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EE#24
What is the BEST way to immediately address any type of patient experience failure?

A. Capture complaints
B. Service recovery
C. Kaizen events

D. Grievance letters
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This question aligns with Partnership and Advocacy , which focuses on responding to patient needs in real time and maintaining trust.
The best immediate response to a patient experience failure is service recovery , making Option D correct. Service recovery
involves promptly acknowledging the issue, expressing empathy, apologizing, and taking action to resolve the concern while the
patient is still in the care setting, This proactive approach helps prevent escalation, rebuilds trust, and improves the overall perception
of care.

Option A (Kaizen events) is a structured improvement method but not immediate. Option B (capturing complaints) is reactive and
documentation-focused. Option C (grievance letters) is delayed and formal. CPXP principles emphasize that timely, compassionate
service recovery is critical to addressing issues and enhancing patient-centered care experiences.

HE #25
What is the KEY ingredient in connecting everyone's role to the patient experience?

A. Incentives

B. Recognition

C. Coaching for success
D. Clarity of purpose
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This question aligns with Organizational Culture and Leadership , focusing on how organizations create alignment between individual
roles and the overall patient experience. The key ingredient is clarity of purpose

, making Option C correct. When staff clearly understand why their work matters and how it impacts patient outcomes and
experiences , they are more engaged, accountable, and motivated to deliver patient-centered care. Clarity of purpose connects daily
tasks to a broader mission, reinforcing consistency across the organization. Option A (incentives) and Option D (recognition) can
motivate behavior but do not create deep understanding or alignment. Option B (coaching) supports development but depends on an
already defined purpose. CPXP principles emphasize that a clearly commumnicated purpose is foundational to building a culture
where every team member contributes meaningfully to the patient experience.

A2 #26
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 ensure that the patient is safe
C. To make decisions for the patient
D. To provide care for the patient
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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 filly communicate. CPXP principles highlight that famillies 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 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.



AE #27
Which is the BEST example of an enpathetic statement by a physician?

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

B. " You sound worried; others facing this feel a lot like you do. "
C. "I know just how you feel. "

D. " We will order three more tests to confirm what I am thinking, "
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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 "l know how you feel” can feel dismissive or assunptive. 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.

EE #28
One of'the most fundamental factors in making patient experience improvement a top priority in any organization is the inclusion of
which of the following?

A. External consultant
B. Experience educator
C. Executive coach

D. Executive chanmpion
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This question aligns with Organizational Culture and Leadership , which emphasizes the critical role of leadership in driving patient
experience initiatives. Option A (Executive champion) is correct because sustainable improvement in patient experience requires
visible, committed leadership at the highest level . An executive champion actively advocates for patient experience, aligns it with
organizational strategy, allocates resources, and ensures accountability across departments. This leadership presence signals that
patient experience is a priority, not an optional initiative. Options B, C, and D may support improvement efforts but lack the
authority and influence needed to drive organization-wide change. CPXP principles highlight that without strong executive
sponsorship, patient experience efforts often fail to gain traction, making executive leadership engagement a foundational element of
success.
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