
Charleston Vision Center 
Office & Patient Policies 

Welcome to Charleston Vision Center. We appreciate the opportunity to care for you and 
your family. Our goal is to provide excellent care while respecting the time and needs of 
every patient. Please review the following policies so you know what to expect when 
receiving care or purchasing products from our office. 

Appointments 

Please arrive approximately 10 minutes before your scheduled appointment time to allow 
for check-in and completion of any necessary information. 

If you need to cancel or reschedule your appointment, we kindly ask that you provide at 
least 24 hours’ notice. 

No-shows and appointments canceled without adequate notice may be subject to a 
cancellation fee. 

Patients who arrive 15 minutes or more after their scheduled appointment time will need to 
reschedule. This policy helps us respect the time of our patients, doctors, and staff and 
allows us to provide each patient with the time and attention their care requires. 

Insurance & Payment 

Charleston Vision Center participates with many medical and vision insurance plans. 
Because coverage and network participation vary by plan, we encourage patients to 
confirm their individual benefits and coverage before their visit. 

Insurance benefits may be verified by our staff as a courtesy. Verification of benefits is not 
a guarantee of coverage or payment by your insurance company. 

Patients are responsible for understanding their insurance benefits and for all co-pays, 
deductibles, coinsurance, non-covered services, and other patient-responsibility amounts. 

Payment for amounts due at the time of service is expected on the date services are 
provided. 

If your insurance company processes a claim differently than anticipated or determines 
that a service is not covered, you are responsible for any remaining patient balance, 
subject to applicable insurance requirements. 

We accept cash, credit/debit cards, and eligible FSA/HSA cards. 



Outstanding Balances 

Patients are responsible for balances remaining after insurance processing. 

Statements or other payment notifications may be sent regarding outstanding balances. 
We ask that patients contact our office promptly if they have questions regarding a balance 
or need to discuss available payment options. 

Outstanding balances may be required to be resolved before additional non-emergency 
services or products are provided, when permitted by applicable law and insurance 
requirements. 

Prescription Eyewear Orders 

All prescription eyewear orders must be paid in full before the order is processed. 

Prescription eyewear is custom-made specifically for each patient. Because prescription 
lenses are individually manufactured according to your prescription, measurements, 
frame, and selected lens options, prescription eyewear purchases are final once the order 
has been placed. 

Frames and prescription lenses cannot be returned, refunded, or exchanged after an order 
has been placed, except as provided under our prescription remake policy or applicable 
manufacturer warranty. 

In rare cases where a refund is approved by management due to extenuating 
circumstances, a $40 restocking and materials fee will apply to help cover custom 
processing and non-reusable materials associated with the order. 

Contact Lens Orders 

Contact lens orders must be paid in full before being processed. 

Returns or exchanges of contact lenses are subject to product condition, expiration date, 
manufacturer or distributor requirements, and applicable return policies. Opened, 
damaged, expired, specially ordered, or otherwise non-returnable products may not 
qualify for return or exchange. 

Please contact our office before returning contact lenses so our staff can determine 
whether the product is eligible for return or exchange. 

Prescription Changes & Eyewear Remakes 

Charleston Vision Center offers a 60-day trial period for qualifying prescription remakes, 
including progressive lenses. 

If you experience difficulty with your new prescription eyewear, please contact our office 
as soon as possible so our optical team can evaluate the fit, measurements, prescription, 
and lens design. 



If you are unable to adapt to progressive lenses during the 60-day trial period, the lenses 
may be exchanged at no additional charge for lined bifocal or trifocal lenses. An exchange 
from progressive lenses to lined bifocal or trifocal lenses does not qualify for a full or 
partial refund. 

Once an eyewear order has been placed, the frame and selected lens options cannot be 
changed, added, or removed. Any replacement lenses provided under this policy must be 
placed in the same frame used for the original lenses. 

Remakes or changes requested outside the 60-day trial period, or those that fall outside 
applicable laboratory or manufacturer guidelines, may be subject to additional charges. 

Product Warranty 

Many frames and lenses include a manufacturer warranty against qualifying defects. 
Warranty terms and coverage vary by product and manufacturer. 

Manufacturer warranties generally do not cover loss, theft, misuse, neglect, accidental 
damage, normal wear and tear, or damage outside the terms of the applicable warranty. 

Our optical staff will be happy to review available warranty information for your specific 
eyewear. 

Adjustments & Repairs 

Routine adjustments and minor repairs are provided at no charge for eyewear purchased 
from Charleston Vision Center when the adjustment or repair can be safely performed. 

For frames that are not covered under the Charleston Vision Center office warranty, 
patients may be required to sign an adjustment and repair waiver before our staff performs 
the requested service. 

Older, damaged, altered, previously repaired, or otherwise compromised frames may 
break during an adjustment or repair. Charleston Vision Center cannot guarantee that 
these frames will withstand the adjustment or repair process. 

Lens Material & Safety Recommendations 

Our optical team may recommend specific lens materials, designs, coatings, or 
treatments based on your prescription, intended use, lifestyle, and safety needs. 

These recommendations may be made to improve impact resistance, durability, comfort, 
visual performance, or other characteristics appropriate for your eyewear. 

If you choose an alternative to a recommended lens material, design, or treatment, our 
staff will be happy to explain the differences so you can make an informed decision. 

When a recommendation is made for safety or prescription-related reasons and a patient 
chooses an alternative, that decision may be documented in the patient record. 



Questions About Our Policies 

We want you to understand your care, insurance benefits, purchases, and financial 
responsibilities. If you have questions about any of our policies, please ask a member of 
our staff before receiving services or placing an order. 

Charleston Vision Center’s policies may be updated periodically to reflect changes in our 
services, procedures, manufacturer requirements, or applicable regulations. The most 
current version of our Office & Patient Policies will be available through Charleston Vision 
Center. 

Thank you for choosing Charleston Vision Center. We appreciate the opportunity to care 
for you and your family. 


