
                                                           
 
We are honored to have the opportunity to help care for you in helping manage your 
functional and pain care needs. Clear and timely communication is critical and can be 
frustrating when expectations are not met.  Our mission of “where kindness meets best 
practice,” guides our patient engagement, striving to meet each and every patient 
connection with empathy and precision.  It is with this in mind that we want provide 
visibility and confidence on how we communicate with you outside of your scheduled 
appointment.  We are here for you 24 hours a day, 7 days a week.  Every day. 
 
Phone System 
 
Live Answer 
 

• Our dedicated phone team strives to and consistently answers at least 80% of 
the phone called received during normal business hours of 08:00 to 5:00 pm PST 
Monday through Friday 

• For quality assurance, each outgoing and incoming phone call is recorded and 
logged digitally  

• You will be transferred to the appropriate department corresponding to your 
request, including new patient coordinator, clinical coordinator, procedure or 
surgery scheduler, billing, or management 

• For calls requiring medical judgment, we will message your provider directly for 
instructions on how best to treat you.  
 

Messages 
 

• If we are unable to answer the call, you will be prompted to leave a message; we 
will return your call within 4 business hours.  

• To better ensure that you receive all calls from our office please add our number 
to your contacts. 
 

Answering Service 
 

• For all after hour calls, you will be prompted to leave a message.  We encourage 
you to leave your name, the best call back number, and the purpose of the call.  
Every call is recorded, transcribed, and sent to a secure messaging center for 
our on-call provider.  The calls will be returned in the order they are received 
and/or the urgency of the call. 

• For emergencies, please hang up and call 911 or go to your nearest Emergency 
room.  

 
 



EVOLVE RESTORATIVE CENTER PHONE TREE 

General message with 9 prompts from 8am-5pm, and 
messages that go to the RingCentral general folder 5pm-
8am 

#1 If you are new to our prac@ce calling for new pa@ent 
scheduling, press 1 

 For Pain Management, press 1 

 For Electrodiagnos@c/EMG, press 2 

 For Physical Therapy Department, press 3 

#2 If you are an exis@ng pa@ent, press 2 for addi@onal 
op@ons: 

*For Dr. Pope and PA Barlow, press 1: “Hi this is 
____ , the assigned Coordinator/Navigator for 
Dr. Pope. If you are geUng this message it is 
because I am busy with in person pa@ent care.  
Please leave your name, DOB and what you 
need and I will call you back as soon as I can.   

*For Dr. Vu, press 2 “Hi this is …” 

 *For Dr. Bhandal, press 3 “Hi this is …” 

 *For PA Barlow, press 4 “Hi this is…” 

 *For Dr. Bruso, press 5 “Hi, this is” 

*For Physical therapy, press 6 

#3 If you are calling about your upcoming procedure to 
schedule, reschedule, or check on the @me press 3. 

#4 If you are a physician or a physician’s representa@ve, 
press 4 

#5 If you have ques@ons about your authoriza@on, 
insurance, or billing, press 5 

#6 If you are a pharmacy calling press 6 

#7 For our medical records department, press 7 

#8 For our compliance department, press 8 

 For compliance issues, press 1 

 For privacy concerns, press 2 

#9 For all other issues press 9 or remain on the line and 
wait for the next available representa@ve. 

 

 

 

 

 

 

 

Privacy Dept 

Team 2 phone 
Vu 

New Pa@ent Coordinator  

707-314-0065 

Team 1 phone 

Pope 

Team 2 phone 

Vu 

Team 3 phone 

Bhandal 

EMG Coordinator 

Phones Team 

Communica@ons 

Authoriza@on and Billing 
Dept  

Physical Therapy, 
707-324-0680 

Surgery Scheduler 

Medical Records 

Compliance Dept 

Front Desk 

Messages in 
RingCentral in 
Folders by 
provider. 
Navigator and 
Coordinator 
Assignments 
per Provider 

Team 4 phone 

Barlow 


	Phone policy_03-15-23 2_WS_pope edit
	Evolve Restorative Center Phone Tree_POPE EDIT_2



