
 
 

Policies and Procedures 

 
 

 
 
 
 
 

These Policies and Procedures are intended to be helpful in allowing all of us to 
maintain an atmosphere of family for both our staff and our clients. This is partly 
what makes RCS such an enjoyable place to work. 
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Booker instructions 
For any instructions involving booker, you will need to go to www.booker.com 
and log in (look for login option toward the top right of the screen) with your 
account name, username, and password. Bookmark the login page for quicker 
access. You’ll be using Booker every day you are in the office. 
The account name is: restorationcs. 

 
Making a new client account (Clinician view) 
 
Most of the time, clients will book their appointments on their own, but there are 
cases when you might be booking an appointment for them (for example, an 
elderly client or someone who is not computer savvy). 
 

1. First, click on the customer tab toward the left top of the page. Then click on 
the green New Customer button. 

2. Enter the client’s first and last name, email address, and phone number. Be 
sure to check the receive emails option and also ask your client if they would 
like to receive text message confirmations and reminders. 

3. Scroll down to the bottom of the page after their information has been 
entered, and click the save button. Once you click save, their account has 
been made. You are now able to book an appointment for your client.  

 
Helping a new client make their own account (client view) 
 

1. First, direct your client to our website: https://restorationcs.com/schedule/ 
2. This will take your client directly to where they need to go to create an 

account so that they can make appointments.  
3. Next, direct your client to the sign up/log in option toward the top right of 

the scheduling window. This will allow your client to make their account 
first, and then they will be able to make an appointment. 

4. To make their account for the first time, they will need to fill out the 
necessary fields on the left hand side of the screen. Once the information is 
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added, tell them to click the button on the bottom that says sign me up and 
log me in. Now they’re automatically logged into their account. 

 
 
Booking appointments (Clinician view) 
 

1. First, select the appointment time you would like to book by clicking on an 
open appointment time on your schedule.  

2. Next, select the correct appointment/service type (First Appointment, 
Ongoing Appointment, Extended Appointment, etc.)  

3. Fill in the client’s name in the name field. Begin typing the first name of 
your client and their full name will show up. Keep typing to narrow-down 
your available choices. 

4. *If you are trying to make an appointment for a client who does not have an 
account yet, type in their first name, and a gray button will appear at the 
bottom of the menu options (customer not in the list? Add New Customer). 
Click the gray button, and fill in your client’s information. It is NOT 
necessary to fill in their address. Once the information is filled in, click book 
appointment. This step creates an account and an appointment for your 
client. 

5. Make sure the box next to the envelope is selected for the client to receive an 
appointment confirmation email and reminder emails (check the box next to 
the phone if your client would like to receive text message reminders). 

6. When all of the information is added and correct, click “Book 
Appointment.” 
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Example: 

 
 
Booking appointments (client view) 
 

1. Direct your client to our website at https://restorationcs.com/schedule/ 
2. Tell them to log in with their username and password (login option is toward 

the top right side of the scheduling window). 
3. Once logged in, your client will see their homepage with the options to 

select an appointment type, counselor, and date for appointment. Available 
appointments will appear, and they will have the option to select which time 
works best for them.  

4. After selecting a time, a confirmation window will appear with the price for 
the session, click ok. 

5. The client will then be redirected to the last step of making their 
appointment. They’ll double check that all of their contact information is 
correct, they have the option to send a confirmation text to themselves, 
accept our cancellation policy, and lastly complete the booking. Their 
appointment will now show up on your schedule. 
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Example: 

 
 
Adding a credit card to a client’s account (clinician view) 
 

1. First, type in your client’s name in the search box at the top middle of the 
website screen. Select the right client’s name and put your mouse on it, then 
select view customer’s profile. This will take you to this client’s account.  

2. To check if there is already a credit/debit card on file, look toward the top of 
the screen under the client’s name. Click on the blue “billing” tab. There you 
will see the type of card, the last four digits and the cardholder’s name.  

3. If there is not a card on file (or your client would like to change their card on 
file), go to the billing tab toward the middle of the screen. [picture 3a.] 

4. Select +Add Card, and the add card window will appear. Enter your client’s 
card number, expiration date, and cardholder's name. Once the information 
is entered, click save [picture 3b]. As a safety measure, click the green save 
button as well after the add card window closes. Your client’s card is now on 
file. Client’s may add several cards to their account, and you can go between 
them selecting the card they would like to use for their visit and saving the 
selection as the default (you’ll know what card is selected if it has a filled-in 
green dot by it [picture 3c]). 

 
 
 

September 2017           PAGE 7 of 36 



Example: 
3a. 

 
3b. 

 
3c. 
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Adding payment to a client’s account (client’s view) 
 

1. First, direct your client to www.restorationcs.com/schedule/ 
2. Tell client to log in using their email and password 
3. Go to the “My Account” tab 
4. Go to payment information 
5. Enter credit/debit card information and billing address and click update.  

 
Example: 

 
 
 
Changing Appointment Types 
 
Booker has the ability to generate monthly reports that help administration track all 
new and ongoing appointments. Please be sure the correct appointment type is 
selected so that reports are accurate. For example, if a current client accidentally 
selects “First Appointment” instead of  “Ongoing Appointment,” please edit the 
appointment to reflect the appropriate appointment type. This helps administration 
maintain accurate records.  
 

1. To change an appointment type, go to the appointment on Booker, and right 
click on the appointment. A menu with several options will appear. 

2. Select EDIT, and another window with the appointment details will open. 
Change the appointment type at the top next to the service options. Do not 

September 2017           PAGE 9 of 36 

http://www.restorationcs.com/schedule/


drag the appointment up or down in booker to make it shorter or longer 
because that will not change the appointment type, it will only change how 
much time it occupies on your schedule.  

3. To finalize the change, double check that the information is correct, and 
click on the green “Update Appointment” button. 

 
Example: 

 
 
Cancelling appointments 
 

1. First, select the appointment you would like to cancel by right clicking on 
the appointment. 

2. Next, a menu with several options will appear, select cancel appointment 
3. On the “Cancel Appointment” window, select “Early Cancel.” 
4. This option cancels the appointment, removes it from your schedule, and it 

will show up as a cancelled appointment on the client's profile. 

 
 
Charging a client for a late cancellation 
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1. First, DO NOT cancel the appointment you would like to charge. Booker has 
a feature in the “Cancel Appointment” window that says “Late Cancel - 
Charge Now” or “Late Cancel - Charge Later,” but these options are NOT 
what you want to use for charging a client for a late cancellation. Here’s 
why: when administration does payroll, you are paid by appointment. If you 
select the “Late Cancel - Charge” option, the appointment will be cancelled 
& their appointment will be charged. Since you are paid by appointment, 
that cancelled (but charged) appointment will not show up on payroll, and 
you will not be paid for that session. 

2. To properly charge a late cancellation, right click on the appointment you 
would like to charge, and a menu with several options will appear, select 
take payment. 

3. Select the card number on file, a confirmation window will open and select 
the button “place order.” If you’ve made special arrangements with a client 
to drop off cash or a check (*be sure to add the check number for check 
payments), click on the cash or check tab and add the payment. A 
confirmation window will open and select the button “place order and 
close.” 

4. If you accidentally select one of the “Late Charge” options, please let  client 
ambassadors/administration know as soon as you can. Mistakes involving 
payment are easiest to resolve if it is taken care of the same day. 

 
Cancellation Policy  
Below is our cancellation policy as stated to our clients when they make an 
appointment: 

“Please give a minimum of 48 hours notice if you need to cancel or 
reschedule an appointment, which you can do by logging into your online 
appointment account or by contacting your counselor or one of our client 
ambassadors. This allows us to work efficiently and keep our fees 
reasonable for you. If less than 24 hour notice is given for a cancellation, 
you may be charged for your appointment. Thank you in advance for your 
consideration and understanding.” 

Example: 
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Clients must acknowledge and agree to our cancellation policy before they are 
allowed to complete an appointment cancellation. Booker will allow clients to 
cancel at any time as long as they agree to our policy. Further, all clients will 
receive an email reminding them of their upcoming appointment 72 hours prior, 
and if they are signed up for text message reminders, they will receive a reminder 
about 4 hours before their appointment time. Clients have the option to sign up to 
receive appointment confirmation emails and texts (we automatically sign clients 
up to receive email reminders). 
 
Example: 
Email reminder 

 
Text reminder 
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If a client cancels with less than 24 hours notice and you are unable or unwilling to 
fill their spot, you can charge them. As their clinician/therapist this is your call, but 
the quickest way to stop a client from taking advantage of you in this way (if they 
are) is to charge them. This is not intended to be punitive towards that client, but 
instead helps us to run efficiently. As a guideline, we usually offer grace (a freebie) 
for a client’s first no-show or late cancellation. Emergency situations are always up 
to the counselor’s discretion. 

 
 
 
 

Client Inquiries 
 
How to Handle New Clients 
In order to maintain consistency between what our client ambassadors say to 
inquiries and what the counselors actually do, there are several guidelines for 
handling new client inquiries. Communication, or lack thereof, contributes greatly 
to a client’s trust in you and RCS as well. 
 
Phone Calls 
We will always try to return a call to someone who has inquired within 24 hours. 
Remember that they are often in crisis, therefore calling them and offering some 
hope and reassurance may help with de-escalating their crisis. 
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*When someone calls on behalf of another person, we will always offer some 
helpful information to them. We should not connect them with a counselor until the 
person who needs to see the counselor contacts us. Otherwise, things can get 
messy. For instance, let’s say a wife calls in for her husband and wants the 
counselor to call the husband. The actual client (the woman’s husband) needs to 
contact RCS for the counselor to show initiative. It is very awkward for the 
counselor to call someone that may not be expecting a call or want to be called.  
 
First Appointments 
To avoid no-shows for a first appointment (or even a fairly new client), we require 
a credit/debit card on file (in Booker) to secure a first-time appointment. Clients 
can still pay by cash or check, the credit card merely secures their appointment. 
 

1. When the client ambassadors talk to a new prospective client, they will let 
the person inquiring know that we require a credit/debit card on file to 
secure a first-time appointment.  

2. Once a new client sets up a Booker account and schedules their first 
appointment, one of our client ambassadors will contact them so that we can 
enter the CC info manually. The client ambassadors will make an attempt to 
call the client to secure payment information. After this attempt, the client 
ambassador will email the counselor to let them know whether credit card 
information is on file or not. At this point it is the responsibility of the 
counselor to add CC information to their profile.  

3. *Even though a client can enter CC info on our website, having you or the 
client ambassadors do this allows for better consistency with follow up. 

4. The client ambassadors will be tracking all communication in our inquiry 
database. Clients are kept in the database until after their 2nd appointment. 
This allows the client ambassadors to make sure new clients do not fall 
through the cracks and get well connected to their counselors.  

5. If a new client needs to cancel before their first appointment, there will be no 
charge as long as we are given the full 48 hour notice. 

6. *Our intent is never to charge people for not showing up, but rather to 
ensure that they do.  
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7. If a new client is unable or unwilling to put a credit card on file (which 
guarantees their appointment) we will offer a few other alternatives. Most 
notably, our client ambassadors will ask them to bring in a check or cash 
which will be held by the client ambassadors until the day of their 
appointment or until the client cancels (as long as we are given 48 hours 
notice). On the day of their appointment, this payment will be left in the 
counselor’s office so that you can either take the payment or exchange it for 
another form of payment that the client prefers. 

8. As a last resort, the client’s first appointment will be cancelled if our client 
ambassadors and their counselor are unable to secure a guarantee of payment 
after repeated attempts.  

9. *It is up to the counselor to cancel the client’s appointment if they were 
unable to secure a form of payment.  

 
Follow-up Communication 
Good communication with prospective/new clients is important. Be sure to 
follow-up with a client a few days after their first appointment with you.  If a client 
has not rebooked, follow up with an email, voice message, or text message to 
check in with them. 
 

Payments 
 
Collecting Payments 
Collecting payment for counseling services is ultimately the responsibility of the 
the clinician. Client Ambassadors will assist in the collecting of payment if they 
are not taking a call (their primary responsibility). What that means is, the Client 
Ambassador may be able to collect the payment on your behalf, which allows more 
time for the clinicians to do counseling.  However, the clinician still needs to make 
certain that the payment was collected which can be determined by checking 
Booker to see if the payment has been taken. With regards to any past due 
payments, declined credit cards, or NSF checks, that is solely the responsibility of 
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the clinician. If any clinicians prefer not to have the Client Ambassadors collect 
any of that day’s payments, feel free to let them know. 
 
Payments are due at the time of service. We do not have the infrastructure to 
accommodate a receivables department. Running RCS in this way is merely a part 
of us trying to run as efficiently as possible and keep our fees as low as we can for 
as long as we can. 
 
Note: Clinicians are only paid if payment is collected. Clinicians are not paid for 
NSF or uncollected fees for service. 
 
Closing out a payment on Booker 

1. Select the appointment you would like to take payment for 
2. Right-click on the appointment, and a sub-menu with options will appear 
3. Select the 3rd menu item: take payment/check out 
4. There are three options for payment: credit/debit card, cash, or check. If your 

client is paying with a card, select the card number, a confirmation window 
will open and select the button “place order and close.” If taking a cash or 
check payment (be sure to add the check number for check payments), click 
on the cash or check tab and add the payment. A confirmation window will 
open and select the button “place order.” 

5. Lastly, if your client would like a receipt, click on the email receipt button, 
their email address will open in a confirmation window, and click send.  

 
Example: 
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Appointments Paid in Advance 
We prefer not to take payments for future appointments. This does not happen 
often since it can throw things off a bit. Nonetheless, if you receive a payment for a 
future appointment, that time slot is now considered open for other clients to book. 
At that point any client will see it as an available time. 
 
For example: 
Your client does not show up for their appointment, so you charge them. They call 
you later with a compelling story and you decide to move that already paid-for 
appointment to a future time on your schedule. Unless you add a Blocked time to 
the same time slot, it will show as available to clients when they are trying to book 
an appointment with you, and you would be booked with two clients at the same 
time. 
Blocking pre-paid appointment: 
 

1. First, go to the day with the pre-paid appointment.  
2. Select a time on the schedule, and the new appointment window will open 

up [picture 2a below]. Next to the time section (toward the top of the 
window), select the start and end time of the pre-paid appointment. Add a 
note to the notes section if necessary.  
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3. Save the blocked time by clicking on the button “save as blocked time.” 
Your prepaid appointment is now blocked and not available for any other 
client to book [picture 3a]. 

2a. 

 
3a.  

 
 
Past Due Payments 
There will be times when there are payment issues. This is understandable. All we 
are asking is that we all do our best to either minimize these exceptions or wipe 
them out entirely. Please let a client ambassador know if you have a past due 
payment. Since payment is ultimately the responsibility of the counselor, please get 
in touch with your client to resolve the past due payment. Please update the client 
ambassadors with your communication/progress.  
 
These outstanding payments get particularly cumbersome for Administration when 
a pay period closes out, but a payment still due. One or two of these issues can 
double the time it takes to do payroll. Payroll calculations are simplified in the 
Booker system and if a client does not pay by the time administration needs to run 
payroll, you will not be paid for the appointment, and the system will not carry 
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over late payments for the next payroll. So, appointments need to be completed and 
payments must be collected by the payroll date in order for you to get paid. Be sure 
you add the payment and complete the invoice/order yourself once the money is 
collected. If a client forgets to pay or there is a credit card issue, it may take a few 
days to work it out. Most of the time this will be a non-issue since there is solid 
trust between us and our clients, but we will try not to have these outstanding 
payments go over into the following week where things can easily create more 
work than necessary. 
 
Example of an unpaid appointment (orange background instead of dark gray): 

 
 
Turning in Payments 
Collecting payments from clients is the sole responsibility of their 
counselor/clinician. After payments are collected, any cash or checks should be 
placed in an envelope and given to our Client Ambassadors. Please be sure to leave 
a note with your name and the date of when your payments were received and 
turned into the Client Ambassador (if they have already left the office, slide 
envelope under their office door). If you have a payment with a special 
circumstance or something out of the ordinary (a late cancellation payment, a 
discounted session, a Serendipity couple, etc.), then please write that on the note as 
well. There are sticky notes in the storage cabinet where the RCS printer is located, 
and counselors are welcome to use these or any other method that works best for 
them.  
 
There are also change envelopes in each room’s desk drawer for cash payments. 
Please use this money any time that you need to give change back to a client that 
pays with cash. The Client Ambassadors will check these envelopes every day that 
they are in the office and refill them as necessary. 
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Serendipity Couples 
 

RCS is proud to be the sole recipient of pre-marital referrals from Serendipity 
Garden Weddings (SGW) in Oak Glen. Serendipity also happens to be the 
highest-rated, best-reviewed wedding venue in all of SoCal. Serendipity pays $200 
towards pre-marital counseling for any of their couples that choose to take 
advantage of our services. Currently, there are nearly 200 couples getting married 
there (and having the option to choose RCS for pre-marital) every year! 
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● These couples will pay $35.00 for the online assessment fee (payable by 
clients online to Prepare/Enrich or SYMBIS) 

● Their first two sessions will cost the regular fee per hour that their therapist 
charges. 

● Appointments 3-6 are discounted at $50.00 each. SGW will pay for the 
amount that is discounted for these sessions (totaling $200.00). 

● Counselors will be given an invoice for SGW from the client ambassadors to 
reflect the amount that SGW will be paying for sessions 3-6. Once the 
couple has completed their premarital counseling, please give the filled out 
invoice to the client ambassador. Copies will be signed, mailed, and sent to 
Serendipity for payment.  

● See the SGW invoice example at the end of this section.  
For example: 

Sessions 1 and 2: PAID in full by couple 
Session 3: $50.00 SGW, balance paid by couple 
Session 4: $50.00 SGW, balance paid by couple,  
Session 5: $50.00 SGW, balance paid by couple, and  
Session 6: $50.00 SGW, balance paid by couple 
Total for Serendipity: $200.00 

 
Booker Payment Process for Serendipity Couples (EXAMPLE) 

● Clients pay the full fee (ie $80.00) for the first two sessions. For the final 
four sessions, the client pays $30.00 (after the $50 discount is applied) and 
Booker shows as paid in full with the discount applied. The counselor will 
get paid for the session (in that pay period) and RCS will bill for the balance 
due after the 6 sessions have been completed or the 60 days have passed 
(whichever comes first). 

● How to process payments for appointments 3-6:  
○ Right click on the appointment in Booker, select “Take Payment” 
○ Click on Apply Special (see example below) 
○ Choose $50.00 off 
○ Process payment as usual  

■ The couple owes whatever else remains to be paid for your one 
hour session fee. (i.e., if you charge $80.00 per hour and they 
get $50.00 off, the client would still owe you $30.00 each for 
sessions 3-6. 
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Example: 

 
 

 
Important Notice - Release of Information 

● Clients must sign a “Release of Information” to authorize the disclosure of 
names, sessions, and dates on the Serendipity invoice. 

● Serendipity asks that their couples must complete their sessions within a 60 
day window. Failure to complete the program within this time frame could 
result in clients paying the regular, non-discounted, amount for their session 
fees during their 3rd-6th appointments.  

● Couples can opt to begin the premarital program after the wedding, but they 
must do so within three months of the wedding date. 

 

Clinicians’ Schedules 
 

Managing Your Own Schedule 
As a good business practice, counselors ideally would either have a full day of 
seeing clients (6 or more) or split the office use with another person. This would 
mean having one counselor start seeing clients in the morning and work until 2:00 
pm and another person could start at 3:00 pm and work through the evening. This 
leaves a break between 2:00 pm and 3:00 pm which works well for both when 
making the switch.  
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Example: The first clinician starts seeing clients at 9:00 am in F-1 and is done 
seeing their last client by 2:00 pm; they have seen five clients for the day. There is 
a one hour break from 2:00 pm to 3:00 pm giving both counselors the time to 
switch. The second counselor of the day in F-1 starts seeing clients at 3:00 pm and 
is done by 8:00 pm; they have seen five clients for the day as well. 
 
If you are sharing an office, then make sure that you are communicating any 
temporary or permanent changes in scheduling with the other counselor. Many 
other arrangements can and will be made between clinicians sharing an office, but 
it is always a good idea to communicate with your officemate and the client 
ambassadors. Please see the Appendix for an example of the 2016 schedule.  
 
Vacation 
In the counseling field, vacation planning can be difficult. To make your vacation 
more relaxing, you are encouraged to plan for vacations during the slower seasons 
so that you are not so overwhelmed by your preparation and return. Slower months 
that work best for vacation planning and managing your clientele are typically 
January, and August through December. The busy season in this field is 
February-June. This is not an easy or convenient time to take a vacation.  
 
Vacation days should be requested (all employees) at least 90 days ahead of time. 
Most of the time if it is just a single day, clients can be moved around to another 
day in that same week with little effort. In this case you do not need to make a time 
off request, although it is always a good idea to let Administration know so you 
can be certain an office is available. This always ensures the best communication 
with anyone sharing your office as well. 
 
Please have Administration assist you with any schedule changes in the Booker 
system.  
 
Please keep in mind that there is a lot that goes on behind the scenes each and 
every week at RCS and time off does affect scheduling, finances, inquiry referrals 
new client placement, and so much more. All of this can be managed with fewer 
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problems when we work as a team and are able to plan for it. We all need vacations 
and days off from time to time. We simply want time off to happen without 
creating more work on the back end of the business as much as possible.  
 
Days off vs. Vacation Days (admin will be making these changes for you) 
If you are taking a day off, it should be marked as a “Vacation” day and not simply 
a “Day off” since Booker uses those terms for different purposes. A "Day off" in 
the future can be overridden by making changes to your regular schedule. This 
makes sense since there will be times when you want to change a normal day off 
into a workday. Vacation days, on the other hand, are preserved after schedule 
changes. If you mark Thursday, 12-21-18, as a “Day off” and then later decide to 
add an hour to your regular Thursday schedule, Booker will update all Thursdays, 
including 12-21-18. If, on the other hand, you mark that day as a “Vacation” day, 
any changes you make to your Thursday schedule will not affect Vacation days. 
 
Time Off 
You must be able to work the first 6 months without any vacation or time off. After 
the first 6 months, employees are eligible for 1 week off. After your first full year 
you are eligible for 2 weeks; (non-consecutive weeks that must be taken in separate 
months). After your 2nd year of employment you are eligible for 3 weeks; (2 weeks 
consecutive, 1 week separate and in different months). All vacation and time off is 
NON-paid time and must be pre-approved 90 days in advance. All time off 
requests need to submitted in writing. 
 
Sick Days 
You must remember that you are in private practice and have an obligation to your 
clients. If you are unable to meet your clients on a day that you are scheduled, it is 
best for you to contact your clients and let them know. Further, you should do your 
best to make accommodations for your clients to make up their appointments once 
you are able to come back to work.  
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It is important to communicate your situation to your supervisor as well. You are 
responsible for contacting your clients to let them know you’re unable to come into 
the office.  
 
Holidays and Schedules 
You are strongly encouraged to plan ahead for holiday schedules. If your work day 
falls on a holiday, be sure to block that day out per your request. Not all Holidays 
are automatically blocked out for you. If it shows as open and available in Booker, 
then it is open and available to clients as well. 
To maintain consistency with your clients, you are encouraged to add alternate 
times in the same week to accommodate current clients. When adding days or 
times, be sure to have administration assist you to avoid mistakes since altering 
schedules can be complicated. Lastly, please consult with the person you share 
your office with before adding time to your schedule.  
 
Blocked Time 
At this point it is better to use Blocked Time to manage your regular schedule than 
to constantly change your availability. Also, Blocked Times can be set up as 
repeating if you would like. When adding a repeating Blocked Time to your 
schedule, look for the “More” link in the top-right corner of the New 
Appointment/Blocked Time dialog box. It is the dialog box that pops up whenever 
you click on an available time on the Booker calendar. 
 
Example of repeated blocked time: 
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Also if there is an opening on your schedule that you want some control over, use 
Blocked Time to close it either temporarily or permanently. This is the best way to 
make certain that clients and RCS staff do not schedule that opening for you. For 
example,  if you have an opening on your schedule and RCS gets a call from an 
emergency client or a client who saw the opening online, one of our client 
ambassadors will likely fill your opening with that client. If you need to leave early 
or have offered the opening to a particular client already, use Blocked Time to let 
everyone who can see your schedule know (administration and client 
ambassadors). 
 
Example: 

 
 
 
 
Maternity Leave 
RCS agrees to a maximum 14 week maternity leave unless there are medical 
concerns that require you to take more time off. The maternity leave start date is 
the day following the last day you worked. Maternity leave is unpaid.  
When you return, you may make a slow entry (if you prefer) to ease into the 
adjustment of your full schedule of 15 clients. A slow entry will start with one day 
and a minimum of 5 hours of client availability. This initial slow entry period will 
last for a maximum of two weeks. After the second week, the second day of 
availability will be added, bringing availability to a minimum of 10 client hours 
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total. The third day of availability must be added no later than 30 days after your 
return with total availability at a minimum of 15 client hours. 
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Client load 
 
We encourage each counselor to be self-motivated and willing to work on building 
your own clientele in addition to the clients that RCS will send your way. This will 
ensure that you maintain your 15-20 clients per week even during the slower 
months. Ultimately, you will be responsible to maintain your own client load. 
Networking on your own is very important and expected. RCS's first goal for a 
new counselor on staff is to maintain a minimum of 10 counseling sessions per 
week within the first two months and progress up to fifteen within three months.  
 

Interns 
 
Availability  
All interns must be available for between 10-20 hours per week.  
Note: RCS is not opposed to you developing a daytime clientele. We would like 
for you to begin your time with RCS with hours of availability where clients seem 
to be the most eager to come in for counseling, which is usually evenings and 
Saturdays. 
 
Required Hours for Supervision 
If you are an intern, you must attend supervision weekly at a set time, unless other 
arrangements are made in advance and approved by your supervisor. Supervision 
hours follow the guidelines for the BBS requirements. For an intern to receive two 
hours of supervision in a given week, the intern needs to complete a minimum of 
15 hours of counseling for that week. If an intern turns in 11-14 hours, only one 
hour of supervision will be counted. Exceptions may apply, but not on a regular 
basis. Again, the goal for each intern is to be completing 15-20 hours of counseling 
per week.  
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Monthly Intern Report 
Interns will be required to turn in a monthly report to administration detailing the 
number of intakes, sessions, and notes taken throughout the month.  
*Please go to our staff forms page at https://restorationcs.com/forms when you 
need to fill out a monthly report. Please see the Appendix for an example of the 
Monthly Intern Report sheet.  
 
Computer System Requirements  
In this field, there are times when your obligation to your clients will require you to 
contact them or to contact others on their behalf. Daily access to your computer (or 
tablet) is needed for emails and other communications. You will need your 
computer and smartphone for use at the office as well as at home. You must be 
able to access the internet as well as your email on whatever device you choose. If 
there are any questions regarding this, please ask. 
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Resource Guide for Help & Crisis Situations 
24 Hour Referral Hotline  (Dial 211 for 
assistance) 
Riverside County  
Phone: (800) 464-1123 
San Bernardino County 
Phone: (888) 435-7565 
            (888) 743-1478 

24 Hour National Youth Crisis Hotline (for 
youth 17 yrs & younger) 
Phone: (800) 442-4673 

24 Hour Mid-county After Hours Crisis 
Intervention Line (open to those seeking 
help regarding mental health/ substance abuse 
issues) 
Phone: (951) 929-1968 

24 Hour National Youth Crisis & Runaway 
Hotline 
Phone: (800) 843-5200 

Alternatives to Domestic Violence (crisis 
intervention, counseling, & legal) 
Phone: (800) 339-7233 24 hrs. 
Riverside County 
Phone: (951) 683-0829 24 hrs. 
San Bernardino County/ Option house 
Phone: (909) 381-3471 24 hrs. 

24 Hour California Suicide and Crisis 
Hotlines 
Phone: (800) 784-2433 
            (800) 273-8255 
            (800) 799-4889 

Riverside Rape Crisis Center 
Phone: (951) 686-7273 24 hrs. 
San Bernardino Rape Crisis 
Phone: (909) 885-8884 24 hrs.  
Coachella Valley Sexual Assault Agency 
Phone: (760) 568-9071 24 hrs.  
 

24 Hour Crisis & Suicide Prevention 
Helpline 
Riverside County 
Phone: (951) 686-4357 
San Bernardino County 
Phone: (888) 743-1478 

24 Hour Psychiatric Emergency Treatment 
Services 
Riverside County Medical Services 
Phone: (951) 358-4881 
San Bernardino County 
Arrowhead Regional Medical Center 
Phone: (909) 580-2814 
Loma Linda Behavioral Medical Center 
Phone: (800) 752-5999 

Family Service Association 
Riverside County Mental Health Services 
Phone: (951) 686-3706 
San Bernardino County Department of 
Behavioral Health Access Unit - 24 Hours 
Phone: (888) 743-1478 
            (909) 381-2420 
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Drug & Alcohol Programs 

Alcoholics Anonymous 
Phone: (909) 825-4700 24 hrs. 
            (951) 695-1535 24 hrs. 

Riverside County Alcohol & Drug Abuse 
Program 
Phone: (951) 955-2105 

 
Food & Clothing 

24 Hour Inform Riverside County 
Volunteer Center (for food, clothing, & 
resource referrals) 
Dial 211 or phone: (800) 464-1123 

Catholic Charities (Emergency food, shelter, 
utility, & rental assistance) 
Phone: (951) 924-9964 
            (909) 880-3625 

Salvation Army (Emergency food & 
clothing) 
Riverside County 
Phone: (951) 784-3571 
San Bernardino County 
Phone: (909) 888-1336 

Riverside City Mission (Provides food) 
Phone: (951) 341-5055 

Community Action Partnership (Provides 
referral to a distribution site for food) 
Phone: (909) 723-1580 

Lutheran Social Services (Provides food, 
transitional living program, one time rental 
assistance, no charge emergency bus tickets) 
Phone: (951) 689-7847 

Second Harvest Food Bank (Provides food) 
Riverside 
Phone: (951) 359-4757 

 

 
Emergency Shelter 

24 Hour Info & Referral to Shelters 
Dial 211 or phone: (800) 464-1123 

Homeless Shelter of Riverside Path of Life 
Ministry 
Phone: (951) 683-4101 

Homeless Street Outreach Team 
(Emergency shelter assistance) 
Phone: (951) 826-2200 

Inland Temporary Home (Emergency 
shelter in San Bernardino County) 
Phone: (909) 796-6381 

Time for Change Foundation (Emergency 
shelter in San Bernardino County) 
Phone: (909) 886-2994 

Agape House (Emergency shelter in San 
Bernardino) 
Phone: (909) 574-5679 
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Runaway Services 

24 Hour Line (Information for runaways) 
Phone: (800) 999-9999 

Operation Safehouse (9685 Hayes St. 
Riverside, CA) 
Phone: (951) 351-4418 

The Option House (Youth alternate housing) 
Phone: (909) 381-3471 

Veronica’s Home ( Youth alternate housing) 
Phone: (909) 888-9064 
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Appendix 
 

            *Serendipity Garden Weddings premarital counseling invoice 
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*Church or school invoice example 
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*Monthly intern report to be discussed and looked over with supervisor during supervision 
hours. 
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Employment Agreement  
 

I, ____________________, have read the Policies and Procedures for Restoration 
Counseling Service. I understand and agree to follow these policies and procedures 
throughout my time of employment. It will be important to keep in mind that the 
policies contained in this manual are best practices for the purpose of working well 
together as a team and should, in no way, be considered as the final word on RCS 
policies. Management will always reserve the right to have the final say in any 
matters pertaining to the office, scheduling, employees, etc. 
 
 
________________________________                      _____________________ 
                     Signature                       Date 
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