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1640 people surveyed
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http://www.gdc-uk.org/dentalprofessionals/standards/pages/direct-access.aspx


 

 

 

 

 

 

 

 





 

 

62%

34%

2% 1% *%

61%

35%

2%

Very satisfied Fairly satisfied Fairly dissatisfied Very dissatisfied Don’t know

1% *%

2014 2013

 



 

 

77%

73%

56%

56%

54%

40%

38%

37%

2%

*

*%

80%

73%

58%

57%

56%

41%

37%

37%

1%

*%

1%

The dental professional behaved in a professional way

The dental professional provided good quality treatment

I received a clear explanation about my dental treatment

The dental professional had good communication skills

The dental professional knew my dental history

I received good follow up treatment

The cost of my dental treatment was reasonable

I received clear information about the cost of my treatment

Other

None of these

Don’t Know

2014 2013



50%

22%

19%

18%

17%

14%

8%

8%

20%

50%

7%

23%

9%

8%

27%

12%

6%

15%

The dental professional provided poor quality treatment

I received poor follow up treatment

The dental professional had poor communication skills

I did not receive a clear explanation about my dental treatment

The dental professional behaved in an unprofessional way

The cost of my dental treatment was unreasonable

The dental professional did not know my dental history

I did not receive clear information about the cost of my treatment

Other

2014 2013





 

 

 

40%

35%

14%

5%

5% 1%

Extremely likely

Likely

Neither likely or unlikely

Unlikely

Extremely unlikely Don’t know

 



 





 



 

 







 

 

 



Version 1 | Public© Ipsos 

MORI

Questions people may want to ask dental 

professionals

55%

35%

6%

11%

51%

17%

12%

11%

9%

8%

12%

7%

3%

9%

1%

Treatment options

What are all of my treatment options?

What are the benefits and risks of each treatment option?

Can I have more time to make a decision about my treatment options?

Aftercare

Who could I contact for advice after my treatment?

Costs

How much does each treatment option cost?

Which treatment options are available on the NHS and which would I have to 

pay for privately?

If there are complications and I need more treatment, would there be extra costs 

and who would pay?

When would I have to pay?

Experience

How many times have you carried out the treatment(s)?

Who will be carrying out the treatment(s)?

Assurances

What would happen if I was unhappy with the results of my treatment?

Is the work guaranteed for a certain length of time?

What kind of insurance do you have?

I would not ask any of these questions

Don’t know

Base: People who have been to a dentist at some point (1564)

Looking at this list, which questions do you think would be 

most useful to ask?  



1%

1%

3%

96%

*%

Yes – General advice on dental problems/dental 
health

Yes – Would it be painful?

Yes – Other question

No

Don’t know

72%

19%

8%

*%

Yes – I would feel confident 

asking any of these questions

Yes – I would feel confident 

asking some of these questions

No – I would not feel confident 

asking any of these questions
Don’t know



 

10%

1%

1%

2%

87%

Yes, at my dental practice

Yes, online on a different website

Yes, online on the General Dental Council website

Yes, somewhere else

No

Don’t know/can’t remember

1%

 



57%

18%

6%

5%

4%

3%

2%

1%

7%

*%

Leaflets in dental practices

Via social media e.g. Facebook or Twitter

On electronic information screens in practices

Online on General Dental Council website

Doctor’s surgery

Posted through door/direct mail

Via a mobile phone app

Online on different websites

Other

Don’t know





 

 

57%

42%

1%

More likely

Make no difference

Don’t know

 



 

 

 

 

 

 

53%

30%

10%

5% 1%

Very clear

Fairly clear

Not very clear

Not at all clear
Don’t know

 



 







 

 

 

 

13%

14%

15%

58%

56%

60%

18%

21%

15%

5%

3%

3%

7%

6%

6%

2012

2013

2014

Very confident Fairly confident Not very confident Not at all confident Don’t know

In 2012, the question was worded: ‘How confident, if at all, are you that regulation in general works effectively?’



 

 

14%

14%

17%

58%

57%

58%

17%

20%

16%

6%

4%

4%

6%

5%

6%

2012

2013

2014

Very confident Fairly confident Not very confident Not at all confident Don’t know

Base: All participants: 2014 (1640), 2013 (1603), 2012 (1609)  

 



 

10%

20%

15%

17%

15%

21%

27%

16%

70%

57%

58%

65%

5%

2%

1%

1%

2011

2012

2013

2014

Definitely heard of Think I had heard of Not heard of Not sure

Base:  All participants: 2014 (1640), 2013 (1603), 2012 (1609), 2011 (1563)

 



12%

15%

14%

66%

62%

61%

13%

16%

12%

3%

1%

1%

6%

5%

11%

2012

2013

2014

Very confident Fairly confident Not very confident Not at all confident Don’t know

Base: All participants: 2014 (558); 2013 (644); 2012 (602)  

 

 

 

 
 

 



 



23%

14%

63%

1%

13%

16%

70%

Yes, definitely Yes, maybe No Don’t know

2014 2013

1%

 

 

 

 

 
 

 









 

 

 

Yes No Don’t know Prefer not to say

3%

4%

2%

95%

96%

97%

1%

*

*

1%2012

2013

2014

 



Yes No Don’t know Prefer not to say

5%

8%

5%

93%

92%

95%

1%

*

*

1%2012

2013

2014

 

 

 

 
 

 



 

 

83%

6%

3%

2%

2%

1%

1%

1%

1%

83%

2%

1%

1%

3%

3%

7%

0%

0%

Dentist

Orthodontic Therapist

Dental Hygienist

Dental Nurse

Clinical Dental Technician

Dental Technician

Receptionist

Dental Therapist

Don’t know/can’t remember

2014 2012

 



 

13%

9%

18%

18%

42%
11%

16%

18%

14%

41%

Within last 6 months Within last year Within last two years Within last five years More than five years ago

2014 2012



 

 

 

 

40%

7%

6%

4%

3%

0%

0%

5%

41%

1%

41%

4%

7%

9%

2%

2%

1%

9%

27%

2%

37%

7%

3%

10%

1%

4%

1%

1%

32%

8%

The practice where the treatment was carried out

The Dental Complaints Service

The NHS

The General Dental Council

Trading Standards

A Health Ombudsman

The Care Quality Commission

Other

I wasn’t sure who to complain to

Don’t know

2014 2013 2012

In 2012, the answer code ‘The NHS’ was worded ‘A primary care trust/Health Board’.



 

40%

34%

30%

18%

10%

7%

7%

4%

3%

2%

2%

12%

0%

47%

18%

16%

12%

16%

12%

12%

7%

8%

5%

N/A

0%

0%

To raise concerns about the dental professional’s performance

To ensure other that other patients don’t have problems that I had

So that the dental professional can improve his/her performance

To get an explanation for what happened

To change dental professional at the practice

To get a refund

To get a contribution to corrective treatment

To get a written apology

To gain compensation

To get a verbal apology

To get corrective treatment

Other

Don't know/can't remember

2014 2012



35%

22%

20%

12%

12%

7%

7%

4%

3%

0%

11%

1%

29%

19%

26%

20%

10%

4%

7%

3%

N/A

3%

5%

4%

I didn’t know where to start

I didn’t have the time

I didn’t know who or where to go to for information on how to 
complain 

I didn’t believe that the matter would be investigated

I didn’t want to confront the dental professional as I'll have to 
continue seeing them in the future

The process for complaining is too long-winded

I prefer to talk to someone face-to-face about my concerns rather
than through formal complaints process

I didn’t understand the information that was given to me or that I 
found out about how to complain

I changed dentist

The opening hours of the complaints service were not convenient for
me

Other

Don’t know/can’t remember

2014 2012

 

 

 

 

 



 





 

 

11%

10%

71%

8%

9%

12%

77%

Definitely heard of Think I have heard of Not heard of Not sure

Base: All participants: 2014 (1640), 2013 (1603)

2014 2012



 

28%

24%

24%

23%

22%

21%

15%

13%

10%

6%

2%

5%

10%

N/A

N/A

27%

19%

21%

20%

17%

16%

16%

14%

9%

8%

N/A

*

9%

8%

9%

To ensure that other patients don’t have problems that I had

To raise concerns about the dental professional’s performance

To get an explanation for what happened

A written apology

A contribution to corrective treatment

To help the dental professional improve his or her performance

Compensation

A refund

A verbal apology

To change dental professional at the practice

Not complained/would not complain

Other

Don’t know/can’t remember

None of these

Refused

2014 2012

 







 







 

 









 

A1 When was the last time you went to the dentist?  
  
   2014 2013 2012 2011   
   % % % %   
  In the last 6 months 50 51 50 53   

  In the last 7-12 months 14 15 16 12   

  In the last 1-2 years 10 10 10 10   

  More than 2 years ago 13 11 10 15   

  I used to go to the dentist 
but I don't any more 

8 9 8 7   

  I have never been to the 
dentist 

5 4 7 3   

  Don’t know  * * 1 N/A   

 
 
A2 On average, how often do you go to the dentist? 
 Base: People who go to the dentist: 2014 (1422); 2013 (1376); 2012 

(1320) 
  

   2014 2013 2012    
   % % %    
  Once every six months 53 54 52    

  Once a year 26 24 27    

  Once every two years 6 9 8    

  Less than once every two 
years 

15 13 12    

  Don’t know * * *    

 
 
A3 And how long have you been with your current dentist or dental practice? 
 Base: People who go to the dentist: 2014 (1422); 2013 (1376); 2012 (1320) 
  

   2014 2013 2012  
   % % %  
  One year or less 9 11 14  

  Over one year, up to two years 9 9 13  

  Over two years, up to five 
years 

23 20 22  

  Over five years, up to 10 years 18 19 18  

  Over 10 years, up to 15 years 12 12 11  

  Over 15 years, up to 20 years 9 9 7  

  Over 20 years 18 18 14  

  Don’t know  2 2 1  



























During dental appointments, some patients may want to ask their dental professional 
questions to help them feel informed enough to make decisions about their care and 
treatment. We have listed some examples of such questions on this screen. 
 
Looking at this list, which questions do you think would be most useful to ask?  Please 
choose up to 3. 



Now thinking about these questions again, would you feel 
confident, or not asking them to a dental professional before 
making a decision about your dental care or treatment? 





Appointment with a dental professional other than a dentist 



Re-contacting Respondents for Future Research 



Demographics 





 

 

 

 

 

 

 

50%

14%

10%

13%

8%

5%

In the last 6 months

In the last 7-12 months

In the last 1-2 years

More than 2 years ago

I used to go to the dentist but I don’t anymore

I have never been to the dentist
Don’t know *%



 

 

 

 

 

53%

26%

6%

15%

Once every 6 months

Once a year

Once every 2 years

Less than once every 2 years

Don’t know *%



 

9%

9%

23%

18%

12%

9%

18%

2%

1 year or less

Over 1 year, up to 2 years

Over 2 years, up to 5 years

Over 5 years, up to 10 years

Over 10 years, up to 15 years

Over 15 years, up to 20 years

Over 20 years

Don’t know



 

NHS dental care that I paid for

NHS dental care that was free

Private dental care only in the UK

NHS dental care and additional private dental care in UK

I had treatment abroad 1% 

I’m not sure what type of care I received 1% 

45%

26%

19%

7%



 

32%

68%

0%

Yes

No

Don’t know *%

80%

13%

8%

5%

2%

*%

2%

1%

Dental hygienist

Orthodontic therapist

Dental nurse

Dental technician

Clinical dental technician

Dental therapist

Other

Don’t know/can’t remember



13%

24%

20%

21%

22%

1%

Fairly likely

Neither likely nor unlikely

Fairly unlikely

Very likely

Very unlikely

Don’t know

43%

35%

12%

12%

11%

8%

5%

*%

1%

It would be more convenient

It would be easier

It could be cheaper for me

I would have more choice over my dental treatment

I could receive better quality care

I would need to make and attend fewer
appointments

Other

None of these

Don’t know



53%

14%

10%

7%

6%

4%

4%

2%

2%

8%

1%

2%

I trust the dentist to make this decision for me

It could be more expensive for me

Only dentists have sufficient training to decide whether I should be referred to a dental 

care professional

It could increase the number of appointments I need to make and attend

I could receive wrong/unnecessary treatment

I could make an appointment with the wrong type of dental care professional

No need/not necessary

I have no teeth/false teeth/dentures

I do not go to the dentist

Other

None of these

Don’t know
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