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Distinguish yourself as an expert  
in patient experience performance.

Patient Experience Leadership 
Certificate Program
Program Overview: Patient Experience is an evolving 
field with increasing accountability for the performance 
you deliver on quality, safety and service. This 
comprehensive learning program provides a real-world 
framework to improve performance and addresses the 
knowledge and skills associated with being effective in 
patient experience. You will walk away equipped with the 
tools and strategies to enhance the patient experience. 

Program Requirements: Completion of all 15 Body of 
Knowledge courses results in a Certificate in Patient 
Experience Leadership, providing an opportunity to 
distinguish you as a leader in patient experience. 

Time Commitment: The estimated time commitment is 
approximately  45 hours. Depending on the course, the 
on-demand session and virtual classroom preparation 
will take on average 120 minutes, and virtual classes are 
60 minutes. Each virtual class will be offered multiple 
times annually. To help you plan, the annual calendar 
is available by August of the previous year. Class size 
is limited and a minimum number of participants is 
required to hold each course. 

Pricing: 
$2,000 Organizational Members 
$2,400 Individual Members 
$2,675 Guests

THE BERYL INSTITUTE

KNOWLEDGE 
On-demand learning session 
providing comprehensive 
content overview

APPLICATION 
Facilitated virtual class offering 
the ability to discuss practical 
application

ONGOING NETWORKING 
PX Connect participation for 
ongoing support and learning

 EACH COURSE CONSISTS OF THREE COMPONENTS:
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COURSE OUTLINE:
Body of Knowledge Courses

LEARNING OBJECTIVES 
Internal Communication
1. Identify key aspects of interpersonal communication skills
2. Describe the vital role that interpersonal communication 

plays in the overall patient experience
3. Identify techniques to communicate empathy and 

compassion
4. Examine communication methods and techniques, which 

enhance the extraordinary patient experience

External Communication
1. Define methods to establish and support patient 

experience as a strategic organizational priority
2. Discuss key components and processes necessary to 

develop and implement a patient experience strategic 
communication plan

3. Describe strategies to support educational efforts aimed at 
developing specific behaviors integral to an extraordinary 
patient experience at every level in the organization

4. Identify methods to measure the effectiveness of the 
patient experience strategic communication plan

LEVERAGING THE PX THROUGH EFFECTIVE COMMUNICATION
There are an unlimited number of factors that impact interpersonal as well as 
organization communication effectiveness. Leveraging key internal and external 
communication strategies is essential for ensuring the optimal patient experience. 
In this course you will learn proven patient and family communication methods, 
components and processes necessary to develop and implement a strategic 
communication plan to support the patient experience and recommended 
educational efforts to reinforce the desired service behaviors. 

COACHING AND DEVELOPING OTHERS
For coaching to be successful, an organization must adopt a Coaching Culture and 
embed coaching into the way extraordinary care and service is assured on a daily 
basis. In this course you will learn how to build a coaching culture with the help of the 
Patient Experience Leader, as he or she influences others up, across and down the 
organization, assists people in expanding their visions, builds their confidence and 
unlocks their potential toward achieving their performance goals.

LEARNING OBJECTIVES
1. Identify core coaching concepts in healthcare
2. Describe the coaching process necessary to achieve an exemplary patient experience
3. Identify additional leadership coaching considerations and techniques, which promote exemplary service outcomes

CLINICAL PARTNERSHIPS
Building trusting and effective relationships/partnerships is critical in providing 
excellence in patient care, clinical outcomes and high quality patient experiences.  
Learn how to establish and sustain effective clinical relationships and to ensure 
engagement with your patient experience plans.

LEARNING OBJECTIVES 
1. Recognize how the organizational and clinical value systems form the patient experience in the hospital/clinical setting
2. Describe how the current core culture of your organization impacts the overall patient experience
3. Identify strategies to establish and sustain effective clinical (physician, nurse leaders and staff, and practitioner) relationships 

sand ensure engagement with patient experience plans
4. Identify the roadblocks and opportunities in establishing central communication by honest assessment of your organization’s 

cultures
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COURSE OUTLINE:
Body of Knowledge Courses

EMPLOYEE ENGAGEMENT
An effective and high performing healthcare team is an essential key to the success 
of any organization. Attracting and engaging customer-focused employees who are 
passionate about providing the best and most compassionate care to the patient is 
a significant ingredient to ensuring a patient experience culture. In this course you 
will learn the key characteristics and benefits of an engaged workforce, how to hire 
for service attributes, and implementation techniques to foster ongoing employee 
engagement.

LEARNING OBJECTIVES 
1. Describe attributes, characteristics and benefits of an engaged workforce
2. Identify innovative techniques to hire for service attributes
3. Identity leadership approaches to improve employee engagement
4. Describe strategies for rewarding and recognizing employee commitment to improving the patient experience

CULTURAL COMPETENCE AND DIVERSITY
Cultural sensitivity begins with a recognition that there are differences between 
cultures. These differences are reflected in the ways that different groups 
communicate and relate to one another and to healthcare professionals. In this 
course you will learn strategies and tools to support patient-centered care by 
identifying and addressing the differences in patients’ values, preferences and 
expressed needs.

LEARNING OBJECTIVES 
1. Understand the current demographics of the US population
2. Identify the basic concepts of cultural competence
3. Help the healthcare professionals identify their own cultural

values, assumptions and beliefs and recognize how this may
impact their delivery of care to their patients

4. Recognize the barriers imposed by discrepancies between
the practitioner’s and patient’s approach to health, illness
and healthcare when dealing with diverse patients

5. Learn ways to manage and bridge the discrepancies
between the practitioner’s and patient’s approach to health, 
illness and health care

6. Understand why medical decision-making may involve a
family or community, or chaplain/religious leader and not
only the individual patient

7. Develop awareness on the significance of the proper
communication and interpersonal relationship styles
including word choice, voice tone and volume, eye contact, 
gestures and proper titles

EXPERIENCE-BASED DESIGN
In private industry, design-thinking has long been used to understand and improve 
the experience of the “end user.” In healthcare today, co-design and co-production 
are now more widely used to improve patient, family, staff and clinician experience. 
In this course you will learn approaches to capturing the “lived experience” through 
various mechanisms such as observations, interviews and emotional journey 
mapping. You will also explore multiple models for co-design which place a focus 
on generating solutions based on the most urgent priorities which leads to more 
sustainable improvement over time. 

LEARNING OBJECTIVES 
1. Identify how organizations use “lived experience” to drive improvement 
2. Describe the concepts and basic approaches of experience design 
3. Investigate four steps in operationalizing experience design  
4. Create a plan in which you incorporate experience design strategies into improvement work at your organization 
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COURSE OUTLINE:
Body of Knowledge Courses

HEALTHCARE LEADERSHIP AND MANAGEMENT
In this course, you will deepen your appreciation for the role of management and 
leadership on the patient experience journey. You will learn tools to partner more 
effectively with senior leadership to change the culture to advance the patient 
experience.

LEARNING OBJECTIVES 
1. Summarize the operations of a health system
2. Successfully partner with senior leaders in creating organizational alignment and setting goals related to patient experience
3. Develop a strategic plan aligned with the mission, vision and values for advancing the organization’s patient experience
4. Identify the key drivers and define the responsibility of each level of leadership related to these key drivers. Be prepared to

describe specific tactics (the how) that leaders (including senior leaders) can implement to live out these key drivers in daily
activities

5. Compare and contrast transformational and transactional leadership and describe the impact each has on cultivating a culture
of patient-centered care and service

HOSPITALITY
The hospitality industry offers healthcare a holistic view of the guest experience. 
Learn how touch points, or the series of interactions and encounters in your 
organization, can create a positive patient experience.

LEARNING OBJECTIVES 
1. Define ‘hospitality’ within healthcare, identifying the scope and core services that contribute to its function
2. Compare and contrast the two industries: healthcare and hospitality
3. Explain evidence-based practices for introducing healing touchpoints that positively impact the patient experience
4. Explore ways in which the patient experience can be improved in your organization by identifying and evaluating its touch

points

THE HISTORY OF THE PATIENT EXPERIENCE MOVEMENT
What is the history of patient experience and how did healthcare get where it is 
today? In this course you will travel back in time to explore the past, learning about 
the many influences that have led to the current patient experience movement that 
exists today.

LEARNING OBJECTIVES 
1. Identify the origins of the patient rights and patient advocacy movements
2. Describe factors which have influenced the evolution from patient rights/advocacy to achieving the ultimate patient experience
3. Explore how the experience movement will impact our future stage of transformation
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COURSE OUTLINE:
Body of Knowledge Courses

METRICS AND MEASUREMENT
Being data-driven is essential for the patient experience professional. In this course 
you will learn how to understand, interpret and analyze data in ways that are both 
meaningful and purposeful to your organization.

LEARNING OBJECTIVES 
1. Define and describe research methodology and how it applies to the patient experience
2. Define data and describe the multiple ways data can be used and misused
3. Describe ethical handling of data
4. Use data to analyze and interpret the effectiveness of patient experience improvements

ORGANIZATIONAL EFFECTIVENESS
In order to improve the patient experience, significant organizational changes may 
be necessary. Formulating a strong implementation plan will improve the likelihood 
of success. In this course you will learn methods to assess organizational change 
readiness, create an effective improvement plan and identify the leadership roles and 
responsibilities necessary to implement the plan.

LEARNING OBJECTIVES 
1. Discuss key considerations related to organizational change readiness
2. Describe practical change management concepts and tools useful when planning for a successful organizational change
3. Describe proven techniques to identify and prioritize key patient experience improvement projects
4. Identify essential leadership competencies necessary for managing and sustaining successful organization change

POLICY
Policy, regulations and ongoing healthcare reform are a contributor to 
transformational change in the healthcare industry.  In this course you will explore 
and better understand the policy and regulatory issues that influence healthcare 
and the impact on your patient experience efforts.

LEARNING OBJECTIVES 
1. Understand how the driving forces behind improving patient experience impact regulation and policy development
2. Identify differences between mandated versus recommended reporting requirements and how each influence regulation and

policy development
3. Develop skills to monitor and respond effectively to changes in healthcare and patient experience policy
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COURSE OUTLINE:
Body of Knowledge Courses

SERVICE RECOVERY AND COMPLAINT RESOLUTION
As an essential part of delivering high quality and compassionate care, service 
recovery can be defined as the special effort patients and family members expect 
on their behalf when things have not gone as expected. It includes actions taken by 
an employee to resolve a situation that has not gone as planned or when 
expectations have not been met. Doing service recovery well is an essential part of 
delivering patient experience excellence. This course on Service Recovery will get 
to the heart of the issue, exploring the importance of effective service recovery and 
how your organization can benefit by demonstrating a sincere commitment to 
making things right when service fails in the eyes of patients and families.LEARNING OBJECTIVES

1. Illustrate the benefits of a dedicated service recovery program 
2. Define the critical components of service recovery
3. Identify service breakdowns and describe tools for managing them
4. Describe five service recovery frameworks that will help restore patient confidence
5. Identify proactive strategies that can be utilized to reduce the potential for complaints

PATIENT AND FAMILY CENTEREDNESS
Patient and family centered care is inextricably linked with patient experience, 
quality and safety. In this course, you will learn the core concepts of patient and 
family centered care and explore approaches for advancing patient and family 
centeredness at the direct care and organizational levels. You will also create a 
plan that supports your organization’s efforts to be more patient and family 
centered.   

LEARNING OBJECTIVES
1. Define Patient and Family Centered Care and its core concepts
2. Describe how patient and family centeredness impacts the patient experience
3. Explore approaches to advance patient and family centeredness at the direct care level
4. Differentiate strategies to engage patients and families at the organizational level to advance patient and

family centeredness
5. Create a plan that supports your organization’s efforts to be more patient and family centered

TECHNOLOGY
The healthcare industry is evolving thanks in part to technological advances. In this 
course you will explore the range of technology that can influence patient experience 
and how to integrate into your experience efforts.

LEARNING OBJECTIVES 
1. Explore key considerations when developing a strategy around the use of technology to improve patient experience
2. Identify the relationship between workflow and technology and the key elements in designing effective workflows and systems
3. Define the factors when putting strategies into action to help ensure their success
4. List the three primary resource elements to consider when planning a technology implementation
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RECOMMENDED PUBLICATIONS:
PX Press Bookstore

In addition to the PX Body of Knowledge courses and Certificate Programs, the PX Press Bookstore offers additional 
resources on ways to contribute to a positive healthcare experience for patients, families and the community. Browse 
through the publications and find educational resources to support your professional development and improve the 
patient and family experience. These publications are sold separately from Certificate Programs.

CPXP WORKBOOK: A PREPARATION GUIDE FOR THE CERTIFIED PATIENT 
EXPERIENCE PROFESSIONAL EXAMINATION
Developed by The Beryl Institute with input from current CPXPs, this workbook offers 
recommendations and important considerations as you develop a personal study plan in 
preparation for the CPXP examination offered through Patient Experience Institute.

IN THE NAME OF THE PATIENT
This publication is a comprehensive resource for healthcare Patient Advocates. It addresses 
consumer advocacy, patient representation and special challenges such as complaint 
management, quality improvement, ethical issues, legal, risk management and compliance with 
regulatory standards.

A PATIENT-CENTERED APPROACH TO HANDLING COMPLAINTS AND 
GRIEVANCES
This guide assists Patient Advocates, and others in healthcare organizations, to anticipate, meet 
and exceed the expectations of patients receiving care. The handbook explores the history of 
the creation and evolution of the CMS regulations, the intent of the guidelines and examples of 
policies to assist Patient Advocates in managing grievances and complaints more effectively in 
their organizations.

2016 EXPANDED EDITION: THE WRITTEN WORD: GUIDELINES FOR 
RESPONDING IN WRITING TO PATIENT CONCERNS
Thoroughly revised and updated, this product includes the latest guidelines and 
recommendations for written responses to patient concerns and grievances. The Word file 
response letter templates are organized on a flash drive for easy download and editing to fit the 
needs of the situation.

THE SKY IS FALLING...SO THEY CALLED ME: VOLUMES ONE AND TWO 
These publications are a compilation of true stories about the best, worst, saddest and funniest 
experiences of the authors in the patient advocate profession.

VISIT THE PX BOOKSTORE  




