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The GAPS Model is a strategic framework used by organizations to identify and bridge the gaps that
hinder optimal performance, growth, and customer satisfaction. It provides a systematic approach to
diagnosing issues within an organization’s processes, culture, or strategies. Recognizing these gaps
allows leaders to implement targeted solutions that promote continuous improvement. In this article,
we will explore the six critical gaps within the GAPS Model, discuss their implications, and suggest
practical strategies to close each one effectively.

Understanding the Six Gaps in the GAPS Model
The GAPS Model delineates six distinct areas where organizations often experience disconnects or
shortcomings. These gaps can impede progress if not properly identified and addressed. By
understanding each gap, organizations can develop tailored strategies to overcome challenges and
foster a culture of excellence.

Gap 1: Knowledge Gap
The Knowledge Gap exists when there is a disparity between what an organization knows and what
it needs to know to meet its goals. This gap often arises from inadequate information, poor data
collection, or ineffective knowledge-sharing practices.

Ways to Close the Knowledge Gap

Enhance Data Collection and Analysis: Implement advanced data collection tools and1.
analytics platforms to gather accurate, timely information. Regularly review data to identify
trends and areas needing improvement.

Promote Continuous Learning and Training: Foster a culture where employees are2.
encouraged to participate in ongoing training programs, workshops, and knowledge-sharing
sessions to stay updated on industry best practices.



Gap 2: Policy Gap
The Policy Gap occurs when there are discrepancies between organizational policies and actual
practices. This gap can lead to confusion, inconsistent behaviors, and reduced efficiency.

Ways to Close the Policy Gap

Regular Policy Review and Updates: Establish a routine process for reviewing and updating1.
policies to ensure they remain relevant and aligned with current organizational goals and
external regulations.

Clear Communication and Training on Policies: Conduct comprehensive training sessions2.
and disseminate clear documentation to ensure all employees understand and adhere to
policies.

Gap 3: Delivery Gap
The Delivery Gap reflects the difference between service quality standards set by the organization
and the actual delivery of services or products to customers.

Ways to Close the Delivery Gap

Implement Quality Assurance Processes: Develop and enforce quality control measures at1.
every stage of service or product delivery to maintain high standards.

Gather Customer Feedback and Act on It: Use surveys, reviews, and direct communication2.
to understand customer perceptions and make necessary adjustments to improve service
delivery.

Gap 4: Communication Gap
This gap emerges when there is a disconnect between what management intends to communicate
and what employees or customers actually understand, leading to misunderstandings and misaligned
expectations.

Ways to Close the Communication Gap

Establish Clear and Consistent Messaging: Use straightforward language and consistent1.
channels to communicate organizational goals, policies, and expectations.



Utilize Multiple Communication Channels: Leverage various platforms—such as emails,2.
meetings, intranet, and social media—to ensure messages reach all stakeholders effectively.

Gap 5: Customer Expectation Gap
This gap occurs when customer expectations are not accurately understood or managed, resulting in
dissatisfaction even if the organization’s offerings are adequate.

Ways to Close the Customer Expectation Gap

Conduct Customer Research: Use surveys, focus groups, and feedback tools to gain insights1.
into customer needs and expectations.

Set Realistic Expectations: Clearly communicate what products or services can deliver,2.
avoiding overpromising and underdelivering.

Gap 6: Resource Gap
The Resource Gap exists when an organization lacks the necessary resources—be it technology,
personnel, or financial assets—to achieve its objectives.

Ways to Close the Resource Gap

Strategic Resource Planning: Conduct thorough assessments to identify resource shortages1.
and develop plans for acquiring or reallocating resources effectively.

Invest in Technology and Talent Development: Allocate budgets toward modern2.
technology solutions and ongoing staff training to enhance capacity and efficiency.

Conclusion
Understanding and addressing the six gaps within the GAPS Model is vital for organizational
success. Each gap presents unique challenges but also opportunities for growth when approached
with targeted strategies. By enhancing knowledge, aligning policies with practices, improving
delivery standards, strengthening communication, managing customer expectations, and optimizing
resources, organizations can bridge these gaps and achieve sustained excellence. Implementing
these solutions requires commitment, strategic planning, and ongoing evaluation, but the
rewards—a more aligned, efficient, and customer-focused organization—are well worth the effort.



Frequently Asked Questions

What are the six gaps identified in the GAPS Model?
The six gaps in the GAPS Model are Gap 1: Knowledge Gap, Gap 2: Policy Gap, Gap 3: Delivery Gap,
Gap 4: Communication Gap, Gap 5: Perception Gap, and Gap 6: Service Quality Gap.

How can organizations close the Knowledge Gap (Gap 1)?
Organizations can close the Knowledge Gap by conducting thorough market research and gathering
customer feedback to better understand customer needs and expectations.

What strategies are effective for closing the Policy Gap (Gap
2)?
To close the Policy Gap, companies should align their internal policies with customer expectations
and regularly review policies to ensure they support service delivery standards.

How can the Delivery Gap (Gap 3) be minimized?
Minimizing the Delivery Gap can be achieved by employee training programs and establishing clear
service standards to ensure consistent service delivery.

What methods can reduce the Communication Gap (Gap 4)?
Reducing the Communication Gap involves honest and transparent communication with customers,
including setting realistic expectations and avoiding overpromising.

How can companies address the Perception Gap (Gap 5)?
Address the Perception Gap by actively managing customer perceptions through effective
marketing, personalized interactions, and addressing customer complaints promptly.

What are two ways to close the Service Quality Gap (Gap 6)?
First, implement continuous quality improvement processes, and second, gather regular customer
feedback to identify and rectify service deficiencies promptly.

Why is it important to understand all six gaps in the GAPS
Model?
Understanding all six gaps is crucial because it helps organizations identify specific areas where
service delivery falls short, enabling targeted improvements to enhance overall customer
satisfaction.



Can closing these gaps lead to better customer loyalty?
Yes, effectively closing these gaps improves service quality and customer satisfaction, which in turn
increases customer loyalty and positive word-of-mouth.

Additional Resources
The Six Gaps in the GAPS Model: An In-Depth Exploration

In the realm of healthcare management, patient safety, and quality improvement, models that
provide structured frameworks for identifying and addressing deficiencies are invaluable. One such
influential framework is the GAPS Model, which delineates six critical gaps that hinder optimal
healthcare delivery. Understanding these gaps and strategies to bridge them is essential for
practitioners, administrators, and policymakers committed to closing the chasm between current
practices and ideal standards.

This comprehensive review delves into the Six Gaps in the GAPS Model, elucidating each gap's
nature, underlying causes, and practical approaches for closure. By exploring at least two strategies
per gap, we aim to provide a thorough roadmap for stakeholders to enhance healthcare quality
systematically.

---

Introduction to the GAPS Model

The GAPS Model conceptualizes healthcare quality and safety as a series of interconnected
gaps—discrepancies that prevent the delivery of optimal care. Recognizing and addressing these
gaps is fundamental to continuous improvement initiatives. These gaps encompass differences
between:

- Stakeholder expectations and perceptions
- Actual performance and established standards
- Strategic planning and operational execution

The model emphasizes that effective health systems proactively identify and close these gaps to
improve patient outcomes, increase satisfaction, and optimize resource utilization.

---

The Six Gaps in the GAPS Model

Gap 1: Knowledge Gap

Definition: The difference between what healthcare providers know and what they need to know to
deliver optimal care.

Implications: This gap can lead to outdated practices, errors, and substandard patient outcomes.

Strategies to Close the Knowledge Gap:



1. Continuous Education and Training Programs:
Implement regular, evidence-based training sessions to keep staff updated on the latest clinical
guidelines, technology, and safety protocols. For example, simulation-based training can enhance
clinical decision-making skills.

2. Access to Up-to-Date Resources:
Provide easy access to current medical literature, digital decision-support tools, and clinical
pathways. Establishing centralized knowledge repositories and integrating electronic health records
(EHR) with real-time alerts can facilitate informed decision-making.

---

Gap 2: Policy and Standard Gap

Definition: The disparity between ideal policies or standards and those currently in place within the
organization.

Implications: Outdated or inconsistent policies can lead to variability in care and safety risks.

Strategies to Close the Policy Gap:

1. Regular Policy Review and Updating:
Establish a structured process for periodic evaluation and revision of policies based on new
evidence, accreditation standards, and incident analyses.

2. Stakeholder Engagement in Policy Development:
Involve frontline staff, clinicians, and patients in policy formulation to ensure practicality, buy-in,
and compliance. Collaborative development promotes ownership and adherence.

---

Gap 3: Performance Gap

Definition: The difference between actual clinical performance and established best practices or
standards.

Implications: This gap manifests as inconsistent care quality and preventable adverse events.

Strategies to Close the Performance Gap:

1. Implementing Quality Measurement and Feedback:
Use key performance indicators (KPIs) and regular audits to monitor practice patterns. Providing
timely feedback motivates staff to align their performance with benchmarks.

2. Targeted Quality Improvement Initiatives:
Adopt methodologies like Plan-Do-Study-Act (PDSA) cycles to test changes, identify barriers, and
implement effective interventions aimed at specific performance deficits.

---

Gap 4: Communication Gap



Definition: Breakdowns in communication among healthcare team members, patients, and families.

Implications: Miscommunication can result in errors, reduced patient satisfaction, and compromised
safety.

Strategies to Close the Communication Gap:

1. Standardized Communication Protocols:
Utilize tools such as SBAR (Situation, Background, Assessment, Recommendation) to structure
handoffs and critical conversations, reducing misunderstandings.

2. Interprofessional Team Training:
Conduct simulation exercises and workshops to foster teamwork, clarify roles, and improve
information exchange among disciplines.

---

Gap 5: Service Delivery Gap

Definition: The discrepancy between the healthcare services delivered and what is needed or
expected by patients.

Implications: Mismatch can lead to patient dissatisfaction, poor adherence, and adverse health
outcomes.

Strategies to Close the Service Delivery Gap:

1. Patient-Centered Care Models:
Incorporate patient preferences, values, and feedback into care planning. Techniques include shared
decision-making and personalized care plans.

2. Enhanced Patient Engagement and Education:
Provide comprehensive education about diagnoses, treatments, and self-care, ensuring patients are
active participants in their health journey.

---

Gap 6: Expectations and Perceptions Gap

Definition: The gap between what patients and stakeholders expect from healthcare services and
their perceptions of the actual care received.

Implications: Misalignment can diminish trust and satisfaction, even if clinical quality is adequate.

Strategies to Close the Expectations-Perceptions Gap:

1. Transparent Communication and Setting Realistic Expectations:
Clearly articulate what patients can expect from services, procedures, and outcomes to manage
perceptions effectively.

2. Regular Satisfaction Surveys and Feedback Mechanisms:



Collect and analyze patient feedback to understand perceptions, identify areas of dissatisfaction, and
implement targeted improvements.

---

Interconnectedness of the Gaps

While each gap addresses a specific facet of healthcare delivery, they are inherently interconnected.
For example, a knowledge gap may lead to performance gaps, which in turn can affect patient
perceptions and satisfaction. Recognizing these relationships underscores the importance of a
holistic approach when applying the GAPS Model.

---

Practical Application and Challenges

Implementing strategies to bridge these gaps requires organizational commitment, resource
allocation, and a culture of continuous improvement. Challenges include resistance to change,
limited resources, and maintaining momentum over time. Leaders must champion change initiatives,
foster open communication, and embed quality improvement into organizational DNA.

---

Conclusion

The Six Gaps in the GAPS Model serve as a comprehensive blueprint for diagnosing and addressing
deficiencies in healthcare delivery. Each gap represents a barrier to achieving excellence, but with
targeted, evidence-based strategies, healthcare organizations can systematically close these gaps.
Doing so not only enhances safety and quality but also builds trust with patients and stakeholders.

By continuously assessing and addressing these gaps, healthcare systems can evolve into more
resilient, patient-centered entities capable of delivering high-quality care in an ever-changing
landscape. The journey toward closing these gaps is ongoing, but the rewards—improved health
outcomes, increased satisfaction, and sustainable performance—are well worth the effort.

---
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