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Findings in brief  
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Recommendations  in brief  
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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 õ 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. 

Working with the Local Dental Committee has been a very positive experience for 

both organisations. We learnt much about the complexity of dental commissioning 

and how this may well affect resident access and usage of the service. Over 

several discussions with the Local Dental Committee, we developed the survey to 

help gain the insight we need to know but also ensured that it would be useful to 

those who could influence service change in some way. As a result, the experience 

of working with Healthwatch has been profiled by Sushil John of the Croydon Local 

Dental Committee in the Integrated Care Journal in April 2022, as an example of 

strong partnership working between us.1 

For example, our decision to ask people to talk about the experience after 5 

October 2020, when all dentists were expected by NHS England London region to 

reopen for regular face-to-face treatments2, reflects these discussions.  

We wanted to understand how the experience of service has been for residents 

since this time. The survey ran from 29 January to 3 June 2021.We presented 

initial findings in July 2021 with the Croydon Local Dental Committee which 

 
1 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/  

 
2This 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.  

https://integratedcarejournal.com/newsdit-article/7f6d0005cfe999ea002f699c0088d21d/healthwatch-and-croydon-ldc-working-to-highlight-local-patient-needs/
https://integratedcarejournal.com/newsdit-article/7f6d0005cfe999ea002f699c0088d21d/healthwatch-and-croydon-ldc-working-to-highlight-local-patient-needs/
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presented mostly quantitative data. This report places qualitative insight to 

support the initial findings and show the impact of accessing and using dental 

services in Croydon. 

Healthwatch Croydon hope this report will enable practical discussions with all 

stakeholders to improve access and patient experience for all Croydon residents. 

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

¶ Variability in access:  49% of respondents found it  easy or very easy to 

access their NHS dentist 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). 

¶ 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 get a 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 check-up.  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). 

¶ Respondents got their information about dental treatment from dentist 

and national NHS websites  but did not find it that useful ; 23% of 

respondents found information on their dentistΩs website useful or very 

useful; the percentages are 12% and 7% for the NHS website and Ψother 

websitesΩ, respectively. The remaining did not use these information 

sources. However, respondents equally found information about dental 

treatments from these sources Ψnot that usefulΩ, with a slightly higher 

percentage of respondents finding the information Ψnot usefulΩ (which is 

consistent with all three information sources) (see page 21-23). 
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¶ Most rely on the  dentist  they usually use  even if they are not regular 

attendees:  Most respondents (78%) mostly tried to get help by contacting 

the dentist they usually use, 16% contacted another dentist, 5% contacted 

NHS 111 and obtained details for a local dentist, 5% were directed for 

urgent dental care (after contacting 111). Nearly 1 in 10 (9%) of respondents 

did not act at all, and none visited the Accident and Emergency (see page 

26-32). It should be noted that many patients perceive that they have a 

regular or usual dentist even though that is not how the service is 

commissioned or delivered as referenced, see page 11 and 12.  

¶ Once patients can get an appointment, they are usually happy with the 

aspects of service they get.  44% of respondents found the waiting times to 

get a dental appointment good or very good, with 24% finding it very good. 

However, 26% found it bad or very bad, of these 22% finding it very bad. 33% 

found the dental treatment they received very good, and a further 19% said 

good compared with 10% who said bad or very bad - just 6% found it very 

bad. 53% found the waiting times at the dentist to be good or very good, 

while 13% found it bad or very bad. A much higher percentage of respondents 

(57%) found the facilities at their dental surgery to be good or very good than 

otherwise (see page 33-37). 

¶ Almost half were satisfied with the outcome of their appointment, but 

over a quarter were not satisfied:  About 49% of respondents were either 

satisfied or very satisfied with the outcome of their dental appointment(s), 

11% were neutral, 29% were either unsatisfied or very unsatisfied, while 11% 

did not use a service. This may relate to whether they got their problem 

solved, which is not always possible, and other factors (see page 38-42).  

¶ Almost all see access  to  NHS treatment as important:  98% state that it is 

either important or very important to have regular access to an NHS dentist. 

One third will only attend if they have a problem, which reduces the 

possibility of early interventions and may mean more work when they are 

seen. Most (67%) visited an NHS dentist regularly prior to the Covid-19 

pandemic; the remaining 33% visiting only when there was an issue (see 

page 43-46). 
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¶ Cost is a significant factor:  Even for NHS services, two thirds are concerned 

about cost. 57 of 74 comments mentioned cost, primarily about private 

dentistry (see page 47-50). 81% said they were aware of free NHS dental 

entitlement for those who are in receipt of certain benefits, but 19% are 

unaware (see page 51-52). This may affect decisions on taking up regular 

examinations as there is a cost to this, even though it may save costlier 

work later. 

¶ Private appointments are offered but only half were taken up:  Many are 

prepared to wait for NHS care. Over a third (36%) of respondents had been 

offered private appointments when NHS ones had not been available. Just 

under half (17%) of those did take up the private appointment and 19% did 

not. Cost was mostly the deciding factor (see page 53-55). 

 

These are our recommendations which are relevant to  provider s and 

commissioner s:  

¶ Access needs to be less variable:  The problems in the way NHS England 

commissions NHS dentistry and allocates appointments is causing variability 

in access to NHS dental services. Some Croydon residents can get an NHS 

check-up while others cannot access urgent NHS care, yet they live within 

miles of each other. This needs to be explained and addressed. 

¶ Undertake a local dental needs assessment:  The current allocation of NHS 

appointments is based on information that is 16 years out of date. Croydon 

has seen a population increase of 10% in the last decade causing significant 

demand challenges which need to be considered under such an assessment. 

This would help ensure dental unit supply meets current demand. 

¶ Understanding the perception of a  regular dentist:  Many patients perceive 

that they have a regular dentist, because they have been going to the same 

dentist or surgery for many years - even it if it is not for regular check-ups. 

Some who are not regular attendees are disappointed, even shocked, to find 

that they do not have access to an appointment when they need one, or are 

told they are not registered. Unlike in primary care where patients register 
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with a GP practice, dental patients are not registered with a specific dental 

practice. even though no official list exists. This communication gap causes 

a challenge. Many only shop around in an urgent situation when they cannot 

get an appointment. Better communication with patients is required about 

how dentists allocate appointments, with each practice clearly showing the 

limits of what they can offer. This would create better understanding of 

dental ΨregistrationΩ and what it means, as well as the importance of making 

and keeping appointments. 

¶ Review allocation of regular check -ups: While increasing supply of units of 

dental activity to meet local needs is a significant priority, is there 

something that each dentist can currently do with their current allocation? 

National Institute of Clinical Excellence (NICE) guidelines allow for a recall 

period of up to 2 years for adults and a year with children, subject to 

dentistsΩ clinical decision on a patientΩs oral health and the patientΩs 

agreement.3 By extending the gap between appointments, where this was 

clinically appropriate, units of activity would be freed up for new patients. 

In Wakefield, this was done successfully and increased access for the local 

population.4  

¶ Those who have urgent need should be prioritised  on the NHS with the 

dentist  they regularly attend : Access for those with an urgent need should 

be considered before those requiring general check-ups unless demand is 

reduced or referrals made via that dentist to another location. Very few use 

NHS111 to start their journey ς they start with their local dentist. NHS 

dental pathways need to be designed from the patient perspective as well 

as understanding barriers to regular attendance such as cost, or the need to 

access services when nothing seems wrong.  

¶ Manage expectations for patients:   Effective communication with patients 

on why they must wait and insight into prioritisation will help manage 

 
3  NICE (2004) Dental checks: intervals between oral health 
reviewshttps://www.nice.org.uk/guidance/cg19/chapter/Recommendations   
4 Healthwatch Wakefield (2018)  ôRecall mattersõ ð New dental check-up intervals for people with healthy 
teeth. https://www.healthwatchwakefield.co.uk/about -us/work -weve-done/recall -matters -new-dental -check-
up-inter vals-for -people-with -healthy -teeth/  
 

https://www.nice.org.uk/guidance/cg19/chapter/Recommendations
https://www.nice.org.uk/guidance/cg19/chapter/Recommendations
https://www.healthwatchwakefield.co.uk/about-us/work-weve-done/recall-matters-new-dental-check-up-intervals-for-people-with-healthy-teeth/
https://www.healthwatchwakefield.co.uk/about-us/work-weve-done/recall-matters-new-dental-check-up-intervals-for-people-with-healthy-teeth/
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expectations. Each surgery could state its allocation of NHS work and keep 

it updated, so patients understand the challenges, as well as provide 

information on other routes to access. 

¶ Dentist s and the NHS need to provide more useful information é and not 

just online : Most people found it difficult to use dentistsΩ websites and 

nearly half of patients did not use websites at all. Producing new printed 

material explaining dentistry and placed in relevant locations such as 

pharmacies would be useful. This would include a full explanation about the 

relationship between NHS work and private work and how they can take 

place at the same time in each practice.  

¶ Communicate costs better:  There is much confusion on why costs are much 

higher privately and how services may be different between NHS and private 

from quality of materials to the role of hygienists. Even for NHS services, 

two thirds are concerned about costs. Clearer information on exemptions 

for benefits are needed as well. 

¶ Celebrate what the NHS d oes with continued conversation with patients : 

NHS dentistry is very much appreciated by all who use it, even under 

challenging times, look to create a positive relationship with patient with 

open engagement, showing that dentists are listening to their concerns and 

responding. This also helps manage expectations. 
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1 Background 

1.1 Context  

 

About Healthwatch Croydon    

Healthwatch Croydon works to get the best out of local health and social care 

services responding to the voice of local people. From improving services today to 

helping shape better ones for tomorrow, we listen to peopleõs views and 

experiences and then influence decision-making. We have several legal functions, 

under the 2012 Health and Social Care Act. 

 

Context   

As a result  of the COVID-19 pandemic, there were many reports of the difficulty of 

accessing and using dental services nationally . 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 

questions 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.  
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1.2 Some context about dentistry and how it is 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 l 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 try to 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 
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to dentist and in some cases the amount a dentist gets is less than patient  charge: 

currently £23.805 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  NHS allocations  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 NHS contracts, 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 h as 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 pati ent experience.  

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

 

https://www.nhs.uk/nhs-services/dentists/dental-costs/how-much-will-i-pay-for-nhs-dental-treatment/
https://www.nhs.uk/nhs-services/dentists/dental-costs/how-much-will-i-pay-for-nhs-dental-treatment/
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1.3 Rationale and Methodology   

 

Healthwatch Croydon ran a survey from 29 January to 3 June 2021 online where we 

received 156 responses, of which six were repeats bringing the total number to 

150. 

 

1.4  Method 

The survey was set up on Smart Survey. Healthwatch Croydon promoted the survey 

across our social media platforms and used paid advertising on social media. This 

was shared across our network of NHS, social care, and voluntary organisations. 

The Croydon Local Dental Committee also shared it across their network. 

 

Questions: 

1. Have you used a Croydon NHS dentist since 6 October 2020? *  

Yes / No 

  

2. How easy was it to : *  

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 Easy/ Easy/ Difficult/ Very Difficult/Did not require 

 

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

was it to use?  

My dentistõs website                     

NHS.co.uk                     
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Other websites, please state in comment below                     

ϝ Very useful / Useful/ Not that useful/ Not useful/ Did not use  

Please state where.   

  

4. What was your immediate dental need? *  

A filling 

A broken tooth 

An abscess 

Pain relief 

Did not have an immediate need, just wanted to get a check-up. 

Other (please specify): 

  

5. How did you try and get help? *  

I contacted my usual dentist. 

I rang another dentist. 

I rang NHS 111 and was given contact details for a local dentist. 

I rang NHS 111 and was directed for urgent dental care. 

I contacted my GP or GP Hub and was referred to care by this route. 

I visited Croydon University Hospital Accident and Emergency / Urgent Care 

Centre.  

I did not take any action. 

Other (please specify): 

Tell us more about your experience of seeking help:   
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6. If you were able to get treatment where was this provided?  

Please give name address and postcode if possible.  

 

7. What was the experience of the following: *  

Waiting for an appointment                          

Treatment                          

Waiting time at dentist                          

Waiting locat ion                         

Facilities at surgery                          

Very Good/Good/Neither good nor bad/ Bad/Very bad/Did not use service 

Tell us more:   

  

8. How satisfied were you with the outcome? *  

Very satisfied 

Satisfied 

Neutral 

Unsatisfied 

Very unsatisfied 

Did not use service 

Tell us why (text):   
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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? *  

Regularly 

Only when there was an issue 

  

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

Very important 

Important 

Not that important 

Not important at all 

Tell us why:   

 

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

Yes 

No 

Tell us why:   

 

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

are claiming certain benefits? *  

Yes 

No 
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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 

No 

Not applicable as I am not claiming benefits 

  

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

appointments have not been available? *  

Yes 

No 

Standard demographics on gender, age, ethnicity, disability, and residentõs 

location. 

 

1.5  Limitations of the study 

It was completed online: Due to COVID restrictions, we could only offer the survey 

online as we were unable to undertake face-to-face engagement. This means that 

certain ages and ethnic groups may be underrepresented as they may be less likely 

to complete online surveys. 

This was self-selecting: The respondents chose to fill in the survey based on the 

promotion we undertook. We did not speak to certain groups. Therefore, we may 

well hear from people who had more challenges in accessing and using services 

than those who did not. 

Timescale: The survey ran from January to June 2021. There have been many 

changes in the delivery of service in this time, in response to COVID restrictions, 

which may affect supply of services.  
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2 Insight r esults 
These are our findings based on the survey responses we received, each new space 

or new line is a separate comment. Please note we have not edited comments, so 

typos, grammar and phrasing are intentional. 

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

N=150 

 

¶ 65% of respondents said that they had used an NHS dentist in Croydon since 

6 October 2020, while 35% have not. 
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2.2   How easy was it to? 

I.  Access my dentist to enquire about appointments ? 

II. Have routine appointment (ch eck-up, scaling, polishing)? 

III. Get an appointment when there was a problem? 

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

 

 

N=150 
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¶ 49% of respondents found it  easy or very easy to access their dentist to 
enquire about appointments , 46% found it difficult or very difficult, while 
7% did not require.  

¶ 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. 

¶ 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.  

¶ 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% found it easy or 
very easy, while the remaining 40% did not require an emergency 
appointment.  

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

 

N=150 
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¶ Respondents got their information about dental treatment from different 

sources such as their dentistΩs website and NHS website. 

¶ 23% of respondents found information on their dentistΩs website useful or 

very useful; the percentages are 12% and 7% for NHS website and Ψother 

websitesΩ, respectively. The remaining did not use the information. 

¶ However, respondents equally found information about dental treatments 

from these sources Ψnot that usefulΩ, with a slightly higher percentage of 

respondents finding the information Ψnot usefulΩ (which is consistent with all 

three information sources). 

¶ Most of the respondents did not use the information about dental 

treatment; the percentage of respondents that did not use information they 

acquired from their dentistΩs website, NHS website, and Ψother websitesΩ are 

46%, 59% and 79% respectively. 

 

Of respondents who gave further comments:  

 

 

 

 

 

0
2
4
6
8

10
12
14
16

Where did you get information and how easy 
was it to use?

òWas already registered and just phoned for an appointment which I got.ó 

òCould not get an emergency dentist on weekends. My dentist did not have 

what to in an emergency.ó  

òWhy just ask about websites? I called them!ó 

òJust walked down a road and saw a sign which said Croydon Dental 

Centre and asked, if I could have an appointment.ó 
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Positive experiences  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Negative experiences  

 

 

 

 

 

 

 

 

òAccess: òWas already registered and just phoned for an appointment 

which I got.ó   òI just call my dentist and enquired about the possibility 

of booking an appointment. I needed a check up regarding  as a tooth 

filling.  i have an appointments and with contact details.ó òJust walked 

down a road and saw a sign which said Croydon Dental Centre and 

asked, if I could have an appointment.ó 

òQuality of service: òDentist contacted me.ó ; òMy dentist sent me an 

appointment in the post and by email.ó 

òSpecific surgeries gave information (each a separate comment) : 

òGillet road Thornton heath; Dental Beauty,  Addiscombe Road; 

Coulsdon dental practice on Brighton road; Rosewood, Addiscombe; 

Purley Whites.ó 

òInformation sources: òNhs 111.ó  òI phoned my dentist.ó òHealth 

watch.ó  òAny sites on Google search;  I did a Google search; Google 

òMy own dentist.ó òPrivate practice.ó  òContacted my dentist by 

telephone.ó òI rang my dentist directly.ó 

 

òAccess:  òI now go to Guys Teaching Hospital to be seen but have not 

been able to get the appointment. I ended up going to Dentist in Tadworth 

for routine check up.ó 

òI COULD NO APPOINTMENT TO ACCESS THAT INFORMATION.ó 

òBarrier: òDeafness need BSL INTERPRETER  because of difficulties 

communication n make mistake that special needs support communication 

for BSL INTERPRETER FOR DEAF PEOPLES NEEDS.ó 
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2.4 What was your immediate  dental need?  

 

N=150 

¶ 1 in 3 respondents had a broken tooth. 

¶ Over 46% needed a filling, had an abscess, or wanted pain relief. 

¶ 26% did not have an immediate need but wanted a check-up. 

¶ 22% stated Other and raised the following themes: The need for extractions, 

the need for crowns, toothache, root canal surgery, fillings, child-related 

issues, braces, hygienists, and routine checks. Some also needed BSL 

interpreters or needed help as part of their cancer treatment. See below, 

each specific comment is separated by a semi-colon. 
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òExtractions: òExtraction at Specialist dentist, tooth might(and did) break up; Loose 

tooth; Tooth removal due to lockdown and unable to access a dentist; My tooth shattered 

was not able to get a dentist.ó 

òCrowns: òLoss of a crown; Crown re cement; due to previous crowns i still had the roots 

of the toothe (sic) and had 2 extractions or different dates and wanted check up for my 

children they were only dealing with emergencies; Both a filling & broken crown; broken 

cap.ó 

òToothache: òtooth ache; Toothache - not sure of cause as I could not get an appointment: 

Infected wisdom tooth.ó 

òRoot canal treatment: I had 3 courses of antibiotics for a dental infection before the 

dentist reopened, then an assessment, then initial root canal treatment - all this before 6 

Oct.  After 6 Oct I required the full root canal treatmentó 

òAccess & root canal; Pain and Gum Infection; root canal treatment: Infected root 

(repeating).ó 

òFillings: òLeaking filling; Didn't need pain relief but had some pain and wanted to check 

if it needed a filling.ó  

òBraces: Check for orthodontist; Braces and wonky front tooth for my 14 year old 

daughter.ó 

òDentistry related: As part of cancer treatment; Dental implant; NEEDS BSL 

INTERPRETER.ó 

òChildren: Baby with tooth injury; Sons decaying tooth.ó 

òHygienist: òHygienist appointment; To see the hygienist;  A deep scale and polish.ó 

òRoutine checks: òI missed my last routine check up because of government restrictions. 

It is now over a year since I have been to the dentist, and I have some minor problems but 

no pain. I have not made an appointment with my dentist because I have been shielding 

and I don't feel safe going into town - there are too many people out and about, neither 

wearing masks nor keeping their distance. Plus visiting the dentist involves very close 

contact. I might have been reassured if my practice had contacted me to let me know 

what precautions are in place e.g. are the dentist and dental nurse getting tested 

regularly? Is the waiting room safe? What about cleaning between patients? I've had a 

reminder of my overdue appointment but no assurances of a Covid-safe surgery.ó 

òAccess: òI need a dentist but mine retired and Covid has kept me from trying to find a 

new one; i think my dentist wasnt open, only the hygienist offering appointments.ó 
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2.5 How did you try and get help?   

 

 

N=150 

 

¶ Respondents (about 78%) mostly tried to get help by contacting their usual 

dentist. 

¶ 16% contacted another dentist, 5% contacted NHS 111 and obtained details 

for a local dentist, 5% were directed for urgent dental care (after contacting 

111). 

¶ 9% of respondents did not act, and none visited the Accident and Emergency. 
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N=64 

There was a free comment box here for respondents to tell us more about their 

experiences of trying to get help.  We separated their answers into themes and sub 

themes.  The first graph above was their experiences of the initial attempt to get 

help via 111, email, telephone, and walking in.  Most respondents did not specify. 

Overall, respondents reported 36 negative experiences and 20 had positive 

experiences. 6 were mixed. 

 

N=93 

When coded access with 54 comments was the biggest issue followed by charges 

(10) and waiting (10). 
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Access comments ð positive and negative  

 

  
òNo problem. Phoned up when I needed an appointment and got one.ó   

òI contacted them via a web form over Christmas and they called me to make the appointment 

which was for the following day.ó    òI had no problem in getting help.ó 

òI rang my dentist to have an inlay put back in. I needed to arrange for a dentist to call me 

(around 3 days later) and then an appointment was made.ó 

òApart from the fact that dentist shut 24/12 to 4/1 no problem. Got appointment 7/1.ó 

òWas able to get help by contacting my dentist by email. (Ongoing dental issue that requires 

surgery).ó  

òCalled my usual NHS dentist for an appointment, went along following their Covid procedures, 

was seen and left the  surgery. 

òMy dentist retired before lockdown. After a filling came out, I contacted the same practice & 

was told a new dentist had taken off and it would cost Ã200 to see her. I gave up and left it for 

quite a few months. Then I had to get something done and tried to register with a new dentist 

and obtain NHS dentistry, but was told by a few, that no way would you get NHS treatment. 

Eventually I gave up in desperation signed up to a dentist and had to pay for my treatment by 

credit card Ã210, which was for a check up, a small filling and a hygienist clean. I need another 

hygienist clean in 2 months time at another cost of Ã60. Itõs absolutely outrageous and itõs a 

wonder we arenõt all walking around with a mouth full of gums only!ó  

"i emailed my own dentist on a friday morning explaining i had a tooth ache and could i have a 

prescription to prevent a painful weeknd.  i was emaled back and told ' no sorry, because you 

havent seen us for a year, we can't see you but you can have an apt in 12 days time' I was 

shocked by this reply. I hadnt used my dentiat In a year due to not needing or not allowed due 

to the Pandemic. Giving me an apt in 12 days wasn't helpful for an emergency. I was told to call 

111 if i didnt improve.Luckly my toothache improved however my own dentist was of no help. I 

did attend my apt after 12 days exlaining my tooth was much better.  I was given a check on the 

tooth concerned and an x ray.  the dentist explianed my tooth needs etracting by a specialist 

dentist as she wasnt confident to do. At this apt, i paid a band 1 tretment, but a check of all my 

teeth wasnt carried out which i dont agree with.  why wouldnt the dentist do a check and clean 

esp that we arent able to frequently visit  i was told another apt will be made to remove the 

tooth, with an additional cost of 65.00 which i also didnt agree with.  im taking this up with thr 

dentist manager not a good experience at all and i dont consider waiting 12 days for an 

emergency apt is acceptable.ó 
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Access comments  ð negative  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

òI have been trying to contact community dental service in Gilet Rd for ages so that my son who 

has Autism and complex learning access requirements can have a routine check up ever since 

they closed the New Addington surgery. Itõs a nightmare>ó  

òI would just like to have a check up. I always had 6 monthly checkups and now I have not seen 

my dentist for 18 months!!ó 

òTried to get appointment for toothache in December at my usual dentist. Dentist phoned me 

and said they were not seeing patients and to use a specific mouthwash. Told me to try again 

after lockdown. I still need to be seen.ó 

òRang 111 and got a recording message lines very busy to go on line. Did that was referred to 

private dentist. Left a message and they never called back.ó 

òIt was hard to get appointment, the dentist could not do a proper job as he wasnõt allowed to 

put a crown in. I had lost the crown and tooth was agony. Then he tried to put in a filling which 

has been fallen out ever since. Iõm now quite desperate again I have made my own tooth shield 

with plastic glue and itõs now made bottom teeth loose. Itõs appalling.ó 

òNo one was able to help me and I am still in pain and discomfort. With many more cavities. I 

don't feel confident in approaching a dentist let alone a local Croydon one.ó 

òI had many sleepless nights with pain before I was able to see private dentist by paying high 

fees This was difficult as I am Old age pensioner.ó  

òI rang the dentist, but they did not answer, so I hung up.ó 

òThe issue is not only access but the dentists were refusing to provide a NHS service insisting 

on private work.ó 

òNo access now for 18 months.ó 

òThey basically said that I had been removed from their list because I had not seen them in 3 

years. They did not inform me of this removal or send out reminder appointments beforehand. 

They then offered to do it privately so I said if you can fit me in privately why canõt you do it on 

nhs. Basically they just wanted more money from me which is shocking but true.ó 

òI was told i had to go private which i cannot afford since being furloughed plus pregnant.  So i 

still have bit (sic) seen a dentist.ó 
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Access comments ð negative  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

òInitially happy to be seen quickly and a temporary filling applied.  I have an appointment to 

replace the filling in mid March - a five week wait from the first appointment.  The temporary 

filling has failed and I've called to get this addressed but to date have not had any response or 

solution offered.  I have purchased a solution online to try and do the job myself at home.ó 

òDentist was not booking appointments for my primary school aged children.ó 

òOur baby, who hasnõt been able to register with a dentist since birth because of covid, had a 

nasty tooth injury. We contacted our local dentist who refused to see her because she hadnõt 

been registered with them, even though both parents were. We were sent to NHS 111 who 

suggested we contacted our local GP. Our local GP was the most helpful, but wasnõt an 

expert.ó   òI left a message, was called back and told they were doing urgent care only.ó 

òWas told they are still not able to practice as usual. Could do a telephone appointment to 

ascertain the need for pain relief. I believe the upkeep of my teeth have suffered from this.ó 

òMy dentist had confirmed by telephone consultation 30.9.20 that extraction was probably 

necessary.  I had already waiting for several months including the period when dentists were 

not operating during lockdown. On 3.10.20 I woke up with my face completely swollen and an 

abscess. It was a Saturday and I was given via 111 an emergency appointment in Sutton - 

excellent service. I guess treated and back home within 2 hours of contacting 111. 4.11.20 

Appointment with dentist for possible extraction but it was judged too complex for them to 

deal with therefore a further referral would be required. I am still waiting for the new 

appointment 27.2.21.ó 

òNo debris (sic) in the area would see me face to face. They classed two broken front teeth 

not an emergency as not registered at a local dentist and would not treat me privately or in 

NHS. They all blamed this on Covid.ó  

òCroydon dentists have been difficult to get hold of & when you do they are not helpful. They 

donõt send you reminders when you are due a check up despite them having your contact 

details. I have had to go to another Borough for my dental treatment.ó 

òTried to get nhs dental care mainly for my 14 year old daughter but was told i would have to 

go private as nhs dentist not taking on patients.  My daughter has a very pushed back front 

tooth and desperately needs braces (it is affecting her mental health) but i was told nhs 

dentists not taking on patients and would have to go private.  I do not have the money to pay 

privately and feel this is a disgrace.ó 
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Costs 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

òMy cracked molar needed a root drilling.  I paid privately to have it filled and 

capped.  It was very expensive but done well and quickly. (Ã1,500).ó 

"My old dentist was reliable and honest but he was bought out by a dental practice 

which is dishonest. In September 2019 they made me pay for an invisible filling for 

my daughter but they put in a usual dark filling but charged for the more expensive 

one. They also gave me an unnecessary filling that did not stay on fully since recently 

somehow some of it fell out. If they had left well enough alone I would not now be 

worrying about losing the rest of the filling and even the tooth. They charged Ã368 for 

me and my daughter. My old dentist was much cheaper. I could trust him to always act 

honestly. They are called <name and address supplied>>.ó 

òI was forced to go private as my tooth was very painful and no NHS appointment was 

available till May. The extraction cost me Ã132. <address supplied>>ó 

ò1. i wasnt offered annual check up as in pre covid years. 2. hygienist offered service 

which i accepted but its very expensive, up from Ã45 to Ã60 per session.3. the dentist 

has changed several times in the past  few years. i regret the lack of continuity.ó 

òThe whole reason i could not seek follow up treatment was due to the cost, i could 

not register with a NHS dentist so i am private - my teeth have deteriated (sic) but 

cannot afford due to my husband being furloughed we have a reduced income.ó 

òMy last check up was in October 2019.  An appointment in March 2020 was cancelled 

as new ownership was taking over.  This was followed by Covid restrictions.  When 

opened up again in October 2020 on asking for appointment was informed that only 

emergency treatment was being undertaken not routine check-ups.  Numerous 

enquiries up until end March 2021 received similar response.  At beginning of April 

2021 an appointment for 28 April was obtained for a check-up as I was sure I needed 

one or more fillings.  In fact two fillings were completed at this appointment.  I have 

to say that it did appear that check-ups and treatment was available at any time 

during October 2020 -March 2021 if you were a private paying patient.ó 

òNHS dentist saying they canõt take new patients - but if you pay private we can see 

you today !!! Some saying they are booked up tii next year and this was in September. 

Madness abs it was an Emergency- just went private.ó 
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òWas unable to get an appointment as I had not been since 2015. I was told I will no 

longer be treated as a NHS patient and was told I had to pay Ã79.00. I contacted 

another dentist in the area who administered the treatment I needed.ó 

òHad a bad tooth needed to get extract due to Covid was unable to do this was 

expected to go private was in a lot of pain and could not afford the private treatment, 

was encouraged to pay privately then he seen on nhs , most dentists only now see 

private patients not nhs which is unfair , found one that did but took a few visits to 

take out tooth.ó  

òI had a broken tooth and was told by dentistõs receptionist that it wasnõt an 

emergency and couldnõt give me an appointment, told me to use a self repair from 

boots. I felt this was an emergency and after talking to friends went to another 

dentist privately paying Ã120 to have a filling.ó 

"I was booked an appointment with my own dentist. I was seeing on the date but it 

was thought the filling was not urgent but gave me a choice to pursue the repair or 

wat until Lockdown restriction were better. To do the filling it would cost me a lot of 

money because PPE was required to be use by the dentist and staff involved and i had 

to pay for it.ó 

òI did not pursued to have the filling done but I booked a check up and dental 

hygienist check up. I was offered an appointment and I had the treatment completed. 

For the feeling I had to wait until Easter and see how the situation is.ó 

òMy dental practice did not have an appointment before Christmas and the pain and 

broken tooth and loss of filling could not wait so I rang another dental survey who 

could only see me as a private patient. Thankfully they were able to provide another 

temporary filling until lockdown lifts of it falls out again.ó 

òI was pushed into private dental care many years ago so no difficulty getting 

appointment.  I was seen by quite new dentist who may have had NHS patients but I 

still pay.ó  

òMy dental practice now taken over by large company that seem to be keener on 

teeth whitening and other cosmetic practices. Surgery was quite good with COVID 

safety. Hygienist was particularly careful.ó 
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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  
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