1-4)

55. This organization is equipped with adequate 
security features. 8 3 0.73 3.27(0.90) 4(2-4)

56. I am confident towards the activities performed in 
this organization. 8 3 0.73 3.27(1.10) 4(1-4)

57. In every situation, this organization protects from 
the probable financial losses for me. 8 3 0.73 3.27(0.90) 4(2-4)

58. Overall, I trust that this organization is secured. 7 4 0.64 3.00(1.10) 3(1-4)
59. Service providers follow the rules. 9 2 0.82 3.27(0.79) 3(2-4)
60. Service providers properly listen to and understand 

concerns of service recipients. 7 4 0.64 2.82(1.17) 3(1-4)
61. Service providers provide clear information about 

the service. 7 4 0.64 2.64(1.21) 3(1-4)
62. Service providers behave in a friendly/cordial 

manner. 7 4 0.64 3.00(1.10) 3(1-4)
63. Service providers do not create any hassles/

problems.* 5 6 0.45 2.82(1.17) 2(1-4)
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64. Service providers are willingness to accept 
complaints or criticisms at the same time.* 6 5 0.55 2.73(1.35) 3(1-4)

65. Service providers are efficient.* 6 5 0.55 2.91(1.14) 3(1-4)
66. Service providers are always readiness to provide 

service. 7 4 0.64 2.91(1.22) 3(1-4)
67. Service provider are not busy to respond to service 

seeker 's requests.* 6 5 0.55 2.64(1.12) 3(1-4)
68. Service providers have the capability to answer 

service seeker’s questions. 9 2 0.82 3.18(0.98) 3(1-4)
69. Service providers give explanations and instructions 

to their service seekers in a friendly way. 7 4 0.64 3.00(1.10) 3(1-4)
70. Service provider respect for service seekers. * 6 5 0.55 2.91(1.14 3(1-4)
71. Service providers are polite and friendly. * 4 7 0.36 2.64(1.12) 2(1-4)
72. Service providers in this organization are always 

willing to help service seekers. 9 2 0.82 3.27(0.79) 3(2-4)
73. Service provider asked for bribe for receiving 

service. 7 4 0.64 3.09(1.14) 4(1-4)
74. The behavior of Service providers in this 

organization is confidential with regard to service 
seekers. 7 4 0.64 2.82(1.17) 3(1-4)

75. Service providers in this organization are 
consistently courteous with service seekers.* 6 5 0.55 3.00(1.00) 3(2-4)

76. Service provider in this organization give individual 
attention to service seekers. 8 3 0.73 3.18(1.08) 4(1-4)

77. Service provider of this organization understand the 
specific needs of their service seekers. 8 3 0.73 3.00(1.18) 3(1-4)

78. Service providers in the organization try to get rid 
of the service seeker.* 5 6 0.45 2.45(1.37) 2(1-4)

79. Service providers of the organization are only 
concerned about their monetary benefits. 8 3 0.73 3.09(1.22) 4(1-4)

80. All the Service providers are closely linked to 
perform the task in this organization. 7 4 0.64 2.82(1.17) 3(1-4)

81. Service provider takes bribery indirectly for the 
smooth operation of organization. 7 4 0.64 2.73(1.27) 3(1-4)

82. Service provider perceives that relationship matters 
in receiving public service. 10 1 0.91 3.45(0.69) 4(2-4)

83. Change in behavior of Service provider due to 
political interventions are aimed at personal 
benefits. 8 3 0.73 3.00(1.34) 4(1-4)

84. Service providers are well dressed and appear neat. 7 4 0.64 2.91(1.38) 4(1-4)
85. The Service provider of the organization practices 

the service culture. 8 3 0.73 3.09(1.04) 3(1-4)
86. Service providers are capable to answer service 

seeker’s questions. 10 1 0.91 3.45(0.69) 4(2-4)
87. Overall, the behavior of Service provider is good. 9 2 0.82 3.09(0.94) 3(1-4)
Sources: Field Survey 2025	
(A) is Expert in Agreement and (DA) is Expert in Disagreement
* Indicated items completely deleted
	 In the iteration round, 87 items were 
asked to the expert. Out of 87 items, 33 items 
reached consensus according to the above 
standard criteria. All 33 items were relevant 
by at least equal or more than 70% of 
experts have agreed consensus in the items. 

The remaining items 54 items that did not 
reach consensus. Out of 87 items, 24 items 
are more than 60% of consensus agreement 
of experts and rest of items were eliminated.  
In the iteration process, the consensus items 
of 64% is borderline of mildly agreed 
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consensus category. Even though, these 
items need to be further analysis and shall 
be represented in the retained items. The 
mean values are ranged from 2.09 to 3.45 
and the SD standard deviation (SD) are 
varied from 0. 69 to 1.38. this shows I-CVI 
score more than 0.70 but notably exhibited 
there is high SD values.
	 Table 4 represents the overall comments 
given by the experts. Based on the qualitative 
feedback, 

Table 4
Overall Comments of Panel Expert
Overall comments and suggestions
All covering items should be minizine and 
find out about more sub construct
More simple language should be written
Focus on items regarding to relationship and 
accountability related 
Sentence clarity is required
Questions regarding  understanding of the 
laws and regulation of government, does 
citizen has knowledge about it ?
Repeated and similar questions should be 
removed, validity
Write the items regarding to perception of 
grievances handling and procedure
Items’ problem (revised/modified in clarity) 
by experts 
Items: 1, 2, 4,8.10.11,12,14, 15,16, 17,18, 20, 
21,22,23,24,26, 30,32, 34, 35, 36, 37, 38, 39, 
46, 48, 56, 67,78,

	 Table 5 exhibits the item modified, 
rephrase and retained according to the 
feedback given by experts.

Table 5
Item Modified and Refined According to 
Qualitative Feedback
Original 
wording

Refined/
Modified

Reason for 
changing 
items

Overall, the 
communication 
of this 
organization is 
good.

the 
communication 
of this 
organization is 
good.

The overall 
cannot 
measure 
perfectly in 
organization

Overall, I found 
this service 
was easily 
accessible.

I found 
this service 
was easily 
accessible.

The overall 
cannot 
measure 
perfectly in 
organization

Overall, the 
behavior 
of Service 
provider is 
good.

the behavior 
of Service 
provider is 
good.

The overall 
cannot 
measure 
perfectly in 
organization

The service 
provider has 
direct, effective 
one-to-one 
communication

The service 
provider has 
effective 
one-to-one 
communication

Original 
items were 
double 
meaning 
questions

Table 6
List of Final 33 Items Retained and Modified 
(33 Items) with Perceived Factors
Items Perceived factor
1.The service provider has 

effective one-to-one 
communication

Communication

2. The service provider in 
this Institution tells the 
service seeker exactly 
when services will be 
performed.

Responsive

3. The government 
organization gives 
information on all the 
services that it offers. 

Responsive

4. It is quick and easy to 
contact this organization.

Access

5. The Service provider 
inform punctually and 
sincerely about all the 
conditions of service, 

Time

6. The organization explains 
how much does it cost for 
the service.

Cost

7. The digital web site 
provides information that 
is easy to understand.

Technology

8. The information is offer 
timely but time to time 
it seems obstacle in 
accessing services due 
to requirement of extra 
documentation.

Reliable

9. The communication is 
based on the attitude of 
the service seeker /client.

Behavior
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10. The appearance of the 
physical facilities of this 
organization represents 
the type of services that it 
provides.

Tangible

11. Cleanliness and token 
system is symbol of good 
accessibility.

Accessibility

12. This organization has 
used modern technology 
for accessing service.

Technology

13. The physical facilities 
of the organization are 
alluring.

Tangible

14. When service seeker 
required a service from 
Service provider, it is 
easily accessible by any 
means.

Access

15. Service providers provide 
service in time.

Time

16. Organization is 
trustworthy.

Reliable

17. The e-government web 
site assures me of the 
security it provides. 

Security

18. This organization is 
equipped with adequate 
security features.

Security

19. I am confident towards 
the activities perform in 
this organization. 

Reliable

20. In every situation, this 
organization protects from 
the probable financial 
losses for me.

Security

21. Service providers follow 
the rules.

Accountable

22. Service providers have 
the capability to answer 
service seeker’s questions.

Capacity

23. Service providers in this 
organization are always 
willing to help service 
seekers.

Willingness

24. Service provider in 
this organization give 
individual attention to 
service seekers.

Customization

25. Service provider of this 
organization understands 
the specific needs of their 
service seekers.

Responsive

26. Service providers of the 
organization are only 
concerned about their 
monetary benefits.

Behavior

27. Service provider 
perceives that relationship 
matters in receiving public 
service.

Relation

28. Change in behavior of 
Service provider due to 
political interventions 
are aimed at personal 
benefits.

Behavior

28. The Service provider of 
the organization practices 
the service culture.

Responsive

30. Service providers are 
capable to answer service 
seeker’s questions.

Capacity

31. the communication of this 
organization is good.

Communication

32. I found this service was 
easily accessible.

Accessibility

33. the behavior of Service 
provider is good.

Behavior

DISCUSSION
	 The content validation of questionnaire 
to assess the perceived service quality 
delivery items measure by using modified 
Delphi method for developing of new 
reliable scale development and particularly 
establish a new tool in the perspective of 
Nepalese public sectors. The use of Delphi 
technique gives valuable feedback of field 
experts to item selection, modification and 
refinement as well as strong recommendation 
to develop a reliable scale. The iteration 
process in modified Delphi method helps 
to eliminate unnecessary items. Therefore, 
the modified Delphi technique along with 
content validation index was used. The 
similar iteration process has been seen in 
the study of Beamish et al. (2020). Lamb et 
al. (2020). Tang et al. (2020), WSRI, (2020) 
and Yilmaz Yalcinka et al. (2021).
	 There were no validated tools found 
in past studies regarding assessment of 
questionnaire items to perceived service 
quality in Nepalese perspective. alike the 
same situation, the new scale instrument 
needs to be developed. The same practices 
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used by De Oliveira et al. (2024) and 
different methods used by Adhikari et al. 
(2023). 
	 This study is based on the quantitative 
indicator of content validity of modified 
scale for perceived service quality delivery 
in the perspective of Nepalese public sectors. 
It was revealed that the items scale with 
I-CVI more than 0.70 was found acceptable 
and good in terms of relevance. The CVI 
was calculated, should be at least 0.70, to 
be considered higher content validity but 
0.80 should be for a new scale instrument 
(Dragostinov et al., 2022; Hamid & 
Habidin, 2024).  The agreement in between 
0.65 and 0.70 were considered moderate 
(Yilmaz Yalcmkaya et al., 2021). Where, the 
I-CVI> 0.78 is considered as excellent and 
in between I-CVI >0.78 and >0.50 need to 
be revised and < 0.50 is unacceptable (Kipli 
& Khairani, 2022; Polit et al., 2007; Pursio 
et al., 2024; Yamad et al., 2010). According 
to size of expert equal to eleven, or more 
than the consensus of items drop down to 
less than 60%, indicated the I-CVI value is 
0.59 (Lawshe, 1975; Takom et al., 2025). 
There were numbers of previous studies 
that uses less than ten experts and more than 
two rounds of iteration in modified Delphi 
method of content validation for scale 
development in different field but there was 
no similar study to compare with this type 
of content validation of questionnaire of the 
study. However, using the similar method  
on other studies that calculate content 
validation for scale development by using 
the I-CVI studies had similar results that 
retained the validation items that has equal 
or more than 0.70 and moderately retained 
the items for scale (Abbady et al., 2021; 
Dragostinov et al., 2022; Hamid & Habidin, 
2024; ; Hassanein et al., 2013; Shomah 
et al., 2025; Yilmaz Yalcmkaya et al., 
2021; Yamada et al., 2010). Those studies 
assessed more than ten experts and I-CVI 
range 0.60 to 1.0 at items varying in terms 
of relevance for scale development. There 
are no ideal assessment criteria therefore 
the cut-off point is 0.70 but various 

literature explained their retaining criteria 
with reason. The qualitative feedback helps 
to include supplement items (Dragostinov 
et al., 2022). Besides, Table 3 also explains 
the mean value of each questionnaire items. 
The overall mean rating was 2.09 to 3.55. 
The mean value more than 3 is sufficient 
to be a good valid item in scale instrument. 
The study done by Allahyari et al. (2011) 
and Pearl, et al. (2017) indicated that the 
mean values and the values of higher than 
1.5 or not less than fifty percent of the 
panels’ decision indicated that the mean 
judgement is much closer to the five-point 
scale value of the strongly agree, therefore 
the judgement is good to use for scale 
development. The higher the SD indicating 
that the majority of the experts rated the 
item relevant but a minority experts refused 
the inclusion of items in domain therefore, 
the variations was appeared. It can be 
possible to individual difference of experts, 
strong claim for revision and enhancing 
clarity and consensus. The similar situation 
appeared in the study of Dragostinov et al., 
(2022). This is the one of the best method 
of items evaluation under unweighted 
approach of computing mean of raw items 
score for standardizing the scale (Armor, 
1973). Generally, it does not make much 
difference for scale performance, either 
using unweighted (mean and sum score) 
and weighted (factor analysis) items score 
is computed of scales (Boateng et al., 2018). 
The expert panels agreed on the 33 items 
and rest of the items need to be modified 
or revised because some of the items are in 
the borderline of the validation. Some of 
the items need to be rephrased to make it 
clear and easily understand. A few expert 
comments on the items that are not relevant 
to ask for the citizen.  Items need to be 
revised by considering all the comments 
from expert panels.
	 The researcher limits the research 
area therefore, further recommendation 
for analysis, to be carried out to test 
construct validity, discriminant validity, and 
convergent validity by using exploratory 
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factor analysis and confirmatory factor 
analysis using as statistical tool, as 
suggested by Ghazali et al. (2018) and 
Wang and Shahid (2024).  

CONCLUSION
	 In conclusion, the instrument 
development, the content validity form 
is crucial tool to gather and undergoes 
the systematic process to develop the 
content validity on scale development. For 
this, modified Delphi method frequently 
deployed to scale development for the 
reliable and valid scale. Using statistically 
inclusion and exclusion criteria, expert 
ranking, expert opinion and feedback in the 
modified Delphi method in iteration process 
the list of items reduced further. Utilizing 
the Content Validity Index (I-CVI) and the 
considering the validation of cut-off point 
(>0.70), the questionnaire item instruments 
claims that the items capture the content of 
perceived service quality delivery domain 
and can be utilized in future by researchers 
for assessing the perceived SERVQUAL 
of Nepalese public services. The items are 
more valid, reliable, clear and understable. 
Therefore, the scale questionnaire can 
assess to measure the perceived service 
quality delivery in the perspective of 
Nepalese public sector. So that, the study 
embraces the theoretically significant 
implication and contribution of assessed 
questionnaire items to the further researcher 
and partitioners, policy maker and firm as 
well but this study has certain limitation. 
This study is calculation of just content 
validation index of questionnaire to assess 
the perceived service quality delivery, 
limited to Pokhara Metropolitan city may 
create problem in generalization and mostly 
rely on few self-administered survey and 
single iteration process that leads to study 
biases. Therefore, further recommendation 
to confirm the validity of the scale on the 
large scale of sample size of population 
by using exploratory factor analysis and 
confirmatory factor analysis is necessary. It 

is suggested to undergo a pilot study.
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