
Figure 7.8.  The iceberg of visible and hidden costs of poor quality. (From Carol Greebler, TQM Plus, San 
Diego, CA, 1989; reprinted by permission.)
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HIDDEN
COSTS

VISIBLE
COSTS Customer complaints

Insurance billing errors

Excessive overtime

Risk managment 
dept. expenses

Unnecessary,
inaccurate, or lost
lab and x-ray tests

Lack of teamwork 
among physicians, nurses,

technicians, and staff

Professional integrity

Upset or frustrated staff

Ineffective communication
between physicians, nurses,

and patients 

Inaccurate or missing 
charts

Lack of follow-up

Lack of competitive
knowledge

Malfunctioning or 
outdated equipment

Medication and 
prescription errors

Inaccurate or missing 
insurance information

Dissatisfied/lost patients

Bad reputation Overdue 
receivables


