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Questions # 1:

Which statement BEST describes HCAHPS?

Options:

 A.

An internal employee engagement survey used only for hospital workforce culture

 B.

A national, standardized, publicly reported survey of patients’ perspectives of hospital care

 C.

A complaint-resolution workflow used only in ambulatory clinics

 D.

A financial benchmarking tool for payer reimbursement performance

Answer

B
Explanation

This question belongs to Measurement and Analysis because CPXP expects patient
experience professionals to use valid data sources and share feedback in ways that inform
improvement. HCAHPS stands for Hospital Consumer Assessment of Healthcare Providers
and Systems and is the first national, standardized, publicly reported survey of patients’
perspectives of hospital care. That makes B the correct answer. In CPXP practice, HCAHPS
is valuable because it helps organizations identify performance gaps, compare results
over time, and connect patient feedback to improvement priorities. Options A, C, and D
are incorrect because they describe other organizational tools, not the core purpose of
HCAHPS. In short, HCAHPS is a foundational measurement source for understanding
inpatient experience from the patient’s perspective and turning that information into
action.

Questions # 2:

Which should be the FIRST step in implementing a bedside shift report as a new process?
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Options:

 A.

Providing education to staff about how to do shift report at the bedside

 B.

Mandating the expectation that shift report must occur at the bedside every time

 C.

Establishing with staff why they need to change their current practice

 D.

Having nurses commit in writing that reports will occur at the bedside

Answer

C
Explanation

This question aligns with Organizational Culture and Leadership , particularly change
management and staff engagement. CPXP principles emphasize that successful
implementation of new processes begins with creating understanding and buy-in among
staff. Option C is correct because establishing why the change is necessary builds
purpose, reduces resistance, and fosters intrinsic motivation. Without this foundation, staff
may comply superficially but not sustain the change. Option A (education) is important but
should come after staff understand the reason for change. Option B (mandating) can
create resistance and does not support a positive culture. Option D (written commitment)
is premature without engagement. CPXP highlights that sustainable culture change starts
with shared purpose, communication, and alignment , ensuring staff feel involved rather
than forced into new practices.

Questions # 3:

Which strategy should the patient experience professional employ to help support the
successful implementation of a new rewards and recognition program?

Options:

 A.

Implement the program immediately and begin providing recognition as quickly as possible.
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 B.

Create a presentation for staff ahead of the rollout, and send weekly reminders.

 C.

Identify champions and ask for feedback throughout the planning and implementation
process.

 D.

Ask managers to include the program in their daily huddles.

Answer

C
Explanation

This question aligns with Organizational Culture and Leadership , particularly change
management and staff engagement strategies. Option C is correct because identifying
champions and gathering feedback throughout planning and implementation ensures buy-
in, collaboration, and sustained adoption . CPXP principles emphasize that successful
initiatives require engaged stakeholders who advocate for change and influence peers .
Champions act as role models, reinforce desired behaviors, and help address resistance.
Additionally, incorporating feedback creates a sense of ownership and ensures the
program is relevant and effective. Options A and B are more top-down approaches and
may not foster engagement, while D is helpful but limited in scope. By leveraging
champions and continuous feedback, organizations build stronger alignment, improve
participation, and increase the likelihood of long-term success in recognition and
engagement initiatives.

Questions # 4:

What is an identified challenge to including patients, family members, and care partners in the
co-design process?

Options:

 A.

Communicating the process objectives to patients

 B.

Securing a diverse range of patients and experiences
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 C.

Creating the necessary incentive program for engagement

 D.

Reaffirming the value of the time one will invest in the effort

Answer

B
Explanation

This question aligns with Design and Innovation , particularly co-design and human-
centered improvement approaches. Option B is correct because one of the most
recognized challenges in co-design is ensuring diverse and representative participation
across different patient populations, backgrounds, and experiences. CPXP principles
emphasize that meaningful co-design requires inclusion of varied perspectives to avoid
bias and ensure solutions meet the needs of all populations served. Recruiting diverse
participants can be difficult due to barriers such as access, trust, language, and
availability. While communication (A), incentives (C), and reinforcing value (D) are
important considerations, they are more manageable operational elements. The greatest
challenge lies in achieving equity and representation , which is essential for designing
inclusive, effective, and patient-centered care experiences.

Questions # 5:

In which stage of the ADKAR change management model would recognition efforts MOST
LIKELY take place?

Options:

 A.

Desire

 B.

Ability

 C.

Awareness

 D.
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Sustainment

Answer

D
Explanation

This question aligns with Organizational Culture and Leadership , specifically change
management frameworks like ADKAR (Awareness, Desire, Knowledge, Ability,
Reinforcement/Sustainment). Recognition efforts most commonly occur in the
Sustainment (Reinforcement) stage , making Option D correct. In this phase, organizations
focus on reinforcing desired behaviors, maintaining momentum, and preventing
regression to old habits. CPXP principles emphasize that recognition and reward systems
are key strategies to embed change into organizational culture by acknowledging
individuals and teams who demonstrate desired behaviors. While earlier stages
(Awareness, Desire, Ability) focus on building understanding, motivation, and capability,
recognition is most impactful after change has been implemented to ensure it is sustained
over time. Reinforcement through recognition helps solidify long-term adoption and
supports a culture of continuous improvement.

Questions # 6:

Which are the MOST utilized data sources for evaluating service?

Options:

 A.

Compliment data and focus groups

 B.

Service recovery logs and community advisory committees

 C.

Post-visit phone call feedback

 D.

Patient (or family) complaints and patient satisfaction data
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Answer

D
Explanation

This question aligns with Measurement and Analysis , focusing on commonly used data
sources to evaluate patient experience and service performance. Option D is correct
because patient complaints and patient satisfaction data are the most widely utilized and
standardized sources across healthcare organizations. These data sources provide both
quantitative metrics (e.g., survey scores) and qualitative insights (e.g., complaint
narratives) , offering a comprehensive view of performance. CPXP principles emphasize
that complaints highlight gaps and opportunities for improvement, while satisfaction data
allows benchmarking and trend analysis over time. Although compliments (A), service
recovery logs (B), and phone feedback (C) are useful, they are typically supplemental.
Complaints and satisfaction data remain the primary, consistent, and actionable sources
for evaluating and improving patient experience.

Questions # 7:

Which strategy is MOST important to ensure successful improvement outcomes?

Options:

 A.

Develop communication boards with updated performance metrics on all units throughout the
organization.

 B.

Develop an organizational performance dashboard with all goals and associated metrics
updated on a regular basis.

 C.

Develop patient advisory councils to ensure that the patient and family voices are part of the
organization ' s culture.

 D.

Develop and communicate clear goals supporting the organization ' s mission and values,
combined with consistent measurement and aligned behaviors.
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Answer

D
Explanation

This question aligns with Organizational Culture and Leadership , focusing on sustainable
performance improvement. Option D is correct because successful improvement requires
clear alignment between goals, mission, values, behaviors, and measurement systems .
CPXP principles emphasize that organizations must not only set clear expectations but
also ensure that staff behaviors and performance metrics are consistently aligned with
those goals. This creates accountability, reinforces desired behaviors, and drives lasting
cultural change. While dashboards (A, B) and advisory councils (C) are valuable tools, they
are supportive mechanisms rather than the core strategy. Without clear goals and
alignment, these tools lack direction and impact. Sustainable improvement is achieved
when everyone in the organization understands the goals, is measured against them, and
demonstrates behaviors that support patient-centered outcomes.

Questions # 8:

A patient experience professional is meeting with a group of front-line nurses on a
medical/surgical unit to identify why they are having difficulty hourly rounding on their
patients. Which process improvement tool should be used to determine the root cause?

Options:

 A.

A regression analysis

 B.

A “5 Whys” exercise

 C.

A Six Sigma control plan

 D.

An inter-rater reliability tool

Answer

B
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Explanation

This question aligns with Design and Innovation , particularly process improvement and
root cause analysis. The correct answer is Option B , the “5 Whys” exercise , which is a
simple yet powerful tool used to identify the underlying cause of a problem by repeatedly
asking “why” until the root issue is uncovered. CPXP principles emphasize that effective
improvement requires going beyond surface-level symptoms to understand the true
drivers of challenges. In this case, difficulties with hourly rounding may stem from
workflow inefficiencies, staffing issues, or communication gaps, all of which can be
uncovered through structured questioning. The other options are less appropriate:
regression analysis (A) is statistical, control plans (C) focus on sustaining improvements,
and inter-rater reliability (D) assesses consistency between evaluators. The “5 Whys” is
ideal for frontline engagement and practical problem-solving.

Questions # 9:

A patient experience team has decided to use an experienced-based design approach "
patient shadowing " to provide a framework for improvement. What is the first step in
implementing patient and family shadowing for this process?

Options:

 A.

Decide who should do the shadowing.

 B.

Define where the care experience begins and ends.

 C.

Determine which patients/families should be shadowed.

 D.

Construct a current care experience flow map.

Answer

B
Explanation

This question aligns with Design and Innovation , particularly experience-based design and
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journey mapping. The correct answer is Option B , as the first step in patient shadowing is
to clearly define the scope of the experience —specifically where the care journey begins
and ends. CPXP principles emphasize that before observing or collecting insights, teams
must establish clear boundaries to ensure consistency and relevance in data collection.
Without defining the experience, shadowing efforts can become unfocused and
inconsistent. Once the scope is set, teams can then determine who will conduct the
shadowing (A), which patients to include (C), and later develop flow maps (D). Establishing
clear start and end points ensures that observations are meaningful, structured, and
aligned with improvement goals.

Questions # 10:

Which data visualization illustrates the impact of process change to staff related to patient
experience improvement efforts?

Options:

 A.

Bar graphs

 B.

Pie charts

 C.

Run charts

 D.

Box and whisker diagrams

Answer

C
Explanation

This question aligns with Measurement and Analysis , particularly the use of data
visualization to demonstrate improvement over time. Run charts (Option C) are the most
appropriate tool because they display data points in chronological order , allowing staff to
see trends, shifts, and the direct impact of process changes over time. CPXP principles
emphasize that run charts are especially effective in quality improvement because they
make it easier to identify whether changes lead to sustained improvement. In contrast,
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bar graphs (A) compare categories, pie charts (B) show proportions, and box-and-whisker
plots (D) display distribution and variability—none of which clearly show change over time.
Run charts help engage staff by visually connecting their actions to outcomes, reinforcing
accountability and supporting continuous improvement in patient experience.

Questions # 11:

Which is the BEST example of an empathetic statement by a physician?

Options:

 A.

" I know just how you feel. "

 B.

" You sound worried; others facing this feel a lot like you do. "

 C.

" Now, now, don ' t jump to conclusions. "

 D.

" We will order three more tests to confirm what I am thinking. "

Answer

B
Explanation

This question aligns with Partnership and Advocacy , emphasizing empathetic
communication and emotional validation. Option B is the best answer because it
acknowledges the patient’s feelings (“You sound worried”) and normalizes their
experience , which are key components of empathy in CPXP practice. Empathy involves
recognizing emotions, validating them, and responding in a supportive way. Option A is
less effective because saying “I know how you feel” can feel dismissive or assumptive.
Option C minimizes the patient’s concerns, and Option D is purely clinical without
addressing emotions. CPXP principles stress that empathetic statements should reflect
understanding, avoid judgment, and build emotional connection , helping patients feel
heard, supported, and more engaged in their care.
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Questions # 12:

Which of the following play a preeminent role in molding strategic targets, resource allocation,
and performance monitoring plans that support an organization ' s vision?

Options:

 A.

Organizational behavior management

 B.

Performance coaching

 C.

Strategic analytics

 D.

Organizational policies and procedures

Answer

C
Explanation

This question aligns with Organizational Culture and Leadership , specifically strategic
alignment and decision-making. CPXP principles emphasize that achieving an
organization’s vision requires data-driven strategy development , including setting
priorities, allocating resources, and monitoring outcomes. Option C (Strategic analytics) is
correct because it provides the insight and evidence needed to guide strategic targets and
evaluate performance over time . Strategic analytics integrates data from multiple sources
to inform leadership decisions and ensure alignment with organizational goals. Option A
(organizational behavior management) focuses more on influencing staff behavior, not
strategic planning. Option B (performance coaching) is important for individual
development but not system-level strategy. Option D (policies and procedures) supports
operations but does not drive strategic direction. CPXP highlights that analytics is essential
for informed leadership and sustainable improvement .

Questions # 13:
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Which strategy BEST demonstrates an effective integration of patient and family advisors?

Options:

 A.

Hosting a reception for patient and family advisors to meet hospital executive leadership

 B.

Utilizing patient and family advisors as members of interview panels for hospital key
leadership positions

 C.

Inviting families in the hospital or hospital board members who have been patients to join the
patient and family advisory council

 D.

Presenting completed plans for newly designed patient rooms to the patient and family
advisory council

Answer

B
Explanation

This question aligns with Partnership and Advocacy , emphasizing meaningful engagement
of patient and family advisors. Option B is correct because it reflects true integration and
partnership , where advisors are actively involved in organizational decision-making
processes , such as hiring leadership. CPXP principles stress that effective engagement
goes beyond symbolic involvement and requires shared decision-making and co-design .
Option A is more social than strategic, Option C focuses on recruitment rather than
integration, and Option D represents a late-stage consultation rather than early
involvement. Including advisors on interview panels demonstrates that their perspectives
are valued and embedded in critical organizational functions. This level of engagement
ensures that leadership aligns with patient-centered values and strengthens a culture of
partnership and accountability.

Questions # 14:

How should a culturally skilled healthcare professional approach the patient and family
relationship?
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Options:

 A.

Treat the patient and family as unique personas and further assess social and cultural context.

 B.

Engage the patient and family and put their wishes first.

 C.

Show formal respect, but apply best professional judgment.

 D.

Understand and respect the cultural and social patterns of the given ethnic group.

Answer

A
Explanation

This question aligns with Partnership and Advocacy , which emphasizes individualized,
patient- and family-centered care. The best approach is Option A , as it recognizes that
each patient and family is unique and requires assessment of their specific social and
cultural context rather than relying on generalizations. CPXP principles stress avoiding
stereotypes and instead engaging in personalized understanding , which supports trust,
respect, and effective communication. Option D is limited because it risks stereotyping by
applying generalized group characteristics. Option B is important but incomplete, as
blindly prioritizing wishes without understanding context may not ensure safe or
appropriate care. Option C places provider judgment above partnership. True cultural
competence in patient experience requires individualized assessment, active listening,
and adaptation to each patient’s values and needs , ensuring equitable and respectful
care delivery.
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