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GAP Model application in community health institutions’ internal management: An empirical
study in urban area of Beijing

ZHANG En-yu, CHEN Juan

School of Public Health, Peking University, Beijing 100191, China

[ Abstract] Objective: Explore the gap model application in community health institutions’ internal manage-
ment and analyze the problems existing in the management. Methods: Based on literature review, a Gap Scale was
built to measure internal service quality. We did a survey toward 440 medical workers and 30 managers in an urban
district of Beijing. This study is to analyze the reason of internal service quality disparity using the survey and inter-
view results. Result:The deficiencies are in hardware facilities, team building and work arrangement. The main cau-
ses of the defects are inadequate understanding of staff expectations, inattentive management and poor communica-
tion. Conclusion; GAP Model can be applied in community health institutions’ internal management. It emphasizes

the continuity of management, and also helps to clarify responsibilities.
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