
What Does It Look Like to Work at NCHC as a

Lives Enriched and Fulfilled.

The success of each of our employees is vital to the success of our organization and the services we provide to our community. 
Our teams took a look at what work is like in each position to provide you with key insights, challenges and rewards.

The Down Side of the Job Technology Use The Upside of the Job

Purpose of Program and Role Enriching and Fulfilling LivesNuts & Bolts of the Job

Orientation, Onboarding & Training

All employees receive general 
orientation their first week.



Working at North Central Health Care

Person Centered Service  
at North Central Health Care

Our Mission  
Langlade, Lincoln and Marathon Counties  
partnering together to provide compassionate  
and high quality care for individuals and  
families with mental health, recovery and  
skilled nursing needs.

Our Vision  
Live Enriched and Fulfilled.

Our Core Values 
DIGNITY
We are dedicated to providing excellent service with 
acceptance and respect to every individual, every day.

INTEGRITY
We keep our promises and act in a way where doing  
the right things for the right reasons is standard.

ACCOUNTABILITY
We commit to positive outcomes and each  
other’s success. 

PARTNERSHIP
We are successful by building positive relationships  
in working towards a system of seamless care as a 
trusted community and county partner. 

CONTINUOUS IMPROVEMENT
We embrace change through purpose-driven data, 
creativity and feedback in pursuit of the advancement 
of excellence.

Serving others through effective  
communication, listening to understand  
and building meaningful relationships.

At NCHC, we provide Person-Centered Service  
every day with everyone we interact with.  
Person-Centered Service has a foundation in our 
Core Values and includes:

• Serving with a proactive approach

• Serving with a caring and  
compassionate attitude

• Truly listening to understand

• Creating a safe & healing environment

• Doing no harm

• Understanding all the dimensions of  
diversity and identifying cultural influences

• Understanding and respecting life experiences

• Shared decision making

• Recognizing and building on strengths

• Involvement of others whenever possible

Employee Expectations 
At NCHC, we look for people who:

• Show up and work hard
• Do the right things for the right reasons
• Are a team player
• Provide excellent customer service with dignity
• Don’t stop until they are proud


	Purpose of Program and Role: A Guest Services Rep.operates the telephoneswitchboard and serves asthe central communications link forthe organization for those calling our main telephone lines. They are  responsible for supporting programsby connecting callers to the appropriate person or program, sometimes requiring troubleshooting and excellent attention to details while providing excellent customer service. The Guest Services Rep. also performs various clerical duties as assigned to assist other programs and departments achieve success. The Guest Services Rep. is a member of the Volunteer and Guest Services Team and provides both internal and external customer service each day.
	Nuts & Bolts of the Job: All Guest Services Rep.positions are regular part-time to ensure coverage.Services are provided 7am – 7 pm, Monday – Friday and 10 am – 6 pm, on weekends and holidays. When switchboard is closed for services,all calls are answered by our Crisis Center, which is operational 24-7.We have a Business Casual work environment with the option forjeans on Fridays. During the weekdays, most calls are for Outpatient Mental Health & Substance Abuse Services (appts, cancellations, questions, patient accounts). On Weekends, most calls are for the nursing home residents and nurse stations.
	Enriching & Fulfilling Lives: A Guest Services Rep. at NCHC is the communication lifeline to ourorganization. Clients, patients,residents, family members, visitorsand community partners call our main phone lines for a variety of reasons. People are the reason NCHC exists and having a warm voice answer every call coming into our facility provides the best in person-centered service. Many times, the Guest Services Rep. is the first person someone meets or talks with and they provide a meaning connection. You are a part of someone's healing and recovery and it is a pleasure to help people in this time of need. Many of the callers only know their concerns and not where they should turn or how to even ask for what they need. A live person answering the phones helps to get people in contact with the correct department faster. Sometimes asking questions totally changes the routing of the call. What was originally requested would not have resolved their problem. Connecting people correctly and quickly are important to better serve our clientele.
	The Down Side: Our Guest ServicesRepresentatives say: • Sometimes the worstpart of the job is waiting forthe phone to ring during slowtimes, and then waiting for the phoneto stop ringing during busy times. • Interacting with people who may be upset about their situation. But showing empathy and understanding is sometimes all you can do to help them. • There is a large amount of sitting, however a sit/stand desk workstation is available that will help alleviate sitting. 
	The Up Side: Our Guest Services Reps. saythe things that they like most are:• Interactions with a wide varietyof people from small children to elderly. • Being a small part of the healing and encouraging is very fulfilling. I believe each one of us touch many lives every day in ways we’re not even aware.   • Being able to see over time the positive impact that the services provided here have in the lives of this community and to be privileged to be a part of it is SO amazing! • I love the residents in the nursing home and also the employees and I love that I have a supervisor that will take the time to go over concerns. That is HUGE in my eyes. • Knowing I was helpful and they walk away with a smile on their face is the best feeling in the world.
	Technology Use: Employees will use basic Microsoft applications and based on level of expertise will be able to assist other programs with tasks based on interest. Training provided as needed. Cisco switchboard phone system, online learning through UltiPro. Web-based data management tools, phone directories, etc.
	Orientation, Onboarding & Training: Then for the first few scheduled weeks (based on availability) new employees will job shadow and train alongside coworker. Web-based learning modules are assigned as needed for compliance and development. Facility tours and in-person introductions are also given.
	Position Name and Department: Guest Services Representative?


