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EHE #93
What is the median for this group of numbers?
13,18, 13, 14, 13, 16, 14,21, 13

A0
B. 1
C.2
D.3

HE: C

Y.

This question falls under Measurement and Analysis , which includes understanding and interpreting data to inform decision-making,
To find the median , the numbers must first be arranged in ascending order: 13, 13,

13, 13, 14, 14, 16, 18, 21. Since there are 9 values (an odd number) , the median is the middle (5th) value , which is 14 . The
median is a key statistical measure used in patient experience data analysis because it is less affected by extreme values (outliers)
compared to the mean. In CPXP practice, using the median helps provide a more accurate representation of central tendency in
skewed data sets, such as survey responses or wait times. This supports better insights and more reliable decision-making in
improving patient experience outcomes.

HE #94
Which of the following can ONLY be achieved through qualitative data collection methods?

A. Determining the healthcare priorities of the community served

B. Understanding why patients feel a certain way about their care experiences
C. Identifying top opportunities for patient experience improvement

D. Measuring a healthcare organization's performance on patient satisfaction

3
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This question aligns with Measurement and Analysis , specifically differentiating between qualitative and quantitative data. Qualitative
methods (such as interviews, focus groups, and open-ended feedback) are uniquely suited to understand the "why" behind patient
perceptions and experiences , making Option C correct. These methods provide rich, descriptive insights into emotions, motivations,
and underlying reasons for satisfaction or dissatisfaction. Options A and B can be informed by both qualitative and quantitative data,
while Option D relies primarily on quantitative measures like surveys and scores. CPXP principles emphasize that while quantitative
data identifies trends and performance levels, qualitative data is essential to interpret those findings and uncover root causes ,
enabling more targeted and meaningful patient experience improvements.

HE #95
‘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 commumities they serve in understanding the bias they believe exists.

D. Ensure an understanding of the social determmants of health that influence a patient ' s life.

He:. D

MY

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 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 therr life context.



EHE #96
In a patient- and family-centered care environment, what is the PRIMARY role of the family/caregiver?

A. To make decisions for the patient
B. To provide care for the patient
C. To advocate for the patient

D. To ensure that the patient is safe

HE: C

Y.

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 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 comnumication within the care team

HE#97
Ofthe following process improvement methodologies, which MOST directly engages the customer in the process?

A. Lean

B. Total Quality Management
C. Experience-Based Design
D. Six Signa

e C

MH.

This question aligns with Design and Innovation , which focuses on creating solutions that are human- centered and co-designed with
patients and families. Experience-Based Design (EBD) is the methodology that most directly engages the customer (patient) in the
improvement process. EBD emphasizes co-design , where patients, families, and staff work together to understand experiences and
redesign services based on real needs and emotions. In contrast, Lean, Six Sigma, and Total Quality Management primarily focus on
efficiency, variation reduction, and process control, often relying more on internal analysis than direct customer involvement. CPXP
highlights that meaningful patient experience improvement requires actively partnering with patients , making EBD the most aligned
approach for directly engaging customers in designing better care experiences.
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