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Clinique Ferriere

WE ARE HIRING!

About Us:

Clinique Ferriere de Bon Secours, founded in 1923, is a centenary institution and Mauritius’ first
private clinic. As a human-sized facility, it offers a comprehensive range of services, including
preventive, curative, and palliative care, all delivered with professionalism and compassion.

Customer Care & Patient Coordination Officer
Role Purpose

The Customer Care & Patient Coordination Officer acts as a non-clinical, single point of contact for
patients and families throughout their journey in the clinic.

This role ensures smooth coordination between medical, nursing, administrative, pharmacy, and
support services (including F&B), with the objective of delivering a seamless, efficient, and
compassionate patient experience from admission to discharge and transfers.

Key Responsibilities

= Patient Journey Coordination (Admission to Discharge)
Coordinate and facilitate patient admissions, transfers, and discharges across all
departments
Act as the main non-medical contact person for patients and families
Ensure all required services are aligned prior to admission (room readiness,
documentation, support services)
Follow up on patient progress during their stay to ensure continuity and fluidity of care
Coordinate discharge planning in collaboration with medical and administrative teams
e Pre-Admission & Patient Preparation
Contact patients prior to admission to communicate key instructions (fasting,
documentation, arrival time, special requirements)
Ensure patients are adequately prepared and informed before arrival
Anticipate specific needs and coordinate internally (medical, nursing, pharmacy, F&B, etc.)
e On-Site Patient Guidance & Flow Management
Welcome and guide patients upon arrival, including at Casualty
Ensure patients are properly oriented to the relevant services (wards, laboratory, radiology,
etc.)
Proactively monitor waiting patients and ensure they are attended to in a timely manner
Act as a liaison with care teams to avoid delays or gaps in patient management
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Cross-Department Coordination

Liaise with medical and nursing teams for care coordination

Coordinate with pharmacy for medication readiness

Ensure alignment with billing for administrative clearance

Coordinate with F&B services for patient-specific requirements

Ensure alignment between all stakeholders to optimize patient flow and experience
Support Services Coordination

Arrange ambulance services for admissions, transfers, or discharges when required
Proactively propose transport solutions to patients and families

Coordinate the sourcing of caregivers (“garde-malade”) for patients in need

Ensure all logistical aspects of patient support are addressed

Patient Relations & First-Level Complaint Handling

Serve as a first point of contact for patient concerns and complaints

De-escalate sensitive situations with empathy and professionalism

Resolve issues at first level whenever possible before escalation

Report recurring issues to management for continuous improvement

Billing Interface (Support Role)

Provide basic explanations to patients regarding billing and estimates

Redirect complex financial queries to the billing department

Support a smooth discharge process by ensuring administrative alignment
Weekend & Palliative Care Support

Provide coordination support for the Palliative Care Unit (USP), including weekends
Ensure continuity of patient experience and family support in sensitive contexts

Key Skills & Competencies

Strong coordination and organizational skills

Excellent interpersonal and communication abilities

High level of empathy and emotional intelligence

Ability to manage multiple stakeholders simultaneously

Proactive problem-solving mindset

Ability to work effectively under pressure and handle stressful situations

High level of flexibility and adaptability, including working different shifts based on patient
and clinic requirements
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Qualifications & Experience
Experience in healthcare, patient services, or hospitality is highly desirable
Familiarity with clinical environments is an advantage

How to Apply:

Submit your resume and cover letter to hr@cliniqueferrieredebonsecours.com with the subject
“Customer Care & Patient Coordination Officer” —[Your Name]”.

Deadline: [30™April 2026]



