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Question: 1   
 
A healthcare organization wants to leverage their patient experience scores to support their brand 
messaging that the organization is a world-class health provider. Which data element would BEST 
support this campaign? 
 
A. A year-to-date top-box score for Overall Rating 0 to 10 
B. A previous fiscal year’s percentile ranking for Likelihood to Recommend on the state benchmark 
C. A 3-to-5-year series trend of the organization’s overall percentile ranking on the national benchmark 
D. A list of key drivers’ performance within the past two fiscal years 
 

Answer: C     
 
Explanation: 
This question aligns with Measurement and Analysis , focusing on how data is used strategically to 
support organizational messaging. The strongest evidence for a “world-class” claim is a sustained 3-to-5-
year trend of high performance on a national benchmark , as it demonstrates consistency, reliability, 
and comparative excellence over time . CPXP emphasizes that meaningful use of data requires not just 
isolated metrics, but longitudinal and benchmarked performance to validate claims and support 
strategic positioning. Option A reflects only a short-term internal metric, Option B is limited to a single 
year and state-level comparison, and Option D focuses on internal drivers rather than external 
validation. A multi-year national benchmark trend provides the most credible, comprehensive, and 
externally validated evidence to support high-level brand messaging. 

Question: 2   
 
Which statement BEST describes experience-based co-design (EBCD)? 
 
A. EBCD primarily focuses on the use of quantitative data such as patient satisfaction surveys. 
B. EBCD offers an opportunity for dialogue providing insights into the meaning of patient feedback. 
C. EBCD focuses solely on the patient and family perspective and typically does not include the 
perspectives of caregivers. 
D. EBCD should be used for stand-alone projects and not integrated with other organizational work. 
 

Answer: B     
 
Explanation: 
This question falls under Design and Innovation , as EBCD is a structured approach used to improve 
healthcare experiences through collaborative design. Experience-Based Co-Design emphasizes 
qualitative insights and storytelling , bringing together patients, families, and staff to co-create 
improvements based on lived experiences . Option B is correct because EBCD focuses on dialogue and 
shared understanding , helping uncover the deeper meaning behind patient feedback rather than 
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relying only on numeric data. Option A is incorrect because EBCD is not primarily quantitative; Option C 
is incorrect because it includes both patients and caregivers/staff perspectives ; and Option D is 
incorrect because EBCD is intended to be integrated into broader organizational improvement efforts , 
not isolated projects. This aligns with CPXP principles of human-centered design and collaborative 
improvement. 

Question: 3   
 
Which option represents the use of Lean principles? 
 
A. Including patients in daily bedside rounds 
B. Adding steps into a process to better define it 
C. Writing a strategic plan based on patient and family values 
D. Going to “Gemba” to observe the current process 
 

Answer: D     
 
Explanation: 
This question aligns with Design and Innovation , particularly process improvement methodologies such 
as Lean. Option D is correct because “going to Gemba” is a core Lean principle that means going to the 
actual place where work occurs to directly observe processes, identify inefficiencies, and understand 
real conditions. This approach supports data-driven, frontline-informed improvement and is 
fundamental to eliminating waste and improving value. Option A reflects patient-centered care but is 
not specifically a Lean method. Option B contradicts Lean principles, which focus on reducing 
unnecessary steps , not adding them. Option C relates to strategic planning rather than process 
improvement methodology. CPXP emphasizes Lean thinking as a way to design efficient, patient-
centered systems , with Gemba observation being a critical first step in meaningful improvement. 

Question: 4   
 
In a patient- and family-centered care environment, what is the PRIMARY role of the family/caregiver? 
 
A. To advocate for the patient 
B. To provide care for the patient 
C. To make decisions for the patient 
D. To ensure that the patient is safe 
 

Answer: A     
 
Explanation: 
This question aligns with Partnership and Advocacy , emphasizing the role of families and caregivers in 
patient-centered care. Option A is correct because the primary role of the family/caregiver is to 
advocate for the patient’s needs, preferences, and values , especially when the patient may be 
vulnerable or unable to fully communicate. CPXP principles highlight that families are essential partners 
in care, helping ensure that the patient’s voice is heard and respected in decision-making. While 
caregivers may provide support (B), assist in decisions (C), and contribute to safety (D), these are 
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secondary roles that depend on the patient’s condition and preferences. Advocacy remains the core 
function, ensuring alignment with the patient’s goals and promoting dignity, respect, and effective 
communication within the care team. 

Question: 5   
 
Some important topics to consider in building effective cultural competence learning opportunities 
include all of the following EXCEPT: 
 
A. Full knowledge of cultural practices and beliefs. 
B. Effective cross-cultural communication. 
C. Supervising a multicultural workforce. 
D. Working effectively in diverse teams. 
 

Answer: A     
 
Explanation: 
This question aligns with Partnership and Advocacy , particularly cultural competence and equitable 
care. Option A is correct because expecting full knowledge of all cultural practices and beliefs is 
unrealistic and not the goal of cultural competence . CPXP principles emphasize that cultural 
competence is about awareness, humility, curiosity, and effective communication , rather than 
mastering every cultural detail. Healthcare professionals are encouraged to engage patients as 
individuals, ask respectful questions, and adapt care based on patient preferences. Options B, C, and D 
are all appropriate components of cultural competence training, as they focus on communication, 
teamwork, and managing diversity in healthcare settings. Effective cultural competence education 
prioritizes skills and behaviors that support respectful, individualized care , rather than attempting to 
achieve exhaustive knowledge of all cultures. 

Question: 6   
 
When is the BEST time to do service recovery follow-up? 
 
A. Immediately after the issue arises 
B. 24 hours after the issue arises 
C. After fully researching and validating concerns 
D. After discharge/appointment ends 
 

Answer: A     
 
Explanation: 
This question aligns with Partnership and Advocacy , which emphasizes responsiveness, trust-building, 
and timely communication with patients and families. In CPXP practice, service recovery should occur as 
close to the point of service failure as possible , making immediate follow-up the best option. Prompt 
action demonstrates attentiveness, empathy, and a genuine commitment to resolving concerns, which 
helps rebuild trust and prevent escalation of dissatisfaction. Option A is correct because timely 
acknowledgment and response are critical components of effective service recovery. Option B 
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introduces unnecessary delay, Option C may postpone response too long while investigating, and Option 
D is reactive and too late to influence the patient’s experience in real time. CPXP principles highlight that 
early intervention is key to improving outcomes and reinforcing a patient-centered culture. 

Question: 7   
 
Which of the following play a preeminent role in molding strategic targets, resource allocation, and 
performance monitoring plans that support an organization ' s vision? 
 
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 . 

Question: 8   
 
Which method is BEST used to engage patients and family members about their concerns and 
suggestions for improvement in a healthcare organization? 
 
A. Interview employees who have been patients. 
B. Hold quarterly patient and family focus groups. 
C. Conduct weekly point of care surveys. 
D. Establish a patient and family advisory council. 
 

Answer: D     
 
Explanation: 
This question aligns with Partnership and Advocacy , which emphasizes actively involving patients and 
families as partners in care design and improvement. Option D (Establish a patient and family advisory 
council) is the best answer because it creates a formal, ongoing structure for continuous engagement , 
allowing patients and family members to collaborate directly with healthcare leaders and staff. Advisory 
councils provide sustained input, co-design opportunities, and meaningful influence on policies, 
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processes, and experience improvements. Option B (focus groups) offers periodic feedback but lacks 
continuity and partnership depth. Option C (surveys) gathers data but is less interactive. Option A is 
indirect and does not fully represent authentic patient perspectives. CPXP principles highlight that true 
partnership is achieved through consistent, structured involvement like advisory councils, not one-time 
or transactional feedback methods. 

Question: 9   
 
The spouse of a dying patient continuously asks to speak to multiple members of the healthcare team 
and seems to be confused about the next steps in the patient’s care. Why is the best course of action a 
family meeting with the members of the multidisciplinary team? 
 
A. To support the spouse, who needs more support than the patient at this time 
B. To discuss palliative care, which is the most important aspect of the situation 
C. To avoid splitting the staff and creating an ambiguous atmosphere for the patient and the staff 
D. To ensure that all stakeholders review the plan of care in a collaborative manner 
 

Answer: D     
 
Explanation: 
This question aligns with Partnership and Advocacy , which emphasizes clear communication, 
collaboration, and shared decision-making among patients, families, and care teams. A multidisciplinary 
family meeting is the best approach because it brings all stakeholders together to review and align on 
the plan of care , ensuring consistent messaging and reducing confusion. CPXP principles highlight the 
importance of transparency, coordinated communication, and inclusion of family members as care 
partners , especially in complex or end-of-life situations. Option D reflects these principles by focusing 
on collaboration and clarity. While emotional support (A) and discussing palliative care (B) may be 
components of the meeting, they are not the primary reason. Option C addresses a consequence but 
not the core goal. The primary objective is shared understanding and unified communication . 

Question: 10   
 
What should healthcare organizations do to ensure more equitable health outcomes and a better 
patient experience? 
 
A. Provide comprehensive diversity and inclusion training for all staff. 
B. Work closely with community organizations to bring care to where people are. 
C. Engage the communities they serve in understanding the bias they believe exists. 
D. Ensure an understanding of the social determinants of health that influence a patient ' s life. 
 

Answer: D     
 
Explanation: 
This question aligns with Partnership and Advocacy , particularly the focus on equity and whole-person 
care. Option D is correct because understanding the social determinants of health (SDOH) —such as 
socioeconomic status, education, environment, and access to resources—is foundational to achieving 
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equitable outcomes. CPXP principles emphasize that patient experience cannot be improved without 
recognizing the broader life factors that impact health behaviors, access to care, and outcomes. While 
diversity training (A), community partnerships (B), and engagement (C) are all important strategies, they 
are built upon a deeper understanding of these underlying influences. By addressing SDOH, 
organizations can tailor care, reduce disparities, and create more inclusive, patient-centered 
experiences that meet individuals where they are in their life context. 
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