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        Dover, DE 19904                                                          HIPAA Disclosure   Fax:  302-269-3800 

Welcome to Mental Edge Counseling, LLC.! We are here to assist you in learning strategies to improve 
your health and to live well, assisting you and your family in your behavioral healthcare needs. We 
appreciate you placing your trust in us to assist you in your wellness journey.  

             Sincerely, 

    

    John Vander Ven Jr.  

        President/CEO 
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Mission, Vision and Values Policy 

Mental Edge Counseling, LLC. mission is to provide a broad range of behavioral and healthcare services 
to the members of our community. We respond effectively to the needs of adults, children, and families 
with a comprehensive range of prevention, mental health, and addiction recovery. We are committed to 
creating a Healthcare Home for all the people we serve. 

Vision for the Community: 

We envision a community in which all people, regardless of age, race, gender, sexual preference, 
religious beliefs, disability, or financial status have access to a comprehensive array of behavioral health 
services that are of the highest quality. We envision a community of understanding, patience, and 
compassion, in which responds effectively and respectfully to the specific needs to all community 
members. 

Vision for People We Serve: 

We envision an eclectic community support system to help families and individuals lead healthy, 
fulfilling, and productive lives. We strive to create a strong, dynamic and flexible organization that is a 
model in the provision of behavioral and mental health services. We envision Mental Edge Counseling, 
LLC. as a leader in advocacy and education on behalf of our clients. 

Values: 

We value the individual: 

At Mental Edge Counseling, LLC., the dignity and rights of each individual is respected. We believe that 
everyone has the right to the best behavioral health services available, regardless of their position. We 
believe that all people have the right to enjoy full and productive lives. We believe in building power in 
individuals to reach their full potential. 

We value our staff and volunteers: 

We commit to excellence and diversity among our contractors, staff, and volunteers. We build on our 
strengths and encourage teamwork, flexibility, innovation, and professional growth. We conduct our 
services and activities in accordance with the highest ethical and professional standards. 

We value community and family: 

We strive to continually improve our services and therapeutic techniques, always maintaining our sense 
of accountability and responsibility to the community and individuals we serve. We develop new methods 
and strategies that respond to the changing needs of our community. We support family members in 
developing meaningful roles in the care of their loved ones. We collaborate and partner with other 
agencies, service providers, schools and faith-based organizations to realize our shared vision for a 
healthy community. 
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Client Rights & Responsibilities 

Mental Edge Counseling, LLC. shall provide to all clients certain rights which apply without regard to 
race, color, religion, gender, sexual orientation, national origin or disability. These rights cover 
conditions, benefits and privileges on an equal opportunity basis. This document summarizes specific 
rights you have as a client, as provided by Federal and Delaware state statutes and rules, as well as 
specific responsibilities that you bear.  

Your Rights:  

1. You have the right to be treated with respect and dignity, in recognition of your individuality and 
preferences.  

2. You have the right to quality care and treatment that is fair and free from discrimination.  

3. Relatives or a legal representative may act on your behalf to exercise these rights when you are unable 
to do so yourself, with proper identification and power of attorney.  

4. You have the right to:  

a. Privacy in treatment and personal care needs  

b. Be free from the intentional infliction of physical, mental, or emotional harm when not 
medically indicated, exploitation, restraints, and sexual abuse/assault. You will be free of neglect, 
coercion, manipulation, and seclusion.  

c. Consent to treatment before the treatment is initiated and you have the right to refuse or to 
withdraw your consent for treatment(s).  

d. Except in an emergency, receive information about Health Care Directives and participate in 
decisions concerning program participation.  

e. Be provided information about submitting a grievance or concern. You will not be retaliated 
against for submitting a complaint.  

f. Information about proposed treatments/procedures, alternatives, risks, and possible 
complications.  

g. Upon written request, a copy of your medical records within 20 business days of request 

Your Responsibilities:  

1. You are responsible for providing a complete and accurate medical history, and for providing 
information about unexpected complications that may arise. You are also responsible for making it 
known whether or not you clearly comprehend a contemplated course of action and the things that you 
are expected to do.  
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2. Mental Edge Counseling, LLC.is located in a tobacco-free building. You must agree and understand 
that the use of tobacco products is prohibited in any area surrounding this building. We may refuse to 
serve a client who refuses to comply with this policy, as it is endangering the health of other clients and 
staff members 

3. You have the responsibility of providing accurate information necessary for the facility to process bills 
and the obligation to arrange for the payment of those bills.  

4. You have the responsibility to be considerate to all facility personnel and to other clients by:  

a. Treating our staff and other clients with respect and refraining from disruptive or abusive 
behavior.  

b. Arriving on time for your appointment. 

c. Canceling or modifying appointment times with staff with at least 48 hours’ notice.  

d. Parking in designated areas of the MENTAL EDGE COUNSELING, LLC. building.  

e. Assuring that your accompanying visitor(s) be considerate of other clients and facility 
personnel. This includes ensuring privacy during treatments, both visually and verbally as well as 
refraining from any type of electronic recording. 

f. Reminding visitors to observe smoking regulations.  

g. Being respectful of religious, cultural and medical differences of other client/clients.  

5. You have the responsibility to bring concerns and / or grievances to the attention of the Administrator 
or to the Department of Health Services.  

6. You are responsible for your own valuables and you are strongly encouraged to leave valuables home.  

7. You are responsible for using facility services, supplies and equipment appropriately and economically 
in order to assure the availability to our other clients. You will be held financially responsible for any 
deliberate damage to facility equipment or property. We reserve the right to refuse service to anyone, 
including when clients fail to comply with Mental Edge Counseling, LLC. policies or to uphold the 
responsibilities noted above.  

8. Appointments are scheduled based on client need and schedule. The time of your appointment is 
reserved for you. You are expected to give 24 hours’ notice with a staff member or on an answering 
machine if you will not be keeping your appointment, or it will be required to pay an unkept appointment 
fee of $40.00. 

9. Office Courtesy: Please do not use your cell phone while in our office. Your cell phone should be 
turned off prior to entering our office. This policy is meant to protect your confidentiality as well as the 
confidentiality of those around you.  
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Contact Us  

Mental Edge Counseling, LLC. 

1058 S. Governors Ave. Ste. 102 

Dover, DE 19904 

(302) 382-8698 

 

Concerns/Grievances 

While you are a client here at MENTAL EDGE COUNSELING, LLC., we will do our best to meet your 
needs. If you believe we have not met your needs or expectations, we would sincerely like to discuss your 
concern. Please contact the staff you are working with or the administrator at (302) 382-8698 to address 
these concerns.  

• Concerns regarding any aspect of MENTAL EDGE COUNSELING, LLC. may be submitted 
either orally or in writing, by anyone.  

• When filing a concern, you are encouraged to speak with a staff member or the administrator. 
The MENTAL EDGE COUNSELING, LLC. maintains an “open door” policy.  

• If your verbalized concern is not resolved timely and to your satisfaction, any staff member will 
assist you in completing a written concern, if requested.  

• All written concerns will be investigated promptly by administrative personnel and the results 
will be made available to you within thirty (30) days.  

• If you remain unsatisfied with the result/resolution of the concern, you may file a grievance 
with the Delaware Department of Health Services.  

Delaware Department of Health Services 

1901 N. DuPont  Hwy 

New Castle, DE 19720 

(302) 255-9040 
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Mental Edge Counseling, LLC  

Hours of Operation 

24 Hour Access 

If you have an emergency after hours (including weekends and holidays), call Mental Edge Counseling, 
LLC. general number at (302) 382-8698, if it is a true medical emergency, please call 911. We will return 
your call in a confidential manner as quickly as possible. If your need is not an emergency and you want to 
speak to someone after hours to deal with loneliness, fears, or talking out a problem, call the Warmline - 

The Rick VanStory Center (302) 333-4288 Hours: 24 hours a day; 7 days a week. This service is staffed 
by trained consumer volunteers. 

If you are experiencing difficulty during the week, contact your clinician during work hours. This way, 
you and your clinician can agree on coping mechanisms that may help you through a weekend or holiday. 
It is also a good idea to check your medication supply prior to the weekend or holidays so you can be sure 

to have enough. Remember, the staff that knows you best are the best persons to help you through 
difficult times. Mental Edge Counseling, LLC. clinicians and others are expected to return telephone 

calls within 24 hours or as indicated in their voice mail message. 
Other supports that can be reached after hours include: 

Crisis Intervention Services, Northern Delaware 
Herman Holloway Health Campus, 1901 N. DuPont Hwy., Springer Building, New Castle, DE 19720 
Staffed 24 hours a day, 7 days a week. Serves all of New Castle County and greater Smyrna in Northern 
Kent County.Provides phone support, mobile outreach and walk-in crisis services. 302-577-2484 & 
800-652-2929. 
     
Crisis Intervention Services, Southern Delaware 
700 Main Street (Rear Entrance),Ellendale, DE 19941. Staffed 24 hours a day, 7 days a week.Serves all of 
Sussex County and Kent County south of greater Smyrna. Provides phone support, mobile outreach and 
walk-in crisis services. 302-577-2484 & 800-345-6785 

You may list specific numbers that apply to you and your needs____________________________ 
____________________________________________________________________________ 
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Monday 8am-6pm

Tuesday 8am-5pm

Wednesday 8am-5pm

Thursday 8am-5pm

Friday 8am-5pm



Financial Policy 

Out-patient behavioral health coverage is not always as straightforward as other medical specialties. 
Mental Edge Counseling, LLC. wants to help you understand your insurance information as easily as 
possible. We acknowledge how difficult some policies may be to understand, hopefully this document 
will help to assist understanding the information better.  

Please remember, that although Mental Edge Counseling, LLC. will call your insurance to obtain your 
insurance benefits, that this is not a guarantee of payment but rather a quote. Payment from the insurance 
company is determined once an insurance claim from our office is submitted. We will assist you and 
notify you of the information that is quoted to us, but it is also your responsibility to know your insurance 
coverage and any questions in regards to your policy should be directed to your insurance carrier.  

Mental Edge Counseling, LLC. does expect payment to be made when services are rendered. We accept 
cash, all major credit cards, HSA, money orders and checks. Unfortunately, we are unable to accept 
posted dated checks. If a check is returned  due to insufficient funds, Mental Edge Counseling, LLC. will 
charge your account a $35.00 Returned Check Fee and then we will no longer be able to accept checks 
from you for payment. All future payments must be cash, credit card, or money orders. 

Insurance Coverage, Benefits, and Claims 

There are times when insurance benefits may seem contradictory. For example, group therapy may be 
covered, but marriage counseling is not.  There will be certain times that a particular diagnosis is not 
covered, but treatment for that diagnosis will be covered. There may be times when a referral from 
another physician is required or a particular procedural code requires an authorization. We may also run 
into instances where your medical insurance is under one insurance company but your behavioral 
coverage is under another. We realize how frustrating and confusing insurance can be at times so we 
hope that providing the following information can make your billing experience as personal as your care.  

Once becoming a client with Mental Edge Counseling, LLC., we will contact your insurance company to 
determine your insurance benefits. We will ask them a series of questions that pertain to behavioral 
health. We will provide a copy of this information to you at your first visit. If you have any questions, you 
can contact a member of our financial team and they can better assist you. If your questions pertain to 
your coverage, you will need to contact your insurance company. However, if you need assistance 
contacting your insurance carrier, we will be more than happy to help you.  

Unfortunately, verifying your benefits does not always guarantee that your insurance company will cover 
certain services. Insurance companies always explain that any verification of  covered services is not a 
guarantee of payment. Payment and coverage are determined by a number of factors once a claim is 
received.  

  7



Once the insurance company has received the claim, they will determine payment based on the following 
information: 

 - If you have met either your in-network or out-of -network benefits - which consist of 
deductibles, copays, or coinsurances. 
 - If there are any exclusions or pre-existing conditions that may apply.  
 - If the service is covered by your plan.   
 - If the reason for the service is not covered - which would be your provider's treatment and 
diagnosis.  
 
The billing code that we submit to your insurance company will be for the actual service provided. 
Unfortunately, we are unable to change that service code in an attempt to receive payment from the 
insurance company, therefore; any service not covered by your insurance will be your responsibility.  

Mental Edge Counseling, LLC. is currently contracted with the following insurance companies: 

 - Highmark BCBS  -United Health Care  
 - Cigna    - United Healthcare Community  Plan 
 - Health Options  -Magellan 
 - Tricare/MHN   -Medicare   
 -United Health Care  -Aetna 

Although your insurance company may be listed above, there are times when your behavioral health 
coverage is under a different insurer. If this occurs, then your coverage will be out-of-network. Out-of-
network means thats Mental Edge Counseling, LLC. does not have a contract with that company and you 
may be responsible for a higher deductible,copay, or coinsurance. With your understanding that you may 
have a higher out-of-pocket expense with using your out-of-network benefits, then we will bill your 
insurance company as a courtesy. It is also important to know that traditional medicaid does not cover 
out-patient mental health services for anyone under the age of 18. We use every effort to verify this 
information monthly, but there may be instances when this information will change. If this situation 
occurs, and your Managed Care (UnitedHealthCare Community Plan or Health Options) does not pay, 
the total amount of the service will be your responsibility. 

There could be times when an insurance may not pay for a claim. If this is to happen, then a member of 
the financial team will review the claim and contact the insurance company. If the claim was not paid due 
to an error on our part, we will correct the claim and resubmit it to the insurance company. If the claim 
was not paid due to an error on the insurance company, then we will have the insurance company send 
the claim back to be reprocessed. However, if there is no error, then you will be responsible for any 
portion not paid by your carrier. 

At times, insurance companies may audit claims that they have paid. They have up to two years from the 
date of service, the payment of the claim, the receipt date of the claim, or the receipt of the appeal. This 
process is known as the "look back period" and is common among all of the insurance companies. If the 
insurance company determines that they have paid for a claim in error, then they will reverse their 
payment. This means that the insurance company will contact Mental Edge Counseling, LLC. to issue 
them a refund. If that is to happen, then we will then contact you for payment for that service. 
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Settling of Balances 

There may be times where the insurance company processed a claim in an unexpected manner. Here are 
a few examples: 
 - I understand a claim may be processed differently than what was expected, therefore; leaving a 
higher out-of-pocket expense. 
 - I understand there are times when a claim is not paid at all from the insurance company, 
therefore; leaving me completely responsible for the full balance. 
 - I understand that insurance benefit verification is not a guarantee of coverage or payment and if 
my insurance company denies the claim based on the service type, treatment, or diagnosis, then I will be 
fully responsible for the payment.  

If an appointment is cancelled within 24 hours, there is no charge. However; if you missed your 
appointment or you cancel your appointment on the same day, then Mental Edge Counseling, LLC. will 
apply a $40.00 fee to your account. This fee must be paid before you schedule another appointment. If 
you have a credit card on file, then we will process this payment to your credit card. It is important to 
remember that insurance companies do not pay for missed or late cancelled appointments.  

If you have a balance with our office that is 90 days or greater, then we will send your account to a 
collection agency. By doing so, we will have to add a 38% collection fee to your account. Once the 
account is turned over to the collection agency, the balance must be paid in full before you are able to 
return as a client. We want to be able to work with you on your balance, so if you feel that you are unable 
to pay the full balance when due, please contact us to avoid having the account sent to collections.  

Professional Fees 

Court Fees - Please be advised that if you anticipate a court case or are currently involved in a case and 
will require your provider's participation there will be a minimum fee of $200.00 per hour. There is a 
two (2) hour minimum, so even if your provider is present for 15 minutes, the fee will  be $400.00. 
Mental Edge Counseling, LLC. also requires a 50% deposit prior to the court date.  

Letters or Paperwork - Mental Edge Counseling, LLC. understands that there may be instances when 
your treatment may require your provider to write a letter or to complete paperwork. If this should arise, 
there will be a fee that will be applied to the account. This fee is not billed to your insurance company, 
therefore; making the balance your responsibility. There is a minimum fee of $35 for a typed letter and 
$10 per page for any paperwork that needs to be completed. These fees will need to be paid in full before 
you are able to receive the information. 

Medical Records - As a courtesy, Mental Edge Counseling, LLC. will fax or email any authorized 
medical records to another provider, physician, or agency as a courtesy for your continuity of treatment. 
However, if you are requesting a personal copy of your medical records, there will be a $40.00 medical 
records fee applied to your account. The fee will need to be paid prior to receiving your medical records. 
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Medication Management 

Refill Requests - If you require a medication refill, please contact our office within 48 hours prior to 
running out of medication to allow your medication provider adequate time to review the request. 
Controlled substances will not be refilled early. If a prescription has been stolen, our office requires a 
police report to be on file. However, it is the discretion of the medication provider if the refill request will 
be granted.  

Prescription rewrite Fee - In the event that a medication provider has to rewrite a prescription because 
it has expired, there will a $15.00 prescription rewrite fee. This fee will need to be paid prior to picking 
up the prescription. Please be aware that this fee is not covered under insurance. 

Prior Authorizations - If a prior authorization is required by your insurance company to cover a specific 
medication, please allow 24-48 hours for the authorization to be received, reviewed, completed, and 
approved. Our office will contact you once the authorization has been approved.  

Pharmacy - Our office will only send prescriptions to one pharmacy. Please make sure that you have 
given the correct pharmacy information to your medication provider. 

Late arrivals - Unfortunately, due to the time restraints, if you are more than five (5) minutes late to your 
medication management appointment, you will not be able to be seen. If applicable, this will result in a 
late cancellation fee of $40.00 and your appointment will need to be rescheduled. It will be up to the 
discretion of the medication prescriber if they will refill any medications refill request.  
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