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Job Description

Premier Hospital is an 82 bed specialized hospital located in Nyali, Mombasa offering high

quality emergency, outpatient and inpatient care. We have a patient centered culture and our

approach is to provide you with comprehensive healthcare, which is focused on all aspects of

your health and overall well-being. Our service delivery model is anchored on Compassion,

Care and Competence. Our Doctors, Nurses, other Medical Professionals and support

staff will provide you with personal service with great regard to respect and dignity to ensure

that your experience with us is as comfortable as possible.

Job Purpose

To ensure smooth floor operations and patient flow within the hospital through the provision

of excellent customer experience practices.

Core Responsibilities

Ensuring every customer of Premier Hospital receives the Premier Experience.

Educate colleagues on the various ways to humanize patient experience based on feedback

from individual patients and their families.

Develop decision support reports using findings from analysis of trends in complaints to

mentor individuals and departments to develop appropriate service action plans.

Developing customer experience reports that will assist the hospital management in

decision making processes.
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Manning the customer experience desk, handling inquiries and information management in

line with customer requirements.

Handling customer complaints to completion in-line with the hospital Customer Experience

policy.

Consult, collaborate and cooperate with departmental heads to improve the quality,

effectiveness and efficiency of customer experience, with the aim of achieving and sustaining

world-class levels of Customer Experience.

Responsible for facilitation of smooth operations in the Outpatient Department ensuring a

“conveyor-belt” like, cyclical movement of patients in the shortest time possible.

Ensuring the accurate use and compliance of QMS throughout the hospital.

Benchmark customer experience practices with world class organizations.

Ensuring smooth organization and coordination of consultant clinics within the hospital

alongside the Clinic Coordinator.

Conducting regular ward rounds in conjunction with other team leaders to interview patients,

inquire about their respective experiences’ and address any matters that may require

immediate attention.

Developing the monthly customer experience staff Rota’s and duties.

Ensuring the hospital’s customers’ best interests are upheld at all times within the policies

and framework of the hospital through regular interactions with them.

Overseeing the overall operations of all functions related to customer experience throughout

the hospital including but not limited to the CX desk, Switchboard, Concierge function,

feedback mechanisms, customer complaints, departmental meetings and staff performance

appraisals.

Ensure training of all hospital staff on customer experience.

Advising the hospital management on matters pertaining to customer experience.

Ensuring the continuous improvement of customer experience standards throughout the



hospital.

Representing the (hospital) customer experience department in various internal and external

forums.

Any other duties and responsibilities that may be allocated in furtherance of Premier

Hospital mandate.

Requirements 

Minimum Requirements and Qualifications

Minimum education level of Diploma/Degree in hospitality or related field

Customer Care training.

3 Years working experience

Hospital Working Experience will be an added advantage

Personal Characteristics & Behaviours

Customer experience training and excellent customer handling skills.

Strong leadership skills.

Strong management skills.

Strong possession of general knowledge and current affairs.

Excellent written and verbal communication skills.

Ability to communicate with customers and relay correct information.

Ability to plan and build strong teamwork, work under pressure to maintain excellent customer

experience.

Excellent problem solving and negotiating skills.

Excellent critical thinking skills.

Excellent decision-making skills with creative ideas that are customer friendly and in line with

hospital CX goals.
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