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Questions # 1:

Which is the MOST important element to consider when selecting a patient experience survey
vendor for an organization?

Options:

O A.

Use of externally validated and reliable survey instruments
O B.

Use of the vendor by competitors

O C.

Pricing of the vendor ' s services

O D.

Ability to provide reliable longitudinal data

Answer

A
Explanation

This question falls under Measurement and Analysis , focusing on selecting appropriate
tools for collecting patient experience data. Option A is correct because CPXP emphasizes
that validity and reliability of survey instruments are foundational to accurate
measurement. Externally validated tools ensure that the data collected truly reflects
patient experience and allows for benchmarking, comparability, and credibility . Without
valid and reliable instruments, any analysis or improvement efforts may be flawed. Option
D (longitudinal data) is important but depends on having valid tools first. Option B
(competitor use) and Option C (pricing) are secondary considerations and do not ensure
data quality. CPXP highlights that high-quality, standardized measurement is critical for
making informed decisions and driving meaningful patient experience improvements.

Questions # 2:

Which is the MOST reliable way of communicating survey performance to key stakeholders as
part of the improvement process?
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Options:
O A.

Development of performance reports by individual teams posted on communication boards

O B.

Development of a list of websites for employees to use in order to access organization and
department-level data when needed

O C.

Development of an organization-wide dashboard down to the department level shared broadly
and reqgularly with leaders, providers, and staff

O D.

Development and implementation of a comprehensive dashboard for leadership with all care
experience performance metrics that are being tracked

Answer

C
Explanation

This question belongs to Measurement and Analysis because the official CPXP
framework for Domain Il includes not only gathering and analyzing patient experience
data, but also “communicate and transparently share data and other feedback to
inspire and inform action.” Option C is the strongest choice because it creates a
standardized, transparent, organization-wide dashboard that reaches the
department level and is shared broadly and regularly with leaders, providers, and
staff. That makes the information timely, actionable, and useful for improvement across all
stakeholder groups. Option A is too fragmented, Option B depends on people searching for
data only when needed, and Option D limits visibility mainly to leadership rather than
promoting shared accountability for improvement throughout the organization.

Questions # 3:

How can patient experience survey results BEST be used to influence organizational efforts?

Options:

O A.
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Analyze organizational and unit-level performance to monitor and follow up on performance.

O B.

Align behaviors to survey results throughout the organization to drive desired outcomes.
O C.

Recognize and reward outstanding behaviors that drive desired results.

O D.

Establish clear goals, align behaviors, and consistently review performance.

Answer

D
Explanation

This question falls under Measurement and Analysis , where CPXP emphasizes not just
collecting data, but translating insights into sustained organizational action . The most
effective use of patient experience survey results is to establish clear goals, align
behaviors, and consistently review performance . This approach ensures that data drives
accountability, continuous improvement, and strategic alignment across all levels of the
organization. Option A focuses only on monitoring, while B and C address partial elements
(behavior alignment and recognition) but lack a comprehensive system. CPXP highlights
that meaningful improvement requires a closed-loop system , where data informs goal-
setting, behaviors are aligned to those goals, and performance is regularly reviewed and
adjusted. This integrated approach ensures that survey results lead to measurable,
sustainable improvements in patient experience.

Questions # 4:

Which of the following introductions would BEST help a physician build trust and begin to earn
confidence from a patient?

Options:
O A.

" Good afternoon, Mrs. S. | ' m not quite sure how to pronounce your last name. | ' m Dr. Jones,
an emergency medicine doctor here at this hospital. Why are you visiting the emergency
department today? "

O B.
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" Good afternoon, Mrs. S. | ' m Dr. Jones. What brings you in today? "
O C.

" Good afternoon. | want to make sure that | pronounce your last name correctly. Could you
help me with this? Thank you. | ' m Dr. Jones, an emergency medicine doctor. "

O D.

" Good afternoon. | want to make sure that | pronounce your last name correctly. Could you
help me with this? Thank you. | ' m Dr. Jones, an emergency medicine doctor. We are going to
take good care of you. "

Answer

D
Explanation

This question aligns with Partnership and Advocacy , emphasizing respectful
communication, trust-building, and patient-centered interactions. Option D is the best
answer because it combines several key elements of effective communication: respect
(asking for correct name pronunciation), introduction of role, and emotional reassurance
(“We are going to take good care of you”). CPXP principles highlight that trust is built
through acknowledging the patient as an individual, demonstrating courtesy, and
providing psychological safety . Option A introduces uncertainty in a less confident way, B
is too brief and transactional, and C lacks reassurance. Option D goes further by
addressing both personal respect and emotional needs , which are critical at the start of
an encounter—especially in high-stress environments like emergency care—thereby
fostering confidence and strengthening the patient-provider relationship.

N NO: 17 [Organizational Culture and Leadership]

When implementing a patient experience cultural transformation following John Kotter ' s
8-Step Change Model, what step comes AFTER creating a sense of urgency?

A. Creating a strategic vision

B. Forming a guiding coalition

C. Removing barriers to change

D. Making change a continuous process
Answer: B

This question aligns with Organizational Culture and Leadership , specifically structured
change management frameworks used in patient experience transformation. According to
Kotter’s 8-Step Change Model , the step immediately following creating a sense of urgency
is forming a guiding coalition (Option B) . This involves assembling a group of influential
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leaders and stakeholders who have the credibility, expertise, and authority to drive the
change effort forward. CPXP principles emphasize that sustainable cultural transformation
requires strong leadership alignment and collaboration early in the process. Without a
committed coalition, initiatives often lack direction, support, and momentum. The other
options represent later steps in the model—creating vision (A), removing barriers (C), and
sustaining change (D). Establishing a guiding coalition ensures that the organization has
the leadership foundation necessary to successfully advance patient experience
improvements.

Questions # 5:

A nurse is tasked with looking into a patient grievance and reporting the findings to the
patient advocacy department. What is the BEST way to get detailed information about what
occurred?

Options:

O A.

Go to the Gemba.

O B.

Conduct a Kaizen event.

O C.

Read the patient’s grievance.
O D.

Interview the patient advocate.

Answer

A
Explanation

This question aligns with Measurement and Analysis , particularly root cause
understanding and fact-finding. Option A (Go to the Gemba) is correct because Lean and
CPXP principles emphasize the importance of observing the actual environment where the
event occurred to gather accurate, firsthand information. “Gemba” means the real place,
and going there allows the nurse to directly see workflows, interactions, and contextual
factors that contributed to the grievance. This approach provides richer and more reliable
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insight than secondhand reports. Option B (Kaizen event) is for improvement, not initial
investigation. Option C (reading the grievance) offers limited, subjective information.
Option D (interviewing the advocate) provides indirect insight. CPXP stresses that effective
analysis begins with direct observation and understanding of real conditions to ensure
accurate conclusions and meaningful improvements.

Questions # 6:

Proactively meeting the needs of the patient is BEST accomplished through which best
practice?

Options:

O A.

Hourly rounding

O B.

Leader rounding

O C.

Bedside shift report

O D.

Bedside surveys

Answer

A
Explanation

This question falls under Partnership and Advocacy , which emphasizes anticipating and
addressing patient needs through consistent engagement and responsiveness. Hourly
rounding is a widely recognized best practice in patient experience because it is proactive
rather than reactive . During hourly rounds, staff intentionally check on patients at regular
intervals to address common needs such as pain, positioning, personal needs, and safety
(often referred to as the “4 Ps”). This approach reduces anxiety, prevents issues like falls,
and minimizes the need for patients to use call lights. Options B, C, and D are valuable
practices but are not primarily designed for continuous proactive need fulfillment. CPXP
principles highlight that anticipating patient needs through structured, reliable processes
like hourly rounding significantly improves patient satisfaction, safety, and overall
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‘ experience. |

Questions # 7:

Which of the following is the MOST critical consideration when communicating information to a
diverse audience?

Options:

O A.

Keep wording straightforward.
O B.

Provide detailed explanations.
O C.

Use stories to convey a point.
O D.

Include analogies or metaphors.

Answer

A
Explanation

This question aligns with Partnership and Advocacy , particularly effective communication
across diverse populations. Option A is correct because CPXP emphasizes the importance
of clear, simple, and straightforward language to ensure understanding among individuals
with varying levels of health literacy, cultural backgrounds, and communication
preferences. Using plain language reduces confusion, supports equity, and improves
patient comprehension and engagement. Option B (detailed explanations) may overwhelm
or confuse some audiences. Option C (stories) and Option D (analogies) can be helpful
tools but are not as universally effective as clear, direct language. CPXP highlights that
communication should be accessible, inclusive, and easy to understand , making
straightforward wording the most critical factor when addressing a diverse audience.

Questions # 8:
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What is Gemba when used within the Lean process methodology?

Options:

O A.

Collaboration to improve

O B.

Continuous improvement designs
O C.

Location where value is created
O D.

Reduced waste in future mapping

Answer

C
Explanation

This question aligns with Design and Innovation , which includes applying process
improvement methodologies such as Lean to enhance patient experience. In Lean
methodology, “Gemba” is a Japanese term meaning “the real place” , or the location
where value is actually created. In healthcare, this refers to the point of care where
patients, families, and staff interact—such as bedside care, clinics, or service delivery
areas. Option C is correct because Lean emphasizes going to the Gemba to directly
observe processes, identify inefficiencies, and understand real experiences rather than
relying on assumptions. Options A, B, and D describe general improvement concepts but
do not define Gemba. CPXP principles stress that meaningful experience improvement
requires firsthand observation and engagement in care environments to design effective,
patient-centered solutions.

Questions # 9:

Which term describes patient experience survey data made up of comments?
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Options:
O A.
Anecdotal
O B.
Quality

O C.
Qualitative
O D.

Quantitative

Answer

C
Explanation

This question aligns with Measurement and Analysis , focusing on types of data used in
patient experience. Qualitative data (Option C) refers to non-numerical, descriptive
information , such as patient comments, narratives, and open-ended feedback. These
comments provide insight into patient perceptions, emotions, and experiences, helping
explain the “why” behind survey scores. CPXP principles emphasize the importance of
gualitative data in uncovering themes, identifying improvement opportunities, and
understanding the human experience of care. Option A (anecdotal) is less precise and not
a formal data classification. Option B is incorrect as it is not a data type, and Option D
(quantitative) refers to numerical data like ratings or percentages. Qualitative data is
essential for adding depth and context to patient experience measurement and
improvement efforts.

Questions # 10:

Which statement BEST reflects The Beryl Institute’s definition of patient experience?

Options:
O A.

The patient’s satisfaction score after discharge

Page 10 of 18



O B.

The sum of all interactions, shaped by an organization’s culture, that influence patient
perceptions across the continuum of care

O C.
The clinical outcome achieved during treatment
O D.

The efficiency of registration, billing, and discharge processes only

Answer

B
Explanation

This question fits Organizational Culture and Leadership because the official definition of
patient experience explicitly says experience is shaped by an organization’s culture . That
makes B correct. In CPXP, patient experience is not limited to a survey result, a clinical
outcome, or a single service touchpoint. It includes all interactions that shape how
patients perceive care across the continuum. That is why leadership and culture matter so
much: leaders influence priorities, behaviors, accountability, and the environment in which
those interactions occur. Option A is too narrow because satisfaction is only one measure.
Option C focuses only on outcomes, and D limits experience to operations. CPXP
emphasizes that experience is broader, human-centered, and deeply connected to
organizational culture and leadership practices.

Questions # 11:

What impact do personalized treatment plans have in effective patient engagement?

Options:

O A.

Broader research opportunities
O B.

Decreased staff turnover

O C.
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Increased hospital throughput
O D.

Improved quality of the experience

Answer

D
Explanation

This question aligns with Partnership and Advocacy , which emphasizes individualized,
patient-centered care and active engagement. Personalized treatment plans are designed
to reflect each patient’s unique preferences, values, needs, and circumstances, making
Option D correct. When patients feel that care is tailored specifically to them, they are
more likely to be engaged, adhere to treatment plans, and experience greater
satisfaction. This approach strengthens trust, improves communication, and enhances
emotional and clinical outcomes. Options A, B, and C may be indirect or secondary effects
but are not the primary impact of personalization. CPXP principles highlight that
meaningful patient engagement is achieved when care is co-created and individualized ,
ultimately leading to a higher quality, more positive patient experience.

Questions # 12:

A non-English-speaking patient is asking questions that indicate a lack of understanding of the
procedure that the patient is about to undergo. Which component of the patient ' s rights has
been neglected?

Options:

O A.

Respect for cultural diversity

O B.

Confidentiality of personal health information
O C.

Informed consent

O D.

Patient’s right to file a complaint
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Answer

C
Explanation

This question aligns with Partnership and Advocacy , which emphasizes ensuring patients
are fully informed, respected, and actively involved in their care decisions. Option C
(Informed consent) is correct because informed consent requires that patients clearly
understand the nature, risks, benefits, and alternatives of a procedure before agreeing to
it. A language barrier preventing understanding means consent is not truly informed.
Healthcare organizations are responsible for providing qualified interpreters or language
services to ensure comprehension. Option A (cultural respect) is important but does not
directly address understanding of the procedure. Option B (confidentiality) and Option D
(right to complain) are unrelated to the issue described. CPXP principles stress that
effective communication and comprehension are essential to ethical, patient-centered
care and shared decision-making.

Questions # 13:

How do service recovery models BEST ensure understanding and resolution of patient and
family concerns?

Options:

O A.

By allowing managers to offer patients compensation

O B.

By empowering all levels of staff to address patient concerns
O C.

By offering a formal apology

O D.

By encouraging patients to voice concerns

Answer
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Explanation

This question aligns with Organizational Culture and Leadership , particularly around
service recovery and accountability. CPXP principles emphasize that effective service
recovery requires a proactive, organization-wide approach , where all staff are empowered
to respond immediately to patient concerns . Option B is correct because it ensures timely
resolution, reduces escalation, and demonstrates a culture of ownership and
responsiveness. When frontline staff are empowered, they can address issues in real time,
which is critical to rebuilding trust. Option A (compensation) is only one limited tactic and
not the core of service recovery. Option C (formal apology) is important but insufficient
alone. Option D (encouraging patients to speak up) supports feedback but does not ensure
resolution. CPXP highlights that empowerment, responsiveness, and accountability are key
to effective service recovery systems.

Questions # 14:

Which of the following is the biggest organizational challenge as it relates to patient
experience?

Options:

O A.

Viewing patient experience as only the responsibility of clinical staff
O B.

Managing policy mandates and regulatory requirements

O C.

Providing high-quality care to all patients

O D.

Reducing costs related to the patient experience

Answer

A
Explanation

This question aligns with Organizational Culture and Leadership , particularly culture
transformation and accountability. Option A is correct because one of the most significant
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barriers to improving patient experience is the misconception that it is only the
responsibility of clinical staff . CPXP principles emphasize that patient experience is an
organization-wide responsibility , involving every role—from leadership and administration
to support services and frontline staff. When organizations fail to adopt this shared
accountability, efforts become fragmented and less effective. Options B, C, and D are
operational challenges but do not fundamentally hinder cultural alignment. A strong
patient experience culture requires collective ownership, aligned behaviors, and
consistent engagement across all departments , making this mindset shift critical to
achieving sustainable improvement.

Questions # 15:

Which is a critical characteristic of effective feedback?

Options:

O A.
Comprehensive
O B.
Empathetic

O C.

Timely

O D.

Transparent

Answer

C
Explanation

This question aligns with Organizational Culture and Leadership , particularly in fostering a
culture of continuous improvement and staff development. In CPXP principles, effective
feedback must be timely to be meaningful and actionable. Option C is correct because
feedback delivered close to the observed behavior ensures relevance, reinforces learning,
and enables immediate improvement. Delayed feedback may lose impact and reduce
opportunities for behavior change. While empathy (B) and transparency (D) are important
gualities in communication, they are not the most critical defining characteristic of

Page 15 of 18



effective feedback in this context. Comprehensive feedback (A) can sometimes overwhelm
rather than guide improvement. CPXP emphasizes that real-time or near real-time
feedback supports accountability, learning, and performance improvement , which are
essential for sustaining a strong patient-centered culture.

Questions # 16:

Which of the following can ONLY be achieved through qualitative data collection methods?

Options:
O A.

Determining the healthcare priorities of the community served

O B.

Identifying top opportunities for patient experience improvement

O C.

Understanding why patients feel a certain way about their care experiences
O D.

Measuring a healthcare organization’s performance on patient satisfaction

Answer

C
Explanation

This question aligns with Measurement and Analysis , specifically differentiating between
qualitative and quantitative data. Qualitative methods (such as interviews, focus groups,
and open-ended feedback) are uniquely suited to understand the “why” behind patient
perceptions and experiences , making Option C correct. These methods provide rich,
descriptive insights into emotions, motivations, and underlying reasons for satisfaction or
dissatisfaction. Options A and B can be informed by both qualitative and quantitative data,
while Option D relies primarily on quantitative measures like surveys and scores. CPXP
principles emphasize that while quantitative data identifies trends and performance levels,
qualitative data is essential to interpret those findings and uncover root causes , enabling
more targeted and meaningful patient experience improvements.
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Questions # 17:

Which is the MOST effective use of real-time data collection?

Options:

O A.

Shaping organizational strategy

O B.

Providing opportunity for immediate recognition

O C.

Identifying patterns and trends for organizational change
O D.

Revealing needed facility-wide improvements

Answer

B
Explanation

This question aligns with Measurement and Analysis , specifically the use of real-time
feedback to drive immediate action. Option B is correct because real-time data collection
allows organizations to act quickly , including recognizing staff for positive behaviors while
the experience is still fresh. Immediate recognition reinforces desired behaviors, boosts
staff morale, and strengthens a culture of patient-centered care. Options A, C, and D are
important uses of data but are typically associated with aggregated or retrospective data
analysis , which identifies trends over time rather than enabling immediate action. CPXP
principles emphasize that real-time data is most powerful when used for rapid response
and reinforcement , such as service recovery or recognition, rather than long-term
strategic planning alone.
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