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EX I RE (Q120-Q125):

B #120

A patient speaks a language other than the primary language at the hospital where they are receiving care.

Because the care team recognizes and respects patient rights, they utilize a medical interpreter for verbal and written communication.
What is the BEST rationale for why this would be necessary?

e A The patient should be able to refuse treatment.

e B. The patient should be able to receive information in a manner and format that they understand.
e C. The patient may be able to understand pictures.

e D. The patient should be able to state their preference for how they receive information.

IFf#: B

R :

This question aligns with Partnership and Advocacy , particularly patient rights, equity, and effective communication. Option D is
correct because patients have the findamental right to receive information in a way they can understand , which is essential for
informed consent, safety, and engagement in care. CPXP principles emphasize that language barriers can significantly impact patient
understanding, decision-making, and outcomes. Using a qualified medical interpreter ensures accurate communication, reduces risk
of errors, and promotes equitable care. While options B and C relate to patient rights, they are secondary outcomes of effective
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commumnication. Option A is inappropriate and insufficient. Ensuring comprehension is the core priority, as it supports dignity,
autonomy, and high-quality patient-centered care.

HR #121
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?

e A External consultant
e B. Executive champion
e C. Executive coach

¢ D. Experience educator

Ef#: B

A -

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 mitiative. 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.

H #122

The patient experience professional identifies experience-based co-design (EBCD) as the best approach to understand and ease
growing challenges in an outpatient oncology setting. Which of the following is the BEST strategy to increase stakeholder
collaboration in the process?

A. Schedule exclusively in-person focus groups for current patients to redesign the process.

B. Develop a questionnaire for patients to learn about their exam room experience in the outpatient oncology care setting,
C. Meet with a project manager and define tactics for an outpatient oncology action plan.

D. Develop a series of staff and patient workshops to capture dialogue about different aspects of outpatient oncology
SEIVICES.

IEf#: D

fiR .-

This question aligns with Design and Innovation , specifically experience-based co-design (EBCD) , which emphasizes collaboration
between patients, families, and staff'to improve care processes. Option B is correct because EBCD relies on interactive,
collaborative workshops where stakeholders share experiences, identify priorities, and co-create solutions together. CPXP
principles highlight that meaningful collaboration occurs when patients and staffengage in dialogue, storytelling, and joint problem-
solving , rather than working in isolation. Option A is top-down and lacks co-design, Option C is limited to patients only, and Option
D is purely data collection without collaboration. Workshops create a shared understanding of experiences and foster partnership,
making them the most effective strategy to increase stakeholder engagement and drive meaningful improvements in patient-centered
care.

BR #123
What is the BEST way to engage physicians in improving the patient experience?

A. Explain to the physicians about value in health care.
B. Create a meaningful physician recognition program.
C. Review all the negative comments that they receive.
D. Ensure they understand the goals of the institution.

IEf#: B



This question aligns with Organizational Culture and Leadership , focusing on effective strategies to engage physicians in patient
experience improverment. The most effective approach is to create a meaningful physician recognition program, as it reinforces
positive behaviors and motivates continued engagement.

CPXP emphasizes that recognition and positive reinforcement are powerful tools for influencing behavior change, especially among
physicians who value peer acknowledgment and professional respect. Option A promotes a culture of appreciation and highlights
desired behaviors, making improvement efforts more sustainable. In contrast, focusing only on negative feedback (Option B) can
create defensiveness, while simply explaining value (Option C) or goals (Option D) may not drive meaningful behavior change.
Engaging physicians requires aligning motivation with recognition and purpose, making this the most impactful strategy.

H #124
Which strategy BEST demonstrates an effective integration of patient and family advisors?

¢ A Presenting completed plans for newly designed patient roomns to the patient and family advisory council

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

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

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

EfE: C

R -

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 mvolved in organizational decision-making
processes , such as hiring leadership. CPXP principles stress that effective engagement goes beyond symbolic involverment and
requires shared decision-making and co-design . Option A is more social than strategic, Option C focuses on recruitment rather than
mtegration, and Option D represents a late-stage consultation rather than early imvolverment. Including advisors on interview panels
demonstrates that their perspectives are valued and embedded in critical organizational finctions. This level of engagement ensures
that leadership aligns with patient-centered values and strengthens a culture of partnership and accountability.

B #125
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