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R #137
Which strategy should the patient experience professional employ to help support the successful implementation of a new rewards

and recognition program?

A. Ask managers to include the program in their daily huddles.

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

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

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

IEf#: D

AR

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 programis 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.

Z M #138
Which is the MOST effective example of staff recognition?

A. Sharing positive patient comments in the organization's newsletters

B. Posting patient experience scores in public areas for everyone to see

C. Reading a positive patient letter during a town hall meeting

D. Thanking the staft for their efforts during a personal visit from the senior leader

IEf#: D

A -

This question aligns with Organizational Culture and Leadership , which emphasizes staff engagement, recognition, and creating a
culture of appreciation. The most effective recognition in CPXP practice is personal, timely, and meaningful . Option D is correct
because a direct, personal acknowledgment from a senior leader demonstrates genuine appreciation, reinforces desired behaviors,
and strengthens emotional connection with staff. This type of recognition is more impactful than generalized or indirect methods.
Option A and B provide recognition but are less personal and may not directly reach or resonate with the individual staff member.
Option C focuses on performance transparency rather than recognition. CPXP principles highlight that authentic, individualized
recognition from leadership is a key driver of staff engagement, which directly influences patient experience outcomes.

H #139
A patient experience professional has been asked to participate in the formation of a patient and family advisory council (PFAC).

What is the MOST appropriate first step to ensure that the goals of this responsibility are fulfilled?

e A Present the idea to unit-based staff for their input, taking into consideration feedback that they have obtained from their
own professional experiences.

¢ B. Review patient satisfaction comments in order to solicit ideas for the formation of the PFAC.

e C. Engage currently admitted patients and famillies to obtain ideas on next steps for the formation of the PFAC.

¢ D. Read available literature and consult with other organizations who have successfully implemented patient and family
advisory committees.

Ef#: D

A -
This question aligns with Partnership and Advocacy , which emphasizes building structured, sustainable approaches to engaging
patients and famillies. The most appropriate first step in forming a Patient and Family Advisory Council (PFAC) is to review



established best practices through literature and consultation with experienced organizations . CPXP guidance highlights the
importance of intentional design, clear purpose, defined roles, and evidence-based frameworks when creating advisory structures.
Jumping directly to patient or staff input (Options A, B, C) without a foundational understanding may lead to unclear goals or
neffective structure. By first learning from proven models, the organization ensures alignment with industry standards and increases
the likelihood of a successful, sustainable PFAC that meaningfully engages patients and families in organizational improvement efforts.

H A #140
‘What measures the dispersion of the data set?

A. Median
B. Variance
C. Mode
D. Distance

Ef#: B

R -

This question aligns with Measurement and Analysis , which involves understanding and interpreting data to guide patient experience
improverrent. Variance (Option D) is a statistical measure that quantifies the spread or dispersion of data points around the mean ,
indicating how much variation exists within a dataset. In patient experience work, understanding variability is critical for identifying
consistencies in care delivery and performance across units or providers. Option A (imedian) and Option C (mode) are measures
of central tendency, not dispersion. Option B (distance) is not a standard statistical measure i this context. CPXP emphasizes the
importance of using appropriate statistical tools, such as variance, to analyze performance data, identify trends, and support data-
driven decision-making for improving patient-centered outcores.

HM #141
‘When individualizing care to advance a culture of patient, long-term care resident, and family partnership, what is the MOST
important thing to consider?

e A Adjusting the level of staffing in order to allow time for patient, resident, and family connections
e B. Encouraging the family to participate in the patient or resident experience

e C. Developing the plan of care and letting the patient know what to expect

¢ D. Integrating the patient ' s or resident ' s personal goals and ensuring engagement in their care

IEf#: D

fiR .-

This question aligns with Partnership and Advocacy , which emphasizes person-centered care grounded in individual values,
preferences, and goals. Option A is correct because integrating the patient's or resident's personal goals and actively engaging them
in their care is the foundation of true partnership. CPXP principles highlight that care should be co-created with the patient , ensuring
that decisions align with what matters most to them. While informing patients (B), mvolving family (C), and ensuring staffing support
(D) are all important, they are secondary to understanding and honoring the individual's goals. Without this foundation, care risks
becoming standardized rather than personalized. By prioritizing patient-defined goals and engagement, organizations foster
autonomy, improve adherence, and create more meaningful, respectful care experiences.

B #142
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