
Heaton Road Surgery 

 

Friends and Family Comments – September 2025 

 

Positive Comments: 

Verbal Compliment: "Patient felt the reception team were very helpful to him and 

when he spoke with the team, he felt very reassured and was extremely grateful for 

this." 

 

Verbal Compliment: "Patient wanted me to pass on how helpful the reception team 

have been when he has spoken to them. He said they were helpful and reassuring 

and he was really grateful." 

 

Positive Feedback from DiT: "From the start, I felt heard, supported, and 

understood. All staff were welcoming and helpful, my supervisor consistently went 

above and beyond to provide guidance, encouragement, and constructive feedback.” 

 

Comment 
Didn't wait too long and everything went smoothly.  
Very pleasant nurse, efficient, helpful and took blood no bother and got shingles jab too - very good  
Came in for a blood test only. Seen the girl who did it before, pleasant & approachable attitude.  
Very professional  
Exceptional care with follow up care with the appt being made straight away. Throughout my whole cancer journey 
my care has been incredible! It was down to the GP practice that I received the relevant care in a very speedy time! 
Cannot thank enough! 
Staff very helpful and efficient. Appointment on time. 
Was seen and received my treatment on time. 
I was in and out in no time, it was a pleasure  
Nurse was friendly, explained everything clearly and asked if I had any questions or concerns. Put me at ease.  
I was happy with my appointment.  
The call back service was helpful, and the receptionist was able to offer me a same day appointment with a locum 
doctor. Doctor was prompt and efficient. Outcome satisfactory.  
Clean, well-maintained surgery, friendly staff, appointment fairly on time.  
HCA (Ms Wilde - forgive me might have gotten the name wrong) was lovely and chatty and friendly and made me 
feel relaxed all while being very efficient.  
I was seen on time, the pharmacist was friendly, helpful and informative. No complaints at all. 
On time. efficient, nice. 
The nurse was very helpful by contacting a doctor to discuss things and listened intently to my concerns. She made 
me feel relaxed and comfortable during my smear too. 
It was very good. 
Telephone appointment which was courteous and friendly. Clearly understood my needs 
My appointment was on time and Karen is so nice - doesn't hurry your appointments, got all the time to speak with 
you  
HCA Very good  

Quick, on time, professional 
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Dr Hill was patiently listening to me and actually finding out all the answers. Usually, doctors are not paying 
attention to me, and they don't listen to me, but she was actually trying hard. She didn't rush me and make me feel 
at ease 
Doctor was very helpful and thoroughly checked me over and listened to my concerns.  
Dr Gall was very helpful, caring and understanding. She explained everything clearly and I know where I stand with 
the appointment. 
Phone call went well and got my prescription sorted  
She was very good 
I didn't have to wait too long to see the HCA and was in and out. The HCA was very friendly. Thank you 
I was very pleased with the welcome at reception.  My double appointment with the Dr addressed all my issues and 
a good plan was made going forward.  
Because I love how she welcomes and explains everything for me, and she is friendly. 
Very thoughtful doctor who read up before the appointment. She also considered next steps in diagnosis that other 
doctors hadn't mentioned such as formal testing and screening. 
Seen by nurse for blood test, seen on time and very professional  
Very pleasant, efficient, on time appointment. 
Nurse was really lovely made me feel so very much at ease making the appointment and procedure a lot more 
comfortable than previous one for same thing. 
Prompt telephone response. Willingness to find the right appointment. Very good medical attention and response.  
I am more than impressed by Heaton Rd Surgery  
The 2 ladies were excellent, friendly and caring. 
Very friendly and put at ease. 
Excellent nursing care, thank you. 
From going in receptionists pleasant, then seeing the Dr listened to my concerns and explained everything 
Got an appointment same day I rang the surgery  
Hannah, very professional, great listening skills & gave onward information i.e. art club & skills for people. Further 
advice to extend fit note. Thank you, you're doing a grand job. 
GP was very professional and friendly, I felt as if my questions were well understood and that the answers I 
received were very helpful 
Dr Folashade listened to what I had to say. He was very patient when I became upset. I feel like he really heard me 
and wanted to help.  
Receptionists are always polite helpful and cheerful  
No wait, HCA very efficient answered questions well.  
Staff was great, highly motivated and confident and gave to me easy answers to all questions I have  
Hannah the nurse. Was very helpful with regards my enquiry. She was a great help. Also, took my bloods and was 
very gentle. Thank you, Hannah 
Always, friendly, efficient and helpful 
Seen on time and treated well by clinician  
The Dr was brilliant and sorted me out  
I was listened to and offered solutions to problems. 
Always friendly and compassionate  
The appointment went fine and simply went along for a solution for now paving the way for future treatment 
Clear information, was credited as being able to follow rational explanation and was involved in decisions. 
Seen me very quickly  
The doctor was polite, friendly and professional. He explained what the examination would entail and carried it out 
with full regard to my dignity. He then clearly described his conclusions and explained what the next steps would 
be. 
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I was seen quick, and the HCA was lovely  
The lady taking my blood was quick and efficient and I was seen promptly  
HCA took my bloods carefully and with no complications. 
The HCA was professional and kind. 
Karen is a fab pharmacist 
Same day appointment. Excellent friendly and familiar doctor  
Thay were very efficient  
The doctor asked good questions, and I got the right answers I needed  
Dr Chan was able to follow up on pending appointment and her recommendations went a long way to seek answer 
to missing puzzles as regards my health.  
Seen on time. Professional and straight forward. 
The girl I saw was very nice  
Doc was very informative  
They said 4:30 - right on time and everything spot on! 
Very helpful telephone conversations with both Dr Gall and Karen Stokoe  
Was seen on time. The health professionals were helpful and friendly  
It was a good appointment. 
Dr listened to me and explained options. 
She was very nice and professional! 
Very nice nurse was helping us. Kind and understanding.  
He explained my problem pretty good  
Receptionist was very polite & efficient. Locum GP took the time to explain everything to me & also polite. 
Doctor was lovely and meeting was quick and productive. Thank you! 
Had time to discuss all I wanted  
I am very nervous around needles and blood tests, the healthcare assistant has always been lovely and very good 
at taking my blood, I had a bit of a wobble this morning, but she was very kind and patient and made me feel safe  
I would have rated excellent if there was an option! Appointment with Karen was fantastic. Very knowledgeable and 
positive and took lots of time to explain and answer questions related to a new diagnosis. Very positive experience.  
The practice nurse herself was great as usual. 
Good and fast service  
The doctor took us seriously and offered clear guidance for next steps.  
I felt heard and understood by the GP who attended to me. 
The service provided from the receptionist, Doctors (Dr Hall and her colleagues, pharmacists (Karen and her team 
is always first class, you are treated like private patient without the cost of a private service.  Thank you all so much. 
The best 
Seen the HCA - very good 
Appointment was on time. Health Assistant made me feel welcome and was pleasant and efficient. It was nice to 
see somebody I knew. 
I'm happy with service  
Nurse, I saw was very friendly very professional felt at ease her taking my bloods  
Very pleasant and no waiting time  
Quick, efficient friendly professional care 
Appointment was quick. Rachelle was efficient and friendly as always 
The doctor I have seen the last twice has been more understanding and helpful out of every other doctor I've seen. 
Very happy for her help 
The nurse was very professional and was knowledgeable about NHS procedures.  
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HCA was very helpful 
Karen listened to me and showed me how to use inhaler properly  
Very attentive and thorough  
I was seen on time; the GP was friendly yet professional and I felt confident in her diagnosis. 
Seen promptly and came away with a very clear treatment plan. 
Dr Hill was kind, empathetic and helpful. I felt listened to and reassured, which means a lot. She had clearly read 
my notes and took an active interest in helping me. The reception staff were polite and able to give me useful 
advice. 
Doctor was thorough and efficient, giving all relevant advice and information.  
Very professional and polite  
Great care and treatment  
All my issues were discussed thoroughly and some treatment prescribed  
Always good friendly professional service.  
Felt I was really listened to and given lots of information. 
The nurse Hannah was so lovely with me  
Because Karen gives good information and puts you at ease when you see her 
Because it was good I was in and out in no time 
My appointment was on time, the receptionist was friendly and clear, and the health care professional was polite 
and efficient.  
On time. Very professional. Great customer care. 
The doctor explained to me clearly what she thought about my problem and how she was going to get a solution  
Telephone appointment which was courteous and friendly. Clearly understood my needs 
The appointment was conducted in a very professional manner and was also friendly and proactive in terms of 
offering clinical solutions to long-term health indications. The clinician was an excellent listener and fully engaged 
with the patient.  
Dr listened to me and explained options. 
It was good I was in and out in no time 

 

 

Areas for Improvement: 
 

Did not properly help me for my stomach  
Only complaint is appointment was for 11.40am & didn't get seen to till 11.55am 
Just had a heart attack & had to wait nearly 3 weeks just for a blood test, not heard from GP to talk about my 
condition meds & results! Even when saying I'm getting fast heartbeat at random times, sometimes feeling 
lightheaded & hot flushes - no help! 
Waiting time to see doctor  
I very much appreciated the Drs thorough examination. However, I was told that it was likely I have repeated 
infection (I disagree) in ear despite explaining that this has been an ongoing issue that has not gone away since I 
was seen in August.  
We arrived at 10.20am for a 10.30am appointment and I was not seen until 11.20am. It would be helpful if I could 
receive a text to late me know that the Surgery is running late.  
Another staff member insisted on entering the room to ask a non-urgent question even though she told him not to 
do so (because she was injecting a partially clothed patient). 
 it took almost an hour to get my prescription, as I was told it was being sent to the chemist next door, after a long 
time waiting, I was told it was sent to the chemist further down the street. 



Heaton Road Surgery 

 
Minor delay to appointment, but reasonable. Unrelated to my appointment I also enquired about a flu jab. I've 
been eligible for a flu jab for 31 years however the receptionist advised I wasn't marked as eligible on the surgery 
system. It Was resolved 
Dint really get any answers to what really happened to me, and it was very scary and distressing for me  
I was previously told to wait 2 weeks before going back as I would need an mri scan to determine what is wrong. 
Yesterday I was told that is not the case and have now been told to wait a further 2 weeks in pain suffering as a 
result.  
Didn't feel comfortable to take the blood without previous information.  
The doctor usually gives me a chance to speak, but today I couldn't say anything I'm sorry, but today's 
appointment wasn't with a professional doctor. 
Went in and told the doctor I'd pretty much been starving myself for the last 3 years. Apparently eating under 1300 
calories is perfectly fine whilst exercising for over an hour most nights. Anorexia is an eating disorder not a weight 
disorder. 
They don't take the time to look at you  

 


