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Comments and Recommendations 2010/11

A. Background

This report combines the variety of comments that Tower Hamlets Involvement Network (THINk) has gathered from local residents, patients and users on their experience of health and social care services in Tower Hamlets and how they could be improved. A full list of the comments received can be found in Appendix A. The comments come from THINk’s survey of members, from consultation events attended by THINk representatives, interviews conducted by THINk staff and from outreach in GP and community centres between October 2009 and July 2010. This information represents the views of more than 500 health and social care service users in Tower Hamlets; however this is not necessarily a representative sample of residents as it was based on voluntary participation. The comments have been analysed by topic area and include key recommendations and questions for health and social care Commissioners. Analysis of the information also helps THINk to prioritise its work in the future. The topic areas focus on the key priorities and concerns of service users is Hospitals. 

B. Dental and Optician Services

The quality of treatment provided by dentists and opticians seems to vary across the borough. The main issues from service users were related to pricing structures, communication with GPs, access, prevention and education. Service users would like to see the following:

· Standards of quality – this should relate to transparency and clarity of pricing structures, access to evening and weekend appointments and referral procedures as well as the quality of care provided.

· Reductions in wait times for appointments and services.

· Closer and better communication and referral systems with GPs.

· Education and information to communities about dental health prevention, eye care and recommendations on how often users should visit.
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Appendix A  

Patient and User Comments 
Oct 2009 – July 2010 

Contents
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Good experience
6
Poor experience
6
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6
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6
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Dental School and emergency service
7
Other
7
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Good experience
1. I never had any problems. The dentist is full of friendly staff and waiting time is acceptable’ - East India Dock Road Dentist111

2. Some people had experience of the new dental service at the Barkantine Centre and said it is excellent- it would be good if this was the benchmark for all high street dentists too. More services needed like Barkantine in Tower Hamlets. (OPRG, November 2009) 635

Poor experience 
3. The environment in the dentist was very shabby and grotty. The walls were in a terrible state and there was clutter everywhere.  It was a cramped waiting room. Someone was being treated with the door open probably because it was too cramped inside.  There seemed to only be one dentist although there were 4 or 5 names on the door (Whitechapel Dental) 84

4. William Place Dental place, it’s really bad.541

5. Dentist should know the procedure of the referral process- last time my dentist referred m e to the hospital, I did not get a response from the hospital , when I asked the hospital (Dental Institute), they said that if I did not get an appointment with 2 weeks, I was not an emergency…I waited almost 8 months142

6. It’s been six months after my daughter’s check up for dental and they have not given her a follow up appointment. They provide really poor service. They said they would refer but they have not.153

7. Dentists was very poor on my last visit, he said to me that if I get tooth pains again not to visit him as I refused to let him take out my tooth, mainly because he said he would not put in a replacement . The following dentist did what I was wanted.553

Waiting times 

8. Waiting time is really good – Chrisp Street Dentist 89

9. NHS dentist have long waiting times- there should be more NHS dentists. 161

10. Waiting times for dental appointment special chair is very long...I have waited 4-5 months now...and suffering from the pain every day. (Barkantine)- This person also stated that the Barkantine is excellent but need to sort out special chair appointments 389

11. Long wait time for dentists 484

12. Waiting time in dentists takes time. Dentists and staff should talk to you much friendlier.568

Opening times

13. Dentist at the Barkantine should be opened for longer hours; currently it closes to early (4.30pm) ...it’s not convenient for people who are working 141

14. My dentist is not open in the evenings and weekends.  I always have to book time off work for an appointment 483

15. Recommended that more dentists are open on Saturdays and weekday evenings. (OPRG, November 2009) 634 

Charging

16. Dentists are too money driven, all they ask about is entitlements and how much it will cost...it’s not like the normal health service (referring to the Abbey Dental Practice in Whitechapel) 143
17. My dentists tends to do unnecessary work so that they can make more money482

18. Dentists too expensive for pensioners 480

19. Dental price bands to be reduced/improved! People who work get a bad deal. 489

Dental School and emergency service 

20. Dental School Service - concerned that students should not be treating patients (OPRG, November 2009) 636

21. The dentist teacher did my dental work and not a student. The time I had to wait outside I arrived at 6.30am and had to wait in the cold until they opened at 8am it is first come first seen and tickets were handed out when the doors were opened I was number 3 to be seen. This hospital is meant to be the best dental teaching hospital I asked to be seen by a qualified dentist and was. Even though half my tooth has been left inside my gum and now I have to endure more pain by have my gum cut and stitched to remove the remainder of my tooth. I am not happy at all.18
22. The hospital dentist is really bad- on my last visit i waited 3-4 hours for my appointment” (referring to Dental Institute on New Road) 424

Other

23. 90% of the Bengali community do not go to the dentist- they should do more promotion of service and its benefits to encourage people to look after their teeth.” 152

24. Dentists should tell people come more often like 3 times a year, with so much sugary food being consumed and gum diseases people just don’t understand the importance of going. 569

25. Different sized chairs and colours please 487

26. Concern that there are still not enough trained NHS dentists generally. (OPRG, November 2009) 637

27. Disabled access- older, disabled people queuing up is not right so will the new urgent service include a home visiting service? (OPRG, November 2009) 639

28. Customer service is very poor, manners need to be improved. Staff look bored and fed up with their job and treat customers unprofessionally. I have been purchasing contact lens for years from Asda Optician (Isle of dogs) but never have they treated me like a valued customer. Recently I wrote a letter to Asda about the poor service I received from a member of staff named ‘Karen’ in the optician. She refused to serve me because she worked a long shift, the closing time was 8pm but I arrived at 5.50pm, she said she worked alone all day and was leaving to go home. I understand you worked all day but a customer is standing in front of you and you are supposed to be representing Asda, who is one of the biggest supermarkets. While I stood on reception to collect my prescription, she switched all the lights off. I wrote to Asda about wasting my time, because I came out of work early to get my prescription. Instead I receive absolute disgusting service. Asda wrote back telling me they could post my prescription to my house address and they are sorry. They failed to mention what they have done to improve their service, what actions they have taken with the member of staff’ – Asda Optician 112

29. Opticians in Asda is terrible.  Really, really bad. 481

30. I would like my optician to work closer with my GP. 485

31. Opticians – prices for diabetics should be cheaper as lens are charged more as the sight gets worse over time. 486
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