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CPXP Practice Exam

During nurse rounding. o mother complains that the whiteboasd in her childs ream is not shvays up bo
date. What i the best FIRST step fof the perion conducting the rounding? - corfect andwer Agologize to
the mather and thank her for this feedback.

A patient, Mrs. Garza, is agitated a3 she reaches the registration dedk late for her first Jopeintment.
After greeting M. Garza, which of the foBiowing comments s BEST coming from the receptionist? -
corrett anvwer We are glad you are here, sorry you hasd trouble with the directions. pledse kave 2 seat
and we will be with you shorily

A hodpital received a letter Fram a patient attached Lo a patienl cxperience Jurney regquesting a eview
of the patients inpatient slay, ghven concernd related to Lk of cocddinated cane among the providers
eausing linancial hardship and stress to the famiy - correct anveeer The hoapital should treat the
cormmanication a4 a grievance

A hospital patient is extremely upset with ibe comrsmunication lrom her provider on the plan of care.
What is the BEST strategy among the following? - corfect arswer Lisben empathetically 1o the patient

15 theve a bBraeframe by which 2 grievance must be resobred? - commedt andwer On average, 7 days, unless
Indormed that folow up will be provided within 3 staded rumiber of das,

Wheen i 3 grievande considenad resohved” - connect anver Patient & provided with written notice that
eontains the name of the crganirations comact person, the steps taken on behall of the patiend. the
resubis of the process and date. When the patient recennes the letter and ks sodichied with the actions
taken cn his/her behall the grievance b condidered resobed.

Can billing conterns be a grievance? - correct ormwer Mot wually considered

Shauld | captune info obitaired with st action survieys and make them gricvances? - colnect snawer Il
b padiendg wiited oF Attt hed Lo the sury 3nd requeeits resolution, than the complaint i a grevance,
Criher survey responses are not condidiened Complaints OR grievances.
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B i) Patient Experience Institute CPXP 4 &% il B & (Q19-Q24):

il =8 #19
‘What would be included as part of a central process when applying Lean principles to health care?

A. Mystery shopping

B. Experience diagramming
C. Community interviewing
D. Value stream mapping
EXR: D

it B B -

This question aligns with Design and Innovation , specifically the application of Lean methodology in healthcare. Option B (Value
stream mapping) is correct because it is a core Lean tool used to analyze and visualize the flow of processes, identifying steps that
add value and those that create waste. In healthcare, value stream mapping helps teams understand patient flow, reduce delays,
eliminate nefficiencies, and improve care delivery. Options A (mystery shopping), C (experience diagramming), and D (community
interviewing) are not central Lean tools, although they may support broader experience improvement efforts.

CPXP principles emphasize using structured methodologies like Lean to redesign care processes with a focus on efficiency, quality,
and patient-centered outcomes, making value stream mapping a foundational component.

R #20
‘Which policy change BEST reflects respect for the value of family members as partners in a patient's well- being and recovery?

A. Changing infection prevention policies to allow family pets to visit

B. Changing visitation hours to a 24-hour/7-day family access policy

C. Changng policy to allow family members to remain directly at the bedside during resuscitation attempts
D. Changing policy to define care tasks to be done by family members in caring for the patient at home

EX: B

AR A«

This question aligns with Partnership and Advocacy , which emphasizes recognizing family members as essential partners in care.
Option A is correct because implementing a 24/7 open visitation policy directly supports patient- and family-centered care by
allowing care partners to be present, engaged, and supportive throughout the care experience. This promotes emotional well-being,
improves communication, and strengthens collaboration between staff and families. Option B is not broadly applicable and may
conflict with safety standards. Option C shifts responsibility rather than promoting partnership. Option D supports family presence
but is limited to a specific situation rather than a system-wide policy. CPXP principles emphasize creating inclusive policies that
consistently enable family involverment as partners in healing, decision- making, and recovery.

FIE #21
Which statement BEST describes HCAHPS?

A. An internal employee engagement survey used only for hospital workforce culture

B. A financial benchmarking tool for payer reimbursement performance

C. A national, standardized, publicly reported survey of patients' perspectives of hospital care
D. A complaint-resolution workflow used only in ambulatory clinics

ZER: C

f R A -

This question belongs to Measurement and Analysis because CPXP expects patient experience professionals to use valid data
sources and share feedback in ways that inform improvement. HCAHPS stands for Hospital Consumer Assessment of Healthcare
Providers and Systens and is the first national, standardized, publicly reported survey of patients' perspectives of hospital care. That
makes B the correct answer. In CPXP practice, HCAHPS is valuable because it helps organizations identify performance gaps,
compare results over time, and connect patient feedback to improvement priorities. Options A, C, and D are incorrect because they
describe other organizational tools, not the core purpose of HCAHPS. In short, HCAHPS is a foundational measurement source for
understanding inpatient experience from the patient's perspective and turning that information into action.



i RE #22
Which is the BEST approach to obtaining employee commitment to a new process or initiative designed to improve the patient
experience?

A. Explain at the start of implementation why the change is occurring,
B. Involve staff'in the design and development of the process.

C. Provide incentives to managers for implementation success.

D. Have managers monitor and measure the process.

EX: B

it BB -

This question aligns with Organizational Culture and Leadership , particularly employee engagement and change management.
Option D is correct because CPXP emphasizes that true commitment comes from involvement and ownership . When staff are
actively engaged in the design and development of a process , they are more likely to understand, support, and sustain the change.
This participatory approach builds trust, reduces resistance, and leverages frontline insights. Option C (explaining why) is important
but not sufficient alone to secure commitment. Option A (monitoring) and Option B (incentives) may drive compliance but not
genuine engagement. CPXP highlights that co-creation and collaboration are essential for lasting cultural change , making staff
involverment the most effective strategy for achieving meaningful and sustained commitment.

R #23
Which is the MOST significant benefit when being transparent with a provider's patient experience data?

A. Creating a sense of urgency and accountability for improvement
B. Identifying where positive practices are occurring

C. Identifying top performers for the purpose of recognition

D. Encouraging competition among high performers

ER: A

fE AR A -

This question falls under Measurement and Analysis , particularly the use of data to drive improvement.

CPXP principles emphasize that transparency in patient experience data is intended to promote accountability and motivate
meaningful change , not competition or recognition alone. Option C is correct because sharing performance data openly helps
providers understand gaps, take ownership, and feel a sense of urgency to improve care delivery. This aligns with the CPXP focus
on using data to inform action and support continuous improvement. Option A may create unhealthy competition, while B and D are
secondary benefits but do not drive system-wide improvement. Transparent data fosters a culture where providers are engaged,
responsible, and committed to enhancing patient-centered outcomes across the organization.
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