
Heaton Road Surgery 

 

Friends and Family Comments – January 2026 

 

Positive Comments: 

Written Compliment: "The Nurse who I just saw, Hannah, for my smear was 

absolutely amazing. She deserves a little credit" 

 

Witten Compliment: "Attended for my smear yesterday, the nurse was lovely. Really 

friendly and made the whole appointment relaxing." 

 

Comment 
We were unable to attend the appointment at the surgery. 
Dr Craig rang us instead, which we were so grateful for. I assume this was because Doctor Craig 
knows **** and knows that it can be difficult for them to attend appointments.  
Lady Karen listened properly to my talk and respectful to me and she investigated my issue / problem, 
and I want to say thanks.  
Doctor Gall was very thorough, clear and friendly, and listened to all my concerns. 
Got in on time, very helpful  
Good to get an early appointment with someone I knew. GP listened and examined me and arranged 
for tests with Rachelle straight away. GP explained what my symptoms might mean, and the course of 
action that needed to be taken. A pleasure seeing Rachelle. 
Seen by Karen on time. 
I'm only young but Dr Hampton made me feel so comfortable and helped so much. 
Good visit very informative. 
Because all of the staff were very helpful  
Made me feel very comfortable didn't feel rushed 
I was helped by the practice pharmacist who was extremely helpful and answered all my questions 
clearly.  
I have been seen and treated very quickly. 
Friendly welcome by reception staff and Dr Gall was friendly, knowledgeable and efficient. Also, lovely 
to see work from Art Club on waiting room wall. Many thanks. 
Dr Hudson will always be my go-to doc always very lovely and understanding only one who treats me 
like a human. 
The young lady was so attentive and caring of my needs for medication  
Dr Chadwick really listened to my concerns and was very thorough in explaining everything to me, very 
pleasant and friendly,  
Very understanding of any ailments, I have easy to talk to and puts you at ease 
Because she is perfect 
Spoke to pharmacist the lady was very helpful, explained all medication so I could understand the 
reasons for them  
Karen was very knowledgeable and cared about what I said.   
Dr listened to me very carefully and gave me quick reply. 
Phone call appointment the doctor was very thorough discussing my medication.  
Friendly and efficient 
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Respectful, attentive and rapid response after making a referral via an E consultation. Quick follow-up 
appointment. 
Everyone's so helpful and kind, nothing too much for anyone. Always see someone on time.  
The nurse was very professional and easy to talk with. A very nice person. 
HCA is always nice and friendly and seems to have no bother getting blood from me. Thank you.  
Dr Hudson listened to everything I said, and I felt she heard me out. 
Doctor took time to listen then gave great advice. 
All of my appointments with Karen (pharmacist) and healthcare assistant (Rachelle) are always 
fantastic. Knowledgeable, helpful, make me feel at ease. One HCA appointment I arrived a day early 
and she found a way to fit me in. Great service! Thank you  
I found Courtney very informative, friendly, and helpful. 
Felt like part of family/practice it's always been good keep it up. 
Got urgent appointment with Dr Chadwyck on the morning I called. She is a wonderful human being as 
well as a skilled professional. 
The nurse was kind and helpful lovely young lady.  
Nice, friendly staff. 
Doctor listened to me and understood what was wrong with me. 
got an appointment next day and doctor was lovely. 
Helpful staff and everything done as planned 
Great on time - procedure done- informed report to follow- all good & grand. Thank you. 
Quick appointment  
Treated with the absolute dignity, kindness and patience. Phenomenal Dr who gave me the best 
experience due to the nature of the visit. Thank you for your care, kindness and the most 
comprehensive explanation and planning could not have asked for more 
Staff pleasant seen straight away listen to my problems couldn't ask for more  
Very nice professional nurse, all staff pleasant and helpful 
The people I spoke to were very helpful and friendly. They did exactly what they said they would do. 
Really appreciated the nurse listening to me during my appointment. I didn't feel rushed at all, and I 
was grateful for the advice.  
On time and quick. 
Discussed my problem with Dr Gall - She was very good and understood my situation and after 
examination explained the actions that she was taking which I understood and was very happy with  
Seen the same day as made the appointment. Very kind doctor. Helpful diagnosis. Gentle and 
instructive.  
Yearly annual check showed fast heart rate, immediately ECG done and checked by doctor everything 
ok. Very efficient nothing a problem very reassuring, again. 
Outstanding customer service best doctors in Newcastle. 
Great patience care 
Nurse was really lovely & caring. 
Excellent service as usual  
Everything was very professional. Nurse was lovely put me completely at ease. Didn't have to wait 
long. 
Dr Hampton, as always was extremely patient, thorough, and kind. She listened to my complex issue 
and helped me with what I needed.  
Good consultation and painless bloods! 
Dr Gall has built up a rapport with myself and truly understands my symptoms. She manages my 
medication efficiently and effectively as well as signposting me to effective services!  
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Courtney carried out my health check this morning, very efficient and informative and very pleasant as 
was the receptionist on reception today. 
The GP was thorough with her check on my daughter and listened to her describe her symptoms (even 
though she's only 3). It made her have a nice experience visiting the surgery. 
Hannah is very caring and brilliant at her job 
Helpful friendly staff, on time appointment 
The Doctors have been brilliant. They've helped me control a terrible skin condition. Before I asked for 
help at the surgery I wasn't able to sleep and could hardly get clothes on because of the pain.  I'm very 
grateful for all of their support 
Very nice practice nurse. There is also a lovely healthcare assistant who is very friendly and always 
makes you feel welcome, she remembers you by name/face.  
The GP was really friendly and clearly explained everything. He made sure to listen to me and check 
the notes, and I got a very clear explanation of my test results, what we were going to do next and why. 
Thanks! 
The staff is helpful and understanding. 
Really friendly, professional and reassuring interactions throughout.  
I was listened too and was understood which was appreciated.  
Great nurse this morning. Very helpful. 
Had my yearly check-up and treated really good. 
Had an informative discussion with pharmacist and all my queries were dealt with efficiently  
Appointment in time and felt very comfortable all the time in 
Friendly professional staff.   As usual :) No wait.  
The HCA was very nice and polite. 
doctor could not have been better 
Friendly reception staff. Doctor was very nice and thorough with her questioning. Follow up 
appointment made with her while in with her.  
I have just had a bereavement, and everyone was amazing and sympathetic  
Doctor very welcoming & attentive to my concerns, & happy to put follow up investigations in place. 
No problems at all, the 2 nurses who seen me explained everything clearly and were very supportive  
Called in to appointment very punctually. Efficient conversation with the GP. Entirely helpful. 
I felt heard throughout the consultation. 
I'm happy. Brillant, thank you. 
It went well the lady pharmacist was lovely she explained everything it was a pleasure. 
The nurse Hannah I saw was so lovely and made me feel so relax during my smear. A credit to the 
surgery she is. 
Felt listened to and informed  
The nurse was friendly, efficient and explained everything. Where else could one get an annual check-
up free at the point of need? You're doing a great job! 
The staff and Dr were friendly got in to see Dr on time and he gave good explanations  
Reception staff and nurse extremely helpful 
Nurse Practitioner very pleasant and put me at ease as don't like needles. 
They informed me there my appointment had to be cancelled but also promised to make a call which 
they did to rearrange. Very good management. 
Everyone was kind, friendly and professional. 
I saw a GP who was absolutely brilliant. She was knowledgeable about my health and was really 
empathetic and patient. First class service as always at Heaton Rd Surgery 10 stars! 
HCA was spot on. 
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I had a one-to-one consultation with the practice pharmacist, with a positive outcome.  Also, 
reception was helpful. 
Was seen straight away and doctor was very thorough 
The doctor was very good 
I gave that answer because the health care professional I seen was very polite & caring as usual  
Woman was very nice.  
Dr Gall is very good and tries to help you with your problems. 
Everything explained. 
I didn't have to wait much over my appointment time; Rachelle was courteous as always.  
Bang on time and nice nurse. 
The women I spoke to on the phone was lovely and very helpful. 
All staff all doctors are very nice specially Dr Craig is very good because she is very cooperative 
thanks. Thanks receptionist also. 
In and out in five minutes and Rachelle is so lovely 
The Nurse I saw was so friendly  
Everyone was kind and helpful  
I was seen on time. Reception staff were clear and friendly. Reception area feels bland, but clean. 
Nurse was clear, thorough, friendly, kind and made visiting a reassuring and comfortable experience. 
She's clear about next steps. Thank you. 
My appointment was on time. The nurse was very good and had time to access and discuss my 
medical condition. 
Dr Gall was very thorough during my consultation. I felt listened to. Dr Gall explained everything very 
clearly and I appreciated the honest and an approachable attitude she demonstrated during my 
appointment. Thank you again for the excellent care. 
I felt listened to and was comfortable talking to the Doctor. She put me at ease and the plan was clear. 
I also appreciated that my partner could join me. 
I like Pharmacist Karen she is so nice and helpful. 
Dr was understanding and listened to me  
Good quick appointment with no waiting time. 
The HCA Rachelle Is I think the best the surgery has had in a long time.  
Always listens as well and even got my bloods where even other people cannot get it as I have small 
veins. Always a pleasure to chat to her  
Hannah and Courtney were lovely 
Great communication, easy to understand and follow appointment- also helpful staff answering any 
queries or rearrangements. 
Always see Rachelle for my bloods and books my next appointment for 28 days saves me ringing up. 
Felt safer, happier, heard and supported, happy with a plan going forward and renewed optimism. 
Brilliant Dr and I'm lucky to be with you. 
She was lovely x 
Always nice to chat with Rachelle while she does my bloods as I'm very nervous about it. Quick and 
easy. 
I saw the same doctor as last time and got the same advice I just need to make sure to go to my blood 
test, but I am extremely nervous. 
I received a quick response to my e consult and an appointment later the same day. The wait time in 
the practice was minimal. The reception staff were friendly as always; the doctor was the same and 
very helpful.  
It's good because the receptionist and the Dr was supportive.  
And gave us the right instructions.  
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She gave us lots of information about my sickness and it was very helpful  
Very present. 
The service was quite good and prompt in delivery.  
The GP was amazing - super helpful, friendly and understanding.  
The appointment itself was on time and conducted well by the HCA.  
The staff at reception and the nurse were really friendly and helpful.  
I saw Dr Chadwick today and she listened to me. So, I was reassured.  
The nurse communicated well the whys of the questions asked. She was very friendly/approachable 
which is a must when doing a smear test 
Excellent and helpful face to face consultation.  
The nurse was very calm, caring and professional. 

 

Areas for Improvement 
 

Although slight delay getting to see nurse an apology was offered for the delay as entered the 
room. 

My appointment was late starting, but these things happen when you're treating people. 
Did think that as I was getting a medical, I would have got weight etc measured. Just got blood 
samples and blood pressure taken. 
A 20-minute wait passed appointment time without explanation is not good. 

Appointments were running 20 minutes late which was a shame, but not usual for this practice so I 
wasn't annoyed. 

She mentioned that she had seen me in the waiting room, because I had arrived early and could have 
been seen early. Does the system not notify clinicians if patients have checked in? 

Quite a long wait for my appointment. 
Very good appointment, but it was delayed by 45 minutes. In future I think it would be great to give 
people a heads up as they're waiting that the appointment is still going ahead 

Text alert for unexpected appointment failed to state was via telephone, we queried with reception 
before appointment who did not state was via telephone.  Communication needs to be clear.   
Was given a random doctor and didn't seem to read any of the notes so had to explain everything from 
square one and then just feel as though I was spoken to like I was stupid and just got told things that I 
had already tried or knew 

My appointment was initially for 2.45 booked today morning few minutes later I had a text saying it's at 
1.45 assuming I'm attending 1.45 went there and been told it's for 3pm when I enquired this to 
reception they didn't seem to be bothered. 
Because yous didn't do a thing just talked didn't even examine or even send me for a scan instead 
yous suggested sending a letter which 111 told me to go straight in but ent told me to get in touch with 
GP for yous not to do anything left in pain. 
I had booked a blood test for Celiac online. When I got to the appointment, I was told it couldn't go 
ahead as I'd need to see a GP first for them to request the test. Due to my ASD I can't, so will have to 
do without, despite being at increased risk 

 


