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Finding a Dentist

Q
Am I eligible to receive NHS dental treatment if I do not 
currently have an NHS dentist?

A
Each primary care trust in the UK has a commitment to provide NHS 
dentistry to anyone who seeks help in accessing services.  
Q
How do I find an NHS dentist in England?

A
Contact the Devon Dental Helpline and speak to an advisor to get 
instant advice over the phone.  The helpline provides information on all 
dental enquiries for patients residing in or visiting the Devon PCT area.


The helpline is available on weekdays between 8am and 6pm. During 
evenings and weekends, there is an answer phone message directing 
patients to out-of-hours dental cover, should you require urgent 
treatment.


If you wish to contact the Devon Dental helpline, telephone 0845 002 
0034 or email devondentalhelpline@nhs.net Alternatively, you can 
write to Devon Dental, P.O. Box 524, Exeter, Devon, EX2 8PF.

To find your nearest NHS dental practice, please visit NHS Choices 
at www.nhs.uk.   

Paying for your Treatment

Q
Do I have to pay for my NHS Treatment?

A
You may be exempt from paying if you fall under one of the following 
categories when your treatment starts:
· Aged under 18

· Under 19 and receiving full-time education 

· Pregnant or a mother who has had a baby in the previous 12 months

· Staying in an NHS hospital and your treatment is carried out by the hospital dentist

· An NHS Hospital Dental Service outpatient (however, you may have to pay for your dentures or bridges)


You also do not have to pay if, when the treatment starts, or when you 
are asked to pay:


You are included in an award of:

· Income support

· Income-related Employment and Support Allowance

· Income-based Jobseeker's Allowance

· Pension Credit guarantee credit

· or

· You are named on a valid NHS tax credit exemption certificate, or you are entitled to an NHS tax credit exemption certificate
· or

· You are named on a valid HC2 certificate
Q
If I am exempt from paying, what do I need to do?
A
If you are eligible to receive help with health costs, you will need form 
HC1 to claim for full (HC2) or partial (HC3) help with NHS dental costs.  
These forms are available from your Jobcentre Plus office or by calling 
0845 610 1112.

For help completing the HC1 form, or for further advice call 0845 850 1166.  Form 
HC1 can also be requested from www.nhsbsa.nhs.uk (HC1 request). If you complete form HC1 after your treatment, you will have to pay and then claim a refund when you submit form HC1.
If your name is on a valid HC3 certificate, you may not have to pay for all your treatment.

You will be asked to show your dentist written proof that you can claim, free, all or part of your NHS treatment.  You will also be asked to sign a form to confirm that you do not have to pay.  Checks are made on free and reduced cost treatment claims.  If you say you have the right to free treatment when you do not, you may incur a penalty charge.

Q
How much do I have to pay?

A
The charge you pay depends on the treatment you need to keep your 
mouth, gums and teeth healthy.  You will only ever be asked to pay 
one charge for each complete course of treatment, even if you need to 
visit your dentist more than once to finish it - either Band 1 (£16.50); 
Band 2 (£45.60) or Band 3 (£198.00). 
Q
When do I have to pay for my treatment?

A
Dentists have the right to ask for payment prior to commencing any 
treatment.  You should speak to your dentist to discuss payment 
options before you commence any treatment.
Q
What is included in the dental charge bands?

A
If you are not exempt from charges, you should pay one of the 
following charges for each course of treatment you receive:

Band 1 course of treatment - £16.50


This covers an examination, diagnosis (e.g. X-rays), advice on how to 
prevent future problems, a scale and polish if needed and application 
of fluoride varnish or fissure sealants.  If you require urgent care, even 
if your urgent treatment needs more than one appointment to complete, 
you will only need to pay one Band 1 charge.


Band 2 course of treatment - £45.60


This covers everything listed in Band 1 above, plus any further 
treatment such as fillings, root canal work or if your dentist needs to 
take out one or more of your teeth.


Band 3 course of treatment - £198.00


This covers everything listed in Bands 1 and 2 above, plus crowns, 
dentures or bridges.

Q
What if I have completed a course of treatment and 
something 
else needs doing - will I have to pay again?

A
You do not have to pay again if:


• you need more treatment within the same or a lower charge band (for 
example an additional filling) within two months of completing a course 
of treatment. As long as you have discussed the problem with the 
dentist during that time they will try to fit you in as soon as possible, but 
if they have to offer you a later appointment you should not be charged 
again.

• you need repair work or a replacement of certain types of restoration 
within a year of the original work being done, providing you return to 
the same provider of NHS dentistry.
Q
What do I do if I think I have been charged wrongly?

A
The first thing to do is to speak to either the Practice Manager or 
appropriate member of staff at the practice to raise your query. If you 
were required to pay for your NHS treatment and made the payment, 
but you think that you paid too much, you should discuss this 
with the dentist in the first instance, as they will know what work was 
done and whether it was NHS-only or a mix of NHS and private work. 
The dentist will be able to make the relevant refund if appropriate.  If 
you are not happy with the response, you will need to contact the 
Patient & Advice Liaison Service on 0845 111 0080.
Q
What treatments do not incur a charge?

A
You do not have to pay a dental charge:


• to have your dentures repaired (providing you return to the same 
dentist).   However, sometimes it is not possible to repair dentures and 
a new denture may be required, which you would need to pay for (as a 
Band 3 charge)


• for having stitches out


• if your dentist has to stop bleeding from your mouth


• if your dentist only needs to write out a prescription, although if you pay for prescriptions you will still need to pay the usual charge when you collect your medicine from your pharmacist.
Q
How do I claim a refund?

A
If you pay for your NHS treatment but later find that you were 
entitled to receive it free of charge, or were entitled to pay a reduced 
amount, you can claim a refund of the NHS charge.  You need to do 
this within three months of the date that you paid.  You will need to 
complete the refund claim form HC5D, which is available from 
Jobcentre Plus offices and dental surgeries. It can also be 
downloaded by clicking the link www.dh.gov.uk (HC5D download).

If
Moving Practices  

Q
What do I do if I have to move practices before I complete 
my course of treatment?

A
If, before you move, you are unable to complete your course of NHS 
treatment which has already been started, you will need to speak to 
your dentist to let them know as soon as possible. You should ask your 
dentist for a treatment plan which you can take with you to your new 
dentist when you have moved. If you have been unable to complete 
your treatment before you move, your next NHS dentist should be able 
to provide whatever treatment is necessary, under the NHS. Each 
dentist will charge you for the course of treatment that they provide.

Q
What happens if I am being referred to another dentist as 
part of an existing course of treatment?

A
If you are referred to another dentist as part of an existing course of 
treatment, you should still only pay one charge (to the dentist who 
refers you).  However, if you are referred to another dentist for a new 
course of treatment, you will need to pay two sets of charges – if you 
are a charge-payer. Please check with your dentist. Reasons for this 
sort of referral might include having treatment under sedation, or if you 
need a dentist to provide NHS dental treatment at your home, or 
orthodontic services, if required for clinical reasons.
What to expect from your NHS Treatment

Q
What treatments should I expect to be provided under the 
NHS?

A
You will be able to have provided under the NHS all treatment that 
your dentist feels is clinically necessary in order to keep your teeth, 
gums and mouth healthy.


This includes:


• dentures


• root canal treatment


• crowns and bridges


• any preventive treatment needed, such as a scale and polish, an 

appointment with the dental hygienist, fluoride varnish or fissure 
sealants


• white fillings


• orthodontics for under-18s.

Q
What is a treatment plan?

A 
A treatment plan is a form which will show you what you need to keep 
your gums and teeth in a healthy condition and associated costs of any 
treatment needed including any options for private treatment.  

Q
When do I receive a treatment plan?

A
The Treatment Plan is produced after you have your initial check-up.  
The dentist should give you a written treatment plan before carrying out 
any work in Bands 2 or 3 (see ‘What will I have to pay?’ or the patient 
information leaflet NHS dental services in England for an explanation of 
the Band charges), to confirm the details and costs of the NHS 
treatment and any private work that you have discussed and agreed to 
have done. You should be asked to read and sign the form to confirm 
that you understand what treatment is going to be done and that you 
agree to pay the associated charge or charges if you opt for a mix of 
NHS and private work.  If it becomes necessary to change the 
treatment plan, your dentist should discuss with you the changes and 
any amendment to the cost
Q
What happens if I am not given a treatment plan?

A
If you are not given a treatment plan you can ask for one, for Band 1, 
Band 2 or Band 3 treatment.

Q
What should I expect as part of a routine check-up?

A

At each check-up your NHS dentist should: 

· undertake a full examination of your mouth, teeth and gums
· ask about your general health and any problems you have had with your teeth, mouth or gums since your last visit
· ask about and give you advice on your diet and tobacco and alcohol use
· ask about your teeth cleaning habits and give you advice on the most appropriate ways to keep your mouth, teeth and gums healthy (including advice on equipment such as brushes and fluoride toothpaste)
· discuss with you options for completing your required course of treatment, if needed or when your next check-up should be.
Q
How often should I see the dentist for a routine check-up?

A
The interval between check-ups will depend on how healthy your 
mouth, teeth and gums are at different times of your life. This will 
change with changes in your general health or lifestyle, and your risk of 
future problems.  The time until your next check-up could be as short 
as three months or as long as two years. If you are under 18 it is likely 
to be within a year. Your dentist should discuss with you when your 
next visit should be.

Q
If my filling is falling out, will I have to pay for it?

A
A filling which has been provided on the NHS has a 12 month 
guarantee.  
Therefore, any filling, root filling, inlay, porcelain veneer 
or crown provided by a dentist that needs to be repaired or replaced 
within a period of 12 months will not incur any further charges (this is 
on the condition that you return to the same dentist to carry out the 
restoration work).
Q
Are services provided by the dental hygienist (including scale 
and polishes) available on the NHS?


If you have been told that you clinically need hygienist treatment, for 
example, a scale and polish, this should be provided on the NHS by a 
dentist or hygienist.  You would not be expected to pay privately if 
clinically required.  If purely for cosmetic reasons, then you will be 
charged privately.  The dentist should make the reason clear before 
commencing the treatment.  If you are not sure whether you are being 
referred to the hygienist for clinical or cosmetic reasons, you must ask 
your dentist.  

What to do if your Child Needs Orthodontic (teeth straightening) Treatment
Q
What do I do if I think my child needs orthodontic treatment?

A
You should first discuss this with your regular dentist.  They will then 
make a referral to an Orthodontist, if they feel that is appropriate. NHS 
orthodontic treatment can be given to people under the age of 18 who 
require it for dental health reasons. Treatment for minor irregularities is 
not provided by the NHS. In exceptional circumstances adults may 
receive NHS treatment with special permission and sometimes in the 
hospital service.  More details about why and how this is done are 
available on the British Orthodontic Society website www.bos.org.uk.

There are no charges for NHS orthodontic treatment for children, 
except if a brace is lost or damaged beyond repair, when there is an 
NHS charge for the replacement.  If you or your child are told that NHS 
orthodontic treatment is not necessary in your, or your child’s, 
particular case, and you are unhappy with the decision, your primary 
care trust will be able to advise you.  Alternatively, if you feel that 
you still want orthodontic treatment you can ask to be referred for 
private treatment, in which case you will need to pay private charges.
Q
Can my dentist charge you for not keeping or cancelling an 
appointment? 

A
A dentist is not entitled to charge you for cancelling or missing an appointment. However, if you fail to turn up or cancel any appointments, they may decide not to treat you.  Each practice will have their own individual policy around missed appointments.  You are therefore advised to speak to your practice.
Needing Urgent Treatment?

Q
What do I do if I need urgent treatment?
A
If you think you might need urgent treatment contact your dentist. If you do not have a regular dentist, you can always get urgent care or be treated out of hours if clinically necessary. You can call the Devon Dental Helpline on 0845 002 0034 to find out how to get urgent dental care. The helpline is open weekdays Monday to Friday 08:00 to 18:00.  If you require urgent care outside of normal working hours, you should contact 01392 823682.
Q
What is defined as urgent treatment?

A
Patients who require urgent care are those requiring attention for 
severe dental and facial pain not controlled by over the counter 
preparations or dental and soft tissue acute infection.


You are regarded as having severe problems if you have:
· Severe, persistent toothache that cannot be managed by over the counter pain relief 

· Severe swelling around the mouth or face 

· Bleeding from the site of a recent tooth extraction 

· Suffered trauma to the teeth, resulting in breakages or loss of teeth; this should be reported immediately.

Q
What is defined as an emergency dental problem?

A
Patients who require emergency care are those classed as requiring 
immediate attention in order to minimise the risk of serious medical 
complications or prevent long-term dental complications.  Their 
condition means they are most likely to present in Accident & 
Emergency with uncontrollable dental haemorrhage following 
extraction, rapidly increasing swelling around the throat or eye or 
trauma confined to dental arches.

Patient Feedback
Q
How do I make a complaint about an NHS dentist?

A
If you wish to make a complaint you have the choice initially to complain either to your dental practice or to the Primary Care Trust (NHS Devon).  NHS Devon complaints team are contactable at Complaints Team, NHS Devon, Commissioning Headquarter, County Hall, Topsham Road, Exeter, EX2 4QL or telephone 01392 207819.
If you remain dissatisfied about how your complaint has been handled, you are entitled to put your complaint to the Health Service Ombudsman. The Ombudsman can carry out independent investigations into complaints about poor treatment or service provided through the NHS in England, and is a free service. 

The Ombudsman helpline is available to answer any queries you may have and can be contacted on 0345 015 4033, email phso.enquiries@ombudsman.org.uk  or write to:  

The Parliamentary and Health Service Ombudsman

Millbank Tower

Millbank

London, SW1P 4QP

Q
How do I make a complaint about a private dentist or dental 
service? 
A
The Dental Complaints Services is impartial and independent and has 
been set up by the General Dental Council to resolve complaints 
about private dental services provided by dental practices in the UK.  
They can be contacted:
 
By letter:


The Dental Complaints Service


The Landsdowne Building


2 Landsdowne Road


Croydon


CR9 2ER


By telephone: 

08456 120 540 at local rate (Monday - Friday 9am - 5pm)

By email:


info@dentalcomplaints.org.uk

Q
What do I do if I want to give positive feedback about an 
NHS dental service?
A
You can contact the practice direct and ask to speak to the Practice Manager.  Alternatively, you can contact the Primary Care Trust's Complaints and Client Services team on (01392) 207819 or email complaints.devonpct@nhs.net.  All positive feedback is recorded onto a clinical system and the team will acknowledge receipt of your feedback and report to the practice. 
