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Executiv e Summary

The impact of COVID-19 has had a significant effect on Croydon residents in
accessing and using dental services. Although this was not unique to Croydon, we
wanted to gain a better understanding of the specific issues t aking place to help

local stakeholder s understand the challenges from the residents & perspective.

Bearing in mind the amount of work being undertaken nationally on this, we wanted
to be sure we added to insight and took into consideration the supply challenges in
understanding this. We chose to consult with the Croydon Local Dental Committee
on this at all stages to ensure we could provide insight which would help them with

their planning and conversations with NHS commissioners.

Wor king with the Local ne nvtear ly e@oonsmait tiftaverec eh a s
botorgani saWe olhsarnt much about the complexit
and how this may well affect resiOgent access
sevediaslcussi onsc &intti@Imhrhiet,tLevee devédlropedy to
helgmin the insightuwe ahs®edensukmeadwt hat it w
t hose whionfclowdnce ser vi ce Acsh aan gteehseunets,menrei avia gy ¢
of wor king withsHealetnhbwatGdubshed John of the
Dent almi €Caoimme t he | ntegraitedAERIr lea s @R neaxla mp | e
strong partnereshiepnwairski ng

For example, our decision to ask pbBople to t
October 2m®IAdentwihetns webby NHPeEngldandt oondon

reopfeomre g uflaasref ade eat mMeaf btelkd se di scussions.

We wadto understand how the experrireenscied eonft sser
since tHRWHihe tsiumeey ran fr om2Q@Mel gpmrwesreyn ttead 3 ]
initial findings in July 2021 with the Croyd

! Integrated Care Journal (2022) Healthwatch and Croydon LDC working to highlight local patient needs :
https://integratedcarejournal.com/newsdit  -article/7f6d0005cfe999ea002f699c0088d21d/health watch-and-
croydon-ldc-working-to-highlight -local -patient -needs/

°This was the date that NHS/I(London Region) expected all practices were to be able to reopen for face -to-
face services, unless specific issues after risk assessment prevented them from doing do. It should be noted
that many dentists were still prioritising urgent work and children, though some regular check -ups were taking
place too.
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presented mostly Tghuiasntpédtmarety eq Waltiat. ati ve i ns
support the initial findings and show the in
services in Croydon.

Heal t hwatchogeotydbsea report will enable pract
stakehol ders to ipmapinewne axpess eamrcae for all

These are our findings based on 156 responses from the survey :

9 \Variability in access: 49% ofrespondents found it easy or very easyto
access their NHSdentist to enquire about appointments, while 46% found it
difficult or very difficult . For routine appointments with an NHS dentist,
52% of respondents found it difficult or very difficult, while  only 26% found

it easy or very easy (see page 19-20).

1 Most contacted because they had an urgent need or were in pain , but a
quarter just wanted a check -up: Similarly, a higher percentage of
respondents (49%) found it difficult or very difficult to geta  dental
appointment when there was a problem, whereas 30% found it easy or very
easy. In emergency situations such as a broken tooth, 38% of respondents
found it difficult or very difficult to get a dental appointment, 18% found it
easy or very easy. Only 26% wanted a checkup. Overall, about 1 in 4
respondents consistently encountered difficulty in accessing an NHS
dentist, including in emergency situations . Most generally found it difficult

to have an appointment (see page 24-25).

1 Respondents got their information about dental treatment from dentist
and national NHS websites but did not find it that useful ;2 3 % o f

respondents found i nf &r mveetbisamn eo ru stelfeuilr ode
useful; the percent atghddsH Sa rwe bls@% bBaecnadh d7 % f «
websQteespectively. The &siemafionrinmagt idoind n o't
sour lewever, respondents equally found in

treatments owmodHeosth & hea@s wsefhud sl ightly h
percentage of respondentHotf iudddvihrud ht he | nf
consi st entth rweiretf o r anlalt 1 o(se es QUAIF28E s )
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1 Mostrely on the dentist they usually use even if they are not regular

attendees: Mosdsponde&hdH)s mostly tried to get he
t adenttihsaiysual J1ly6 % sceont acted another denti s
NHS 111 and obtained details for a | ocal

urgeennt all care (after contacting 111). Ne
di d anca@tt all, and none vVvisited(aehepaAxe i den
26-3 2. 't shoul d maempadtedt shpatceéehay have
regul ar or wusual dentist even though that
commi ssioned or deliver eld aasndr elf2er enced,

1 Once patients can get an appointment, they are usually happy with the
aspects of servicetheyget. 44% of r espontdleentwaiftoiumgl t i me
get a dental appointment goddhgwvevgrgogdo
However, 26% found fitthelsaed adotga ryy 3bB%d, o
found the dental treatment they received
good paacgmd with 10% who -gJaisd ©Ba&d forunweriyt h
bad.% found the waiting times at the denti
while 13% found it bad or very bad. A muc
(57%) found t he f acsiulrigteireys tet bteh egioro dd eort av
ot her(aeies ep a3g3&).

1 Almost half were satisfied with the outcome of their appointment, but
over a quarter were not satisfied: About 49% of respondents
satisfied or veroutsadme fadafedt hwaitrh deéiret al aj
11% were neutral, 29% were either unsatis
did not us€@hiassmayicelate to whether they
sol vewhich i s not alhnwayys haedigBidd.r s

1 Almost all see access to NHS treatment as important: 98 % st ate t hat i
either i mportant or very important .to hav
One third wildl only attewtiich reedwywclkeaveha
possi behrty ohtamdemdy omesan more work whe
seeMost (67%) visited an NHS deh?%i st regu
pandemic; the remaining 33% vi s(seteing only
p a g48-46).
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1 Costis asignificantfactorr Even feerMH8es, two thirds a
about 5¢cfowtf. 74 comment,s pmreinma roinleyd a&mesut pr
denti(seeer parghe). 311 % isd t heaywaweer eof free NHS d
entitl ement for those who arbeuli9f rag®ei pt
unawgee pagsed. This may affect decisions on
exami nsataisont herteo itshias,coesen though it may

worlkat er

1 Private appointments are offered but only half were taken up: Many ar e
prepared to waliOtveftdma(rdiebls®) craersepbdidean s
of fered private appointments whenJN#$iS one
under (1@d ff t hoskee dulpke tpa i vat e aandPwli Wt me nt
notoBGt was mostly t(seee dpeBBgb&Ji. ng f act or

These are our recommendations which are relevantto provider s and

commissioner s:

1 Accessneedstobelessvariable: The probl ems iEngtlhaendway N
commi ssions NHS dentistry and all ocates a
in access to NsiSod@mdydors escemdnicdgeertt an NHS
cheuog while others chAhHRBartyatc ctelsesy ulrigeen twi

miles of dhdils oteleelrs. to be explained and ¢

1 Undertake a local dental needs assessment: The currentofalNIHSc at i
appoi ntimermtassed on inl6érwmaar sno@rmhaydamrdat e
has @pepul ati on liOkcremadereofl ast decade cal
demachda | | ewnhgieassbed t o be umdresi daircehd an asses

Thweoul d emslup e dent al unit supply meets c

1 Understanding the perception of a regular dentist: Ma nwat p epretrsc ei v e
that they have ,a breequlser tdernyt ihatve been g
denti st or surgseeyemoirt mhnyi yeipe-bjpst
SO mevho maobreegul ar atrteendd eseap p oionctkeedd,, etvoe nf isr
t haty tche not have access tonameodge poané men

tol d atrhreeynot r@myliiskeried pri mary care wher e
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with a GP practice, dent al patients are n
pr acteiveeen. t hougahl nloi soffhfeigsci s b mmuni cati on ga
a chal Mennyghdsywhaagr ound i n an urgent situatio
get an appBetndememuni cati on ivwi trhe qobadtuieedn t s
howenti sts al |l ocsaniet ha gepaaidrctl manmtl y t hleowi ng
' i mits of whatThtihse ywocudnd ocfrfeeart.e better un:¢
dentveelgi starad i wmat ,a8 wehhsas the i mportan

and keeping appoint ments.

1 Review allocation of regular check -ups: Whi il mc i esgsp pluyniafs of
dent al @ectmeet yl oc al needs ,i $ satdhiegrei fi ca
somet hi egcdhehnatti st canwcuhr ¢ehely dorrent a
Nati onal |l nst Exoekl ehc€l ( NIl €EBE) guidelines
periodud0 to 2oyeaamd tas year with children,
dentct$i®i calondeac ip@git@meanlt h e agd @athiQeamtd t he
agreemByntextending the gap between appoin
clinicallyuappgesomiiwaudlgd be fforreendew ppati ent
Il n Wakefiiselwa,s tdlmne successfully and incr e

popul dti on

1 Those who have urgent need should be prioritised on the NHSwith the
dentist they regularly attend : Access for those woutlhd an wur
be consi derlkradsbdefr@geer ahygmpxshewrkl ess demand
reducedreferrals made twi antoh dMeerrdyd mtosiavt iucsre.
NHS111 t o jsdawamgitehgeltyeisrt art with. NH®ir | ocal
dentatthways lmeledi daedn t he pati erst wedrspec
as understanding barri®uchtas td@utheeceadrat be

access services when nothing seems wrong

1 Manage expectations for patients: Ef f ecti ve communi cati on

on whymudway t and i nsi ghtwiilnlt ohelegd omanagat

3 NICE (2004) Dental checls: intervals between oral health
reviewshttps://www.nice.org.uk/quidance/cgl9/chapter/Recommendations

‘“Heal thwatch Wakefield qN2wdesad checldupénteradlsifor peaple with heslifiy

teeth. https://www.healthwatchwakefield.co.uk/about -us/work -weve-done/recall -matters -new-dental -check-
up-inter vals-for -people-with -healthy -teeth/
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ex pect ataicohn ss.oorugledr yst ate its allocation of
it updated, so patientsasndweltbtansdptbei db

information on ot her routes to access.

Dentist s and the NHS need to provide more useful information ¢ and not
justonline : Mos peopl e found | deditwkibsualntelst o use
near |l pyfhaplatdi @ntn®t use wWerbosdiutce gniga tm teadd|
mat eex@l ai ni ng dlanoedrsetlneyv aamntd Ipocati ons su
phar maci es woUlhdsbeows$ef ulnclude a full ex
relationship between NHS work and private

pl adetdhe same time in each practice.

Communicate costs better: There i s much confusion on w
hi gher parnidwasteerlvyi ces may be different bet)
from quality tolie madlee i @aEgsleyw@if emi NHS. ser vi
two thirds are conc &€l reaad eabo wntf odcansatt i on o

for benefits are needed as wel |l

Celebrate what the NHS d oes with continued conversation with patients

NHS dentistry is very much eapperne cawinadteed by

chall enging times, | ook to cpetaitenta wiotsh t
open engagsemewing that dentists are | iste
responding. Thisealpectlaell pmsmanage
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l1Background
1.1 Context

About Heal t hwat ch Croydon

Heal t hwatch Croydon works to get the best ou
services r ddgponafenlgodal MPreompliemproving ser vi ¢
hel ping shape better onepebpivetswmoandw, we |
experiences and t hemakiinnfgl.u ewec eh adveec isseiveerr a | [
under the 2012 Health and Soci al Care Act.

Context

As aresult of the COVID19 pandemic, there were many reports of the difficulty of
accessing and using dental servicesnationally . For the first six months, there was a
very limited service, but since 5 October 2020, NHS London asked dentists to reopen

services.

Healthwatch Croydon heard from residents about difficulties accessing dental
services, and this was raised as a priority subject to consider after Healthwatch

Croydon Annual Meeting poll on themes they should consider.

From the beginning, Healthwatch Croydon was already aware that many report s had
been produced by other Healthwatch and patient groups , but the se tended to focus
on the first period of lockdown when dental service access was very much limited.

Following discussions with the Croydon Local Dental Committee, we discussed both
the context and factors that may have led to supply issues which could help shape

guestions which could bring relevant insight.

The result was a survey that could explore aspects not necessarily covered in other
reports and at a timescale once services were supposed to be more open to the

public more than the very restrictive period of March to September 2020.

Croydon residents® experiences of accesldillhg and u
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1.2 Some context about dentistry and how itis ~ commissioned

While our role as Healthwatch Croydon is to communicat e the patient experience as
we have done here, we do usually explain the context and background behind the

area we are exploring.

One of the points raised in our findings is that public perception of dentistry is not
always aligned to how the service is commissioned and delivered. This section helps
clarify some of these aspects. This has come out from our discussions with the
Croydon Local Dental Committee who have been open to our findings but asked if

we could provide more context.

Lists

We asked a question on regular lists and seeing a regular dentist as that is how
patients understand their access and use of the service, like that of a GP. No actual
lists by dentists exist and therefore there is no forma | registration process. Patients
may regularly see the same dentist, twice a year for many years, and their  details
will be kept in some form of business record but there is no official list. This differs
from GPs where patients d o fully register and can o nly be registered at one surgery
and when they move their records move with them. Patient s can be seen at any
dentist without records being carried across. Dentists will usually undertake an

assessment and take a detailed record of new patients at their fi rst meeting.

Funding

This is turn affects how dentistry is funded. Unlike GPs who get paid a standard
amount for each patient on their list irrespective of whether they use services,
dentists do not get paid this way. Dentists are paid by Units of Dental Activity (UDAS)
which they are allocated each year and need to use within that year but  tryto ensure
they are evenly spread throughout the year. If they use them too quickly or too
slowly, they could lose funding from NHS England. Each UDA is worth a certain value,

agreed between NHS England and the specific practice . This can differ from dentist

Croydon residents® experiences of accesldilhg and
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to dentist and in some cases the amount a dentist gets is less than patient charge:
currently £23.80° for a band 1 standard examination. The amount a patient pays

does not correspond to the cost to the dentist.

For a patient that has complex needs, many UDAs could be used on one patient,
whereas one who has healthy teeth may only use a single UDA. This unpredictability
in the way dentists must manage their NHSallocations makes it a challenge to plan
and can lead to dentists using up their allocation at certain stages in the year,

leading to disappointment for the patient.

Each dentist is a private company t aking an NHS contract and they are not legally
obliged to take on more than their contract allows. They can oversupply up to 2%
but will not be paid for anything they do above that. However, this 2% will be
deducted from their allocation for the following  year meaning they will only have

98% of their contracted amount for that following year
Therefore, sometimes all they can offer is private work which is not at NHS prices.

Dentists also take on different NHScontracts, some seeing all NHS patients, others
only seeing children or those who can gain exemption from costs on benefits. This

again affects the supply of appointments.

Commissioning and need

If this was not already complicated enough, the allocation for how many UDAs each
dentist has and how much they get paid for each UDA was decided in 2006. Even
then, the allocation was based on what the dentists had done in the previous year,
so some dentists who had a quieter year maybe due to having less staff would have
had a smaller allocati on. This means that for many dentists they are working in
communities where demand has changed significantly in the last 16 years but UDA
allocations have not. Croydon alone has seen a 10% rise in population This therefore

affects demand, access, and patient experience.

5 NHS (2022) How much will | pay for dental treatment ?https://www.nhs.uk/nhs -services/dentists/dental -
costs/how -much-will -i-pay-for-nhs-dental -treatment/

Croydon residents® experiences of acceslgilhg and
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1.3 Rationale and Methodology

Heal t hwat chacCr aysoRWeayn utardym ne @MI2iln e wleer
receilbedspagnfmérs ch si x were repeats bringing
150.

1.4 Met hod

The survey was setHapl bhw8&8mapt €cBayeddpt he sur
acrossooiual pmadiardnsused pai d adver.Tihdgisng on
washared across ousgontealendk vofl uNHAry organi s

The Crbgdent al Committee also shared it acr

Questions:
1. Have you used a Croydon NHS dentist since 6 October 20207? *

Ye/sNo

2. How easy was itto : *

Access my dentist to enquire about appointments.

Have routine appointment ( checkup, scaling and polishing).
Get an appointment when there was a problem.

Access emergency care such as a sudden broken tooth.

Very /Easii f f/iveewlyt DIiCfifdi cnuoltt require

3. Where did you get information about possible dental treatment and how easy

was it to use?
My dentistds website

NHS. co. uk

Croydon residents® experiences of accesldilig and u
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Ot her websites, please state in comment belo
FVery UdesfefiNolt t hat Nosedb/sDEfdulnot wuse
Pl easewhst.at e
4. What was your immediate dental need? *
A filling
A broken tooth
Anmbscess
Pain relief
Did not have an i mmedi at ec meep, |just wanted
Ot her (please specify):
5. How did you try and get help? *
| contacted my wusual denti st.
|l rang another dentist.
|l rang NHS 111 and was given contact detail s

|l rangllNHASH dl was directed for urgent dental
| contacted my GP or GP Hub and was referred

|l visited Croydon University Hospital Acci de

Centre.
|l did not take any action.
Ot her (please specify):

Tel | us more about your experience of seekin

Croydon residents® experiences of acceslilhg and u



healthwatch

Croydon

6. If you were able to get treatment where was this provided?

Pl ease give name address and postcode i f pos

7. What was the experience of the following: *

Waiting for an appointment

Treatment

Waiting time at dentist

Waiting locat ion

Facilities at surgery

Very /GodMdei t her go8d/deory /Obiaddl not wuse service

Tell us more:

8. How satisfied were you with the outcome? *
Very satisfied
Satisfied

Neutr al

Unsatisfied

Veyr unsatisfied

Did not use service

Tell wus why (text):

Croydon residents® experiences of accesldilmg and u
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9. Before the COVID outbreak in March 2020, did you visit an NHS dentist on a

regular occasion, or only when there was an issue? *
Regul arly

Only when there was an i ssue

10. How important is it to you to have regular access to an NHS dentist? *
Very i1 mportant

| mportant

Not that i mportant
Not i mportant at all
Tel | us why:

11. Has cost been a factor on whether to use an NHS dentist? *
Ys
N o

Tel | us why:

12. Are you aware that there is free entitlement for NHS dental services if you

are claiming certain benefits? *
Yes

N o

Croydon residents® experiences of acceslillig and u
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13. If you are accessing free entitlement for NHS dental services due to
claiming certain benefits, have you had a change in benefits status that may
have affected your decision on whether to use an NHS dentist? *
Yes
N o
Not applicable as | am not <c¢claiming benefits

14. Have you been offered private appointments by Croydon dentists when NHS

appointments have not been available? *
Yes
N o

Standard demographi cs odni sgaebaidieirt,ryessg ed,e ndtélsni c

|l ocati on.

15 Limitations of the study

't was compl Pued CO@¥IsDhei ctions,ofwercduled samlh
onl i ne ae uweabweer t o utndd @ ed gdarge ita.ceThi s means
certain ages and ethnic groupsmanyaklbeebse LNKely

to complete online surveys

This wael eefhhergrespondents ¢ hosbeastead foinl It hien
promotion we Weddspeaktt o ceMhairefg@oreuyupse ma
wel | hear from people who had more chall enge

than those who did not.

Ti mes cTéhlee:'survey ran from January to June 20:
changes in the detlhiivsertyi noef, sienr vriecsepoinnse t o C:

whi chamédgapply of services.
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2 Insight r esults

These are our fimdirvey baesednaresicivveneecep dee
or new |line Iis aPidempasraneteomwmemtave not edi't

typos, grammararemdephr asiahg

2.1 Have you used a Croydon NHS dentist since 6 October 2020?

Have you used a Croydon NHS dentist since 6 October 20207

No- 35.33% (53)

Yes - 64.67% (97)

®ves @ No

N=150

T 656fr espondaeintdd at t huesyedhadh NHS denti st i n (
6 October 2020, while 35% have not.

Croydon residents® experiences of accesldildig and u
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2.2 How easy was it to?

I.  Access my dentist to enquire about appointments ?

Il.  Have routine appointment (ch eck-up, scaling, polishing)?
lll.  Get an appointment when there was a problem?

IV. Access emergency care such as a sudden broken tooth?

How easy was it to:

Very Easy - 26.28% (41)

Easy - 22.44% (35)
Access my dentist to enquire
about appointments.

Difficult - 16.03% (25)

Very Difficult - 29.49% (46)

Did not require - 5.77% (9)

Very Easy - 14.74% (23)

Easy - 10.90% (17)
Have routine appointment

(check up, scaling and
polishing).

Difficult - 11.54% (18)

Very Difficult - 38.46% (60)

Did not require - 24.36% (38)

Very Easy - 16.03% (25)

Easy - 14.10% (22)

Get an appointment when there
was a problem.

Difficult - 14.74% (23)

Very Difficult - 34.62% (54)

Did not require - 20.51% (32)

- Very Easy - 10.90% (17)
. Easy - 6.41% (10)
. Difficult - 7.05% (11)

Very Difficult - 32.05% (50)

Access emergency care such as
a sudden broken tooth.

Did not require - 43.59% (68)

0% 20% 40% 60% 80% 100%
Percent

® VeryEasy @ Easy @ Difficuit @ Very Difficult Did not require

N=150

Croydon residents® experiences of acceslsdilhg and
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1 49% of respondentsfound it easy or very easyto access their dentist to
enquire about appointments , 46% found it difficult or very difficult, while
7% did not require.

1 52% of respondents found it difficult or very difficult to have a routine
appointment with an NHS dentist , while 26% found it easy or very easy.

1 Similarly, a higher percentage of respondents ( 49%) found it difficult or
very difficult to get a dental appointm ent when there was a problem,
whereas 30% found it easy or very easy.

1 In emergency situations such as a broken tooth, 3 8% of respondents found it
difficult or very difficult to get a dental appointment, 1 8% foundit easy or
very easy, while the remaining 40% did not require an emergency
appointment.

1 Overall, about 1 in 4 respondents consistently encountered difficulty in
accessing an NHS dentist, including in emergency situations. Although 49%
found it either easy or very easy to enquire about an appointment, most
generally found it difficult to  get an appointment.

Croydon residents® experiences of accesldi2bhg and
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2.3 Where did you get information about possible dental treatment
and how easy was it to use?

Where did you get information about possible dental treatment
and how easy was it to use?

- Very useful - 10.00% (15)
- Useful - 12.67% (19)

My dentist's website - Not that useful - 12.67% (19)

- Not useful - 18.67% (28)

Did not use - 46.00% (69)

I Very useful - 1.33% (2)

- Useful - 11.33% (17)

NHS.co.uk - Not that useful - 14.00% (21)

- Not useful - 14.67% (22)

Did not use - 58.67% (88)

I Very useful - 2.67% (4)

. Useful - 4.67% (7)

Other websites, please state in

. Not that useful - 5.33% (8)
comment below

- Not useful - 8.00% (12)
Did not use - 79:33% (119)

0% 20% 40% 60% 80% 100%
Percent

@ Very useful @ Useful @ Notthatuseful @ Not useful Did not use

N=150
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Respomrsdethheinff or mat ideemntaabo utr eat ment from
sourcest hedenn @Bebsane NHS website.

23%refspondenitmsf dromantdi on o&h wélesirt elems e fsul
very useful; the percentages a¥thdr% and

websDt eespelchea viedmai ning did not wuse the

Howewerpondents equally found infbobsmati on
from thesWosouhae®@swsehuh slightly higher
respondents findithgt tdeevhindlorimawe aamhsli st en

t hrieref or mati pn sources

Most afestplbpendents did not use the infor mat
treanm; the percentage of respondents t ha
acquired fromM® tweebisri tdeentNHStwWeb s wWihd,2i dred
46%, 59% and 79% respectively.

Where did you get information and how easy
was it to use?
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respondents who giave further comments

OWas already registered and just phodn

0Could not get an emergency denti st

what to in aé®d@ emergency
OWhy just ask about websites? | <cal

oJust wal ked down a road and saw a s

Centarned asked, if | coelnd have an app
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Positive experiences

OAccesdMas already registered and | uc
whi ch 6l olgojtust call my dentist and
of bookappoiamt ment. | needed a chec
ng. i have an appointéméonss wt
a road and saw a sign mnthriec ha nsd

I could tave an appoi nt me

oQual ity ofDesteirs/ti ceean tbaavtye dl emea .i st s

appointment in the ost and by emai

oSpeci fic gsauregeirnifeqgsemathi an separate
oGi | | et road T hemthalonBaaat ), Addi s
Coul sdon dental prraca®ocses woono dBr iAgihdti «
Purl ey .Whit es

ol nf or mat i oaNhsso ulrdalle sp:honed myoHeéahht ih:
wat cdbAny sites on ;Go odglde as eGuoroGghloey | se

OMy own dé&Rtigate .ppoGattiace ed my den

t &b h o n @I rana mvy denoti st directl v

Negative experiences

OAccesls:now go to Guys Teaching Hospi
been able to get the appoint ment. I

for routiné check up.
o] COULD NO APPOI NTMEHEAT ITOFA@RKEAETBISON

oBar r iDeeraf nbess need BSL | NTERPRETER

communication n make mistake that sp
for BSL | NTERPRETER FORODEAF PEOPLES
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2.4 What was your immediate dental need?

What was your immediate dental need?

A filling 19.33% (29)

A broken tooth 33.33% (50)

An abcess 9.33% (14)

Pain relief 16.00% (24)

Did not have an immediate need,

0,
just wanted to get a check up. 26.00% (39)

Other (please specify): 22.67% (34)

0% 20% 40% 60% 80% 100%
Percent

T 1 in 3 respondents had a broken tooth.
T Ovedrebneed ed |ld imagdbagesswanted .pain relief
1T 26% did not have an i mmedi-ape need but wa

1T 22% sOahe@mdd rai sed t he fTbbkdedvifnogr tehxetnreasct
t hmeed fortocoblwashe, root fecanmnaingsat gdi y d
i ss,uebsr,dhyems eansdt sputine checks. Some al so
i nterpretexhselopr anseepdart of th®&eéee bahcw,r t

eacshpecidmment i s sepacaltend by a semi
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OExtracoHxotnrsaact i on at Specialist dent i soto,set oo
toofTbpth removal due to |l ockdown dMmdtooahl sh

was not able t.cd get a denti st

oCr ownlsas©® of @&r ocwowne adwenetnad ;previ ous crowns
of the (tsomat)ddhehad 2 extractions or different
children they were only dealing with emeraogke

c a.po6

0Toot hadclh®:t hdo ac he; -nTooto t shuarceh eo f cause as | col

|l mfct ed wi sddm t oot h

ORoot <canalt it rkeead mMEencour ses of antibiotics f
denti st r dopeammredgsdsessment, then iniatialk hriso
Oct . After 6 Oct | retqué atedenthe f ul I root c

OAccess & root canal ; Pain and Gum I nfection

(repeatdi ng)

lings: oLeaking filling;

needed a filling

oBr acélseck for orBtrlacesntaingdt wonky front tooth
daughter

oDenti str yAssr edarttedaf canBent dlr ejaNtbEleasi tBS L
I NTERPRETER. 6

oChi | dBemy with tooth injur.yg Sons decaying t
OHy gi eaHysgti eni st appoisetméaghee;Ai seep scal e&& and

ORoutine dheaemiksss:iedd my | ast routine check up b
It is now over a year since | have been to t
no pain. havaep proatntmeechee awi t h my denti st beq
and | don't feel stiergoamg t md omamwnpeopl e
wearing masks nor keeping their distance. PI
cont act . | brmieqhtr elaswsaar ed i f my practice had
what precautions are in place e.g. are the d
regularly? Is the waiting room safe? What ab

remi nder of rmpyoowdrmewme &@dut no asssaufrea nscdersg eorfy

OAcceds:neked a denti st but mi ne retired and C

new one; i think my dentist wasnt open,. 6only
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2.5 How did you try and get help?

How did you try and get help?

| rang another dentist. - 16.00% (24)

I rang NHS 111 and was given
contact details for a local I 4.67% (7)
dentist.
[ rang NHS 111 and was l "
directed for urgent dental care. 5:33% (8)
| contacted my GP or GP Hub

and was referred to care by this | 0.67% (1)
route.

| visited Croydon University H... | 0.00% (0)

| did not take any action. . 9.33% (14)

Other (please specify): - 10.00% (15)

0% 20% 40% 60% 80% 100%
Percent

N=150

T Respondemdms8dost | y trheldp tlboy geednt acting tFh
denti st

T 16% contacted ,anmD% hecoNHEihiteaesntd obtained d
for a |l ocal denti stur ge®%twareentadilr eatred (fad
111) .

T 9% of responadentasnddindnreotvi sited the Accic
Croydon residents® experiences of accesldi2zlhg and u
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Tell us more
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There was a free comment box here for respon

experiences of tWe isgp areadtged ntekhwbeps i nto then

t hemes. The first graph above was their exp

help via 1I%®1.,epdmalelwal kMonsgte s mondents did not

Overall, respodghemgtast i vepextpedhioodnpesi ande

experi éweres. mi xed.

Tell us more second level theme
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N=93

When codewi abc &ds cwansmetnhtes b i fgglelsdawe & shuye char ¢

(1and wa(iltli)ng
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Access comments dpositive and negative

ONo proPhemed up when | needed an. @ppoint ment

of. contacted themmvbaea @®@bhbistmas and they cal

which was for t lbeolf onladowiongprdoabyl. eméi n getting

of. rang my dentist to have an inlay put back i

(around 3 day$vehataer appod nt dent was made.
OApart from the fact that dentiGdt sdhpupgoi2rthrhen tt

OWas able to get help by contacting my denti st

sur gery) .

oCall ed my desmntail stNHSor an appoint ment, went al

was seen and | eft the surgery.

OMy dentist retired before |l ockdown. After a fi
was told a new denti st hcaods tt ak2emn0 otfd saened hietr .wol
quite a few months. Then | had to get somet hi n
and obtain NHS dentistry, but was told by a fe\
Eventually Hdtegpe#&eratuiponnsigned up to a denti st
credit card A210, which was for a check up, a
hygienist clean in 2 months time at anothetdso:

W 0 er we arendot all wal ki ng arownd with a mou-

mai l ed my own dentist on a friday morning

cription to prevent a painful weeknd.ausie w.
nt seen us for a year, we can't see you but
ked by this reply. | hadnt used my denti at
he Pahdéemgcme an apt i n 1f20 rd aayns ewdesragsetr chyle d
if | dildetk!|iympgpyove®ot hache i mproved howevelr
attend my apt after 12 days eklwasiggveyg &a:
h concer nedt hhen dd emt ixstr agxpl i aned my tooth r
ti st as she wasAlt tdhorrsf iaggegnt it @padal. a band 1

th wasnt carried out which i dont agree wint
that we arent ablewthe fokeduentt hevi apt wil
th, with an additional cost of 65.00 which

tmasntagerm motod experience ateal wWwaahdnig d@&ndasg

mergency apt .i6s acceptabl e

Croydon residents® experiences of accesldi2hhg and
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Access comments dnegative

of. have been trying to contact community dent al
has Autism and complreguieamenhg aaocedsave a roul

they closed the New Addingt>d&dn surgery. I'tés a n

of would just I|Iike to have a check up. al ways

my dentist fo&d& 18 mont hs! !

oTri ed appgient ment for toothache in December at
and said they were not seeing patients and to

after |l ockdown. | Dt i || need to be seen.

ORang 111 and got a revweryimhgsynetse agge dn nleisne.

private denti st. Left a mess.age and they never

oflt was hard to get appointment, the dentist co
put a crown i n. I had | oagobhihhre Thewnhandritedt thc
has been fallen out ever since. | dm now quite ¢

with plastic glue and ités nawpmdde nlygott om teet

ONo one was able to help maiandntd dmssbmfort. W

don't feel confident in approaching 6a denti st |

ofh. had many sl eepless nights with pain before |

fees This wasm®il df agel pedasi onar
of. rang the dentist, but they did not answer,

0OThe issue is not only access but the dentists

on privade wor k.
ONo access now BHor 18 mont hs.

0They basi tahtyl shiad been removed from their 1|
years. They did not inform me of this removal «
They then offered to do it privately so | d&aiidt

nhs. Basically they just wanted more moéney froi

of was told i had to go private which i <cannot

still Iiavse)eni ta .déent i st

Croydon residents® experiences of accesldi2ghg and
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Access comments dnegative

olnitially happy to be seen quickly and a temp
replace the filtd nfgi ven wdeak Maaicth from the firs
fillifmai had and | 've called to get this addres

solution offered. | have purchased a sol utd on
oDenti st was not booking appointmentsé for my p

oOur baby, who hasndt been able to register wi
nasty tooth injury. We contacted our | ocal den
been registered with them,wervee.nwatieheotussggho bMdH $ Ipla
suggested we contacted our | ocal GP. Qur | ocal

expeor . | eft a message, was called back anad to

oWas told they are stildl not abhettbephaoti app
ascertain the need for pain relief. I bel i e vée

OMy dentist had confirmed by telephone consul't
necessary. I had alalkadgntwhstimgl ddirngetviee pe
not operating doOni 8glbDolkdobwwoke up with my fa
abscess. It was a Saturday and | was given Vi a
excell ent guerswi cdg.ealt ed and back home wi#dahilfh. 2¢(
Appoi nt ment with dentist for possible extracti
deal with therefore a further amefsarnddl wwouli chgb
appoiment 206. 2. 21

ONodebr i si n( stihce) area would see me face to face.
not an emergency as not registered at a | ocal
NHS. They all bl anfed this on Covid

oOCroydemti sts have been difficult to get hdhey
don6t send you reminders when you are due a ch

det ai |l s. I have had to go to anotdher Borough f

OTr i ed tdsgatent al care mainly for my 14 year ol
go private as nhs dentist not taking on patien
tooth and desperately needs braces (it dsnilasfe
dentists not taking on patients and would have

privately and feed this is a disgrace.

Croydon residents® experiences of accesl®dishhg and
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OMy cracked mol ardrnieleldendg.a rlooptai d pri vatel

capped. It was very expensive bat done we

"My old dentist was reliable and honest bu
which is dishonest. | n Se pptaeymbfeorr 2a0Onl 9i ntvhiesy
my daughter but they put in a usual dark f
one. They also gave me an unnecessary fil/]l
somehow some of it fell e;mwtu.ghl faltomey | h avd ull
worrying about | osing the rest of the fill
me and my daughter. My old dentist wasay sua

honesTthleyy ar e<mncaanhel eadnd addr esés supplied>>

ofh. was forced to go private as my tooth wa

avail abl el htei lelx tMaayc.t i on. c<oasdtd rnees sAds3uZp p| i ed >

0l. i wasnt offered annual cBechygpebhfsered
which i accepted but its very expensive, u

has changed sever al times in the past 6 few

oThe whole reason i could not seekhkefobdbsbobw
not register with a NHSmy etnd @ tsit Isav  sdba)teirr

cannot afford due to my husband being. d url

OMy | ast check up was in October 2019. | Are
as new ownhership was taking over. This wa
opened up again in October 2020 on asking
emergency treatment was being -upsertddmar o
enquirirtsi upemd March 2021 received simila
2021 an appointment for 28 Aqpmpi laswas walt i
one or more fillings. I n fact two filling
t o say dtildata piptear -uphsatamcd etcrkeat ment was ava
during Octeavaearcha2®@0®1 if you were @ privat.

ONFKBdenti st saying they c-bmudt itfakeunewyp trii
you today !!! Some saying they are booked

Madness wabBsEmetr gejneyt went 6privat e

Croydon residents® experiences of accesl®did3hg and
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OWas unable to get an appointment as | had
|l onger be treated as a NHS pati ent caomd awas

another denti st in the area who administer

OHad a bad tooth needed to get extract due
expected to go private was in a | ot of pai
wasncourtagemplay privately then he seen on n
pri vatieemptas not nhs which is unfair , foun

take outé6tooth

of. had a broken tooth and was told by dent
emergency and coul dnoét give me an appointn
bootls.felt this was an emergency and after

dentist privately payid®hg A120 to have a fi

"l was booked an appointment with my own d
was thought the fill ianvge waes an octh ouircgee ntto bpuut
wat until Lockdown restriction were better
money because PPE was required to be use b

to payoéfor it.

(o] did not putsveeditodoihgvdone but | booked
hygienist check up. | was offered an appoi

For the feewang Unhiald Easter and &ee how t

OMy dent al pract i ceep pdaidn tnnoetn th abveef carne  Chr i st
broken tooth and | oss of filling could not
could only see me as a private patient. Th

temporary filling uinttiflallloxs&kawtwnadaifrn.s of

Owas pushed into private dental care many
appoi nt ment . I was seen by quite new dent

stild® pay.

oMy dental practice now taken mveo bg kaeg
teeth whitening and ot BergeoygymwbbBcqgprir aetigec

safety. Hygienist wadk particularly careful
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2.6 What was the experience of the following: Waiting for an
appointment ; Treatment ; Waiting time at dentist ; Waiting locatio n;
Facilities at surgery

What was the experience of the following:

24.00% (36)

20.67% (31)

16.00% (24)

. 4.67% (7)

Waiting for an appointment

22.00% (33)

12.67% (19)

32.67% (49)

19.33% (29)

12.00% (18)
Treatment

l 4.00% (6)

6.00% (9)

26.00% (39)

22.67% (34)

30.67% (46)

13.33% (20)

Waiting time at dentist
I 2.00% (3)

8.67% (13)

22.67% (34)

24.67% (37)

22.00% (33)

16.00% (24)
Waiting location

4.00% (6)
9.33% (14)

24.00% (36)

29.33% (44)

28.67% (43)

10.00% (15)

Facilities at surgery
0.00% (0)

6.00% (9)

26.00% (39)

0% 20% 40% 60% 80% 100%
Percent
@ Very Good ® Good @ Neither good nor bad
b |_| Mpn ® Bad " Very bad @ Did not use service
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