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Guide for working the Gaps in Care Report 
 

 

Identifying and closing Care Gaps with the RCMG Gaps in Care Reports 

What is a Gap in Care Report? 
A Gap in Care is the discrepancy between evidence-based recommendations (in this case NCQA’s HEDIS measures) 
and the care that is actually delivered. The intent of the Gap in Care Report is to inform and assist the provider with 
addressing their patients’ missing services to have an immediate impact on the quality of care provided. The report 
is created by gathering data from our claims system, affiliated labs and immunization registry systems. The report 
only shows patients who did not receive the specified service. You can expect to see updated reports quarterly.   
 
How to read and interpret the report 
Your patients are listed in the rows going down the left side of the report. Demographic information and needed 
services are listed in the columns along the top in blue. The box under a column could say “N/A” (Not applicable), 
“No” (No record of that service) or have numbers such as ‘1 of 3’, as with immunizations in a series like Hepatitis B. 
All patients listed on the report require some type of service. Compliant members have been removed. 
 
How to ‘work’ the report 

• Look up the members, one at a time, in your EMR or paper chart system to see if the needed service 
is already in the medical record or if there is a contraindication for the service. For example, a 
woman listed for a PAP test but the record states she’s had a hysterectomy. 
 

o If the member is not in your system, or you cannot find a record for them, they are newly 
assigned or have not been seen at your office yet. They need to be called in to establish an 
initial visit and the listed service. These should be the same members provided on your IHA 
(Initial Health Assessment) report delivered by Provider Relations. 
 

o If service has already been provided, note this in the Comments section such as ‘MMR given 
2-2-17’ or ‘HbA1c done 1-24-17. This helps us make your reports more accurate. You may 
have records for some services but they are on the list due to claims lag or billing lag. 
 

• If the patient does not have any record for the listed service, call the patient to set up an 
appointment. Note the comments section to show status such as “left message”, “appointment set 
for 12-5” or “phone disconnected” so that it is clear who needs a follow up call next week.  
 

• Reach out to the member 3 times. We all get busy and forget to return a call. Keep in mind 
sometimes when you call a number that is disconnected, next week the service may be restored. 
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Best Practice Examples 

1. With the Excel copy, you can also sort the list. If, for example, you are having a Saturday clinic for catch up 
immunizations or PAP tests, you can sort by that service. You can also type in your comments as you go and 
save this copy to your computer for future reference. This is also a good way to have multiple people 
working the report. Most providers prefer this format. 

2. Whichever format you choose to work with, be sure to note or highlight as you go along so you are not 
duplicating your efforts by calling the same member twice. Add notes at the end of rows to show the patient 
status. For example, ‘left message’, ‘appointment scheduled’, ‘refused’, ‘goes to another clinic’, ‘already in 
record’, etc.  
 

Please Note: We are NOT asking you to send us any medical records. We will show updates in our system 
once you submit a claim for a service and the patient should fall off your next report. 

 
Should you have any questions regarding the report, please reach out to the person providing the report or any 
member, of the HEDIS team at HEDIS@rcmg.com or our team phone number 916-329-8118. 

We are partners in Quality and appreciate the quality of care that you provide to our members! 
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