PUBLIC SERVICE COMMISSION CIRCULAR NOTE NO. 97 OF 2023

Vacancy for Post of Health Complaints Co-ordinator/Senior Health Complaints Co-ordinator

II.

III.

Ministry of Health and Wellness

Applications are invited from qualified officers of the Ministry of Health and
Wellness who wish to be considered for appointment as Health Complaints
Co-ordinator/Senior Health Complaints Co-ordinator in the Ministry.

QUALIFICATIONS

A.

By selection from among officers of the Ministry who hold a
substantive appointment in their respective grade and who possess a degree
in Health Care Management or Health Services Management or Nursing
with Health Services Management from a recognised institution or an
equivalent qualification acceptable to the Public Service Commission.

B. Candidates should -

(i) reckon at least ten years' experience in the health sector inclusive of
two years' experience in the field of Complaints Management and
Communication;

(ii)  be versatile and adaptable to different work situations and conditions;

(il possess strong interpersonal and communication skills;

(iv) possess strong analytical skills and have a multi-disciplinary
approach to problem-solving; and

(v) be customer-focused, proactive and have a high sense of integrity and
professionalism.

NOTE

1. Candidates should produce written evidence of experience claimed.

2. The onus for the submission of written evidence of experience claimed
and equivalence of qualification (if applicable) from the relevant
authorities (Higher Education Commission or Mauritius Qualification
Authority) rests on the candidates. Applications will not be considered in
case of non-submission of written evidence of experience and
Equivalence Certificate, as appropriate, by the closing date.

ROLE AND RESPONSIBILITIES

To be responsible for maintaining a high standard of efficiency in complaints

management in the health sector.

2/...



IvV.

DUTIES AND SALARY

1.

10.

To assist the head of the Ministry through the Director-General, Health
Services in the setting up of a Customer Complaints Framework for the
settlement of complaints from various stakeholders including members of
the public.

To coordinate and facilitate the complaints handling process from receipt to
closure, while ensuring that all complaints are managed and resolved in an
efficient and effective manner.

To ensure that visits to the concerned health premises are effected with a
view to gathering accurate information pertaining to on-going enquiries.

To supervise complaints, analyse evidence, provide relevant advice and
identify root cause of complaints and report same to the Director-General,
Health Services.

To seek relevant information from public health institutions such as
Regional Hospitals, Mediclinics, Area Health Centres, Community Health
Centres, Dialysis Centres and all different departments of the Ministry.

To act as a facilitator/mediator between the complainant and different
heads of departments/employees of the Ministry.

To disclose authorised information during live interviews in the media in
compliance with policy, legislation and standards and to ensure that
confidentiality, privacy and integrity of information are adhered to with a
view to improving customer outcomes.

To work in close collaboration with other stakeholders on issues relating to
complaints as well as to develop and maintain collaborative relationships
with all stakeholders with a view to developing a mutual understanding on
complaints management processes and facilitate effective complaints
resolution.

To represent the Ministry in meetings with relevant organisations, as and
when required.

To carry out —
(i) routine site visits in various health institutions of the Ministry; and
(1) in-depth investigation into cases relating to complaints with relevant

departments and to collect information, data and materials, as
required.
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11.

12.

13.

14.

15.

16.

17.

18.

19.

Note

-3-

To develop strategies for the continuous monitoring, evaluation and
improvement of complaints management and make recommendations to
facilitate informed decision-making, drive service improvements and build a
culture of continuous improvement.

To support and enable positive customer outcomes.
To respond to queries from members of the public.

To coordinate and supervise the work of subordinate staff of the
Public Complaints Unit and enhance service quality of the Unit following
customer feedback.

To keep a record of all complaints reported for investigation and follow-up
purposes/action taken and to compile a statistics thereof.

To assist in the improvement of quality care and service in public health
institutions on the basis of statistical data.

To communicate with the National Disaster Risk Reduction Management
Centre during cyclones, torrential rains and natural disasters and to provide
relevant information to different departments of the Ministry.

To use ICT in the performance of his duties.

To perform such other duties directly related to the main duties listed above
or related to the delivery of the output and results expected from the Health
Complaints Co-ordinator/Senior Health Complaints Co-ordinator in the
roles ascribed to him.

The Health Complaints Co-ordinator/Senior Health Complaints Co-ordinator will
be required to work at staggered hours.

The permanent and pensionable post carries salary in scale Rs 30,700 x 825 -
35,650 x 900 - 37,450 x 950 - 42,200 x 1,300 — 46,100 x 1,575 - 49,250 x 1,650 —
54,200 x 1,700 — 62,700 a month.
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VI.

MODE OF APPLICATION

1.

Quualified candidates should submit their application on PSC Form 7 which
may be obtained either from the Enquiry Counter of the Ministry of Public
Service, Administrative and Institutional Reforms, Ground Floor, Emmanuel
Anquetil Building, Port Louis or from the Enquiry Counter of the Public
Service Commission, 7, Louis Pasteur Street, Forest Side or from the Chief
Commissioner’s Office, Port Mathurin, Rodrigues or from the offices of the
Mauritius High Commissions/Embassies overseas.

Application Forms should be submitted in duplicate, the original to be sent
directly to the Secretary, Public Service Commission and the duplicate
through the Senior Chief Executive, Ministry of Health and Wellness.

This circular together with the Application Form (PSC Form 7) are available
on the website of the Public Service Commission at https://psc.govmu.org

Acknowledgement of applications will be made, as far as possible, by e-mail.
Candidates are, therefore, advised to submit their e-mail address.

Candidates are also advised to read -carefully the “NOTES AND
INSTRUCTIONS TO CANDIDATES” before filling in the Application Form.
Care should be taken to fill in the Application Form correctly. Incomplete,
inadequate or inaccurate filling of the Application Form may entail
elimination of the candidate.

CLOSING DATE

Application Forms should reach the Secretary, Public Service Commission, 7, Louis
Pasteur Street, Forest Side, not later than 15 00 hours (local time)
on Tuesday 28 November 2023. Application Forms received after the specified

closing date and time will not be considered.

Public Service Commission,
7, Louis Pasteur Street,

Date: 08 November 2023 FOREST SIDE.



https://psc.govmu.org/

