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Welcome to Hawthorn Drive Dental Practce
This leafet contains informaton abo.t the services we provide, how to maue an appointment and 
who to contact for f.rther informaton and assistancee 

We want to maue yo.r visit a pleasant experiencee O.r aim is to achieve good dental health for yo. 
and yo.r family thro.gh preventve dentstry .sing modern techniq.es and technologye By tauing 
the tme to provide yo. with reg.lar dental advice we aim to help yo. taue beter care of yo.r teeth 
yo.rselfe 

We .ndertaue contn.o.s professional ed.caton to ueep abreast with c.rrent developments in 
dentstrye 

Our Team 
Please see O.r Team on the websitee 

Services available 
We provide NHS and private dental care for children and ad.ltse NHS S.rrey and S.ssex Area Team is
responsible for commissioning the NHS dental services and the services we provide on their behalf 
incl.des all treatment necessary to sec.re and maintain yo.r oral healthe 

O.r private treatments incl.de those treatments that are not available on the NHS and these are 
mainly cosmetc dentstry incl.ding tooth whitening and some orthodontc treatments, implants and
hygienist servicese 

Yo. may wish to choose o.r Practceebased dental plan – DENPLANe Monthly fees start at £12e07 For
more informaton, please speau to yo.r dentste 

O.r s.rgeries are located on gro.nd foor and frst foor and there is limited wheelchair accesse We 
are therefore .nable to provide f.ll disabled accesse If yo. need f.ll disabled access to a dental 
practce, please contact the East Anglia Area Team on 01138255328e 

Opening Hours 
Monday: 

8e30am e 1e00 pm 1e30pm – 5:15pm  (L.nch 1:00pm – 1:30pm) 

Tuesday to Thursday:

8e30am e 1e00 pm 1e30pm – 5:15pm  (L.nch 1:00pm – 1:30pm) 

Friday: 8:30am – 1:00pme 

Making an Appointment
Yo. can maue an appointment with .s in person or by telephone (01473601717)e To obtain the best 
and safest treatment, yo.r dental care provider needs to unow of any problems that may afect yo.r
treatment s.ch as any changes to yo.r medicatons or medical historye We .pdate yo.r medical 
history d.ring each visite 

Cancellatons 
When rearranging or cancelling an appointment, please contact the practce as soon as possible and 
at least 48 ho.rs prior to the appointment so that we can give that appointment to someone elsee 
Missed appointments waste S.rgery tmee If yo. miss more than 2 appointments or give less than 48
ho.rs’ notce, we may not be able to complete yo.r treatment or ofer yo. NHS treatment in the 
f.t.re and in the case of private treatments there will be a charge



Urgent Treatments and Out-of Hour Care 

Urgent treatment means treatment that the dentst considers necessary to relieve severe pain or 
prevent yo.r oral conditon deterioratng before yo. can maue a normal appointmente If yo. need 
.rgent treatment o.tside of the opening ho.rs please ring the normal practce telephone n.mber 
for recorded informaton on obtaining emergency caree Contacts for o.t of ho.rs emergency 
provision can be fo.nd on the last page of this booulete 

Reminders and Recalls 

At the end of yo.r co.rse of treatment, yo.r dentst will disc.ss with yo. when yo. need to see a 
dentst againe We now refer to g.idance from the Natonal Instt.te for Health and Care Excellence 
(NICE)e This means yo. will atend as ofen as needed to ueep yo.r teeth and g.ms healthy b.t may 
no longer be ofered a ro.tne checue.p every six monthse 

Ways to pay 

NHS and Private treatment charges are displayed in the Patent waitng area of the receptone 
Payment for treatment will be req.ired in advancee Payment plans and optons can be disc.ssed 
with yo.r dentst prior to any treatment being carried o.te This applies to both NHS and private 
patentse Yo. can pay by cash, credit or debit card incl.ding Switch, Visa, Mastercard, Delta, Maestro
and Electron (yo.r PIN will be req.ired)e Yo. may q.alify for free treatment .nder the NHS; please 
asu the receptonist for more informatone 

Your dental records 

All patent data is held in strictest confdence and in accordance with the Data Protecton Acte Yo. 
can req.est to see yo.r dental records, b.t all s.ch req.ests m.st be made in writnge The practce 
will charge a small administratve fee to provide these recordse From tme to tme we may need to 
release yo.r dental records to the East Anglia Area Team or the NHS B.siness Services A.thoritye 

Rude and Abusive Patents 

We will ref.se to treat patents who are r.de, violent, fail to pay their bills or ref.se to coeoperate 
d.ring treatmente In this case, we will inform the patent and the East Anglia Area Teame 

Comments and Complaints

 If yo. wo.ld liue to comment abo.t any aspect of o.r service, please contact the Practce Managere 
If yo. are not happy with the response yo. receive from .s, yo. are enttled to raise this verbally or 
in writng to the Natonal C.stomer Contact Centre (NHS treatment) or The Dental Complaints 
Service (Private treatment)e Contact details are on the last page of this leafete 

You are responsible for: 

• Paying yo.r bill promptly
• Bringing proof of enttlement when claiming help with the cost of NHS treatmente Patents fo.nd 
to have incorrectly claimed help with the cost of NHS dental treatment may receive a penalty charge
• Following yo.r dentstts advice to prevent tooth decay and g.m disease 
• Treatng staf with co.rtesy and respect 
• Letting .s unow if there are any changes to yo.r ttle, name, address or telephone n.mber 
• Letting .s unow if there are any changes to yo.r medical history or medicatone 
• Giving .s 48 ho.rs notce to change or cancel an appointment as this gives .s an opport.nity to ree
allocate the tme to another patente 



You have a right to: 
• A dentst of yo.r choice, however this is s.bject to the availability of the dentste 
• A thoro.gh examinaton of yo.r mo.th, teeth and g.ms 
• A f.ll explanaton of yo.r treatment optons 
• A writen treatment plan (incl.ding costs) 
• Informaton abo.t NHS charges displayed in the waitng room 
• Advice on how to ueep yo.r teeth and g.ms healthy 
• A care and treatment s.mmary if yo. decide to transfer to another dentst 
• Maue a complaint if yo. are not happy with yo.r treatment

Useful Contacts
O.t of Ho.rs Service:     
East Anglia Area Team are responsible for commissioning the ‘O.t of Ho.rs Service’

East Anglia Area Team
(To be unown as NHS east of England)
Tel: 01138255320
Address: Victoria House, Capital Business Park, Fulbourn, Cambridge, Cambridgeshire, 
CB21 5XA

Website: https://www.england.nhs.uk/east-of-england/

Email: england.ea-phsi@nhs.net

Natonal Customer Contact Centre (For Comments and complaints abo.t NHS treatment) By 
telephone: 0300 311 22 33 (Monday to Friday 8am to 6pm, excl.ding English Banu Holidays)e Email: 
englandecontact.s@nhsenet Post: NHS England, PO Box 16738, Redditch, B97 9PT

Dental Complaints Service (For comments and complaints abo.t private dental treatment) 
Telephone: 020 8253 0800 at local rate (Monday e Friday 9am e 5pm) Email: 
info@dentalcomplaintseorge.u Write to: Dental Complaints Service, Stephenson Ho.se, 2 Cherry 
Orchard Road, Croydon CR0 6BAe
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