Heaton Road Surgery

Friends and Family Comments — February 2026

Positive Comments:

Comment

All staff been polite and treated me with respect especially my GP was very nice to me and tried to help me
as much as she could thanks for service and support

All the staff are good and polite.

Was perfect.

Appointment offered same day and felt doctor was very thorough.

Appointment on time. HCA very professional and polite everything went well.

Appointment was at 1 30 | was seen at 1 40 so no big wait and the nurse was very friendly and | enjoyed my
visit

Appointment was timely and the practitioner was friendly and professional.

Appointment went the way | wanted it.

Appt on time. Quick and speedy once in with the HCA

As always great service. Lovely staff

As always professional and compassionate. Thank you

Because he listened to me and | got an answer instead of being brushed off

Because the nurse contacted me in plenty time to cancel my appointment that was not required

Bloods taken by the nurse no hassle whatsoever never felt a thing entirely at ease thank you

Call was on time. Karen gave good advice and arranged next steps.

Caring person quickly seen not painful

Courtney was very pleasant. She was very professional and understanding

Done a consult and got an appointment same day the appointment was very helpful

Dr Chan is always very helpful and will go above and beyond.

Dr Chan very professional, caring & listened. Excellent service Thank you

Dr Chan was very good- listened well, very thoughtful and professional and sensitive to needs.

Dr Gall was amazing. Made me feel welcome and listened to me. | wish | could see her at all my
appointments.

Dr Hall figured out the problem and prescribed me with an ibuprofen gel.

Dr listened to me and gave me practical steps to achieve what | wanted with regard to medication, and
gave me a referral.

Dr. Chan helped me by summing up immediately and arranged an x-ray appointment which I think |
required.

Everything very efficient, friendly and clear.

Excellent staff and doctor. Everyone was very helpful and explained things.

Friendly receptionist and Rachelle who took my bloods is lovely.

Friendly staff & HCA, they see me on time too.

Friendly, efficient timely service.

From the Reception to the two nurses that attended to me everything was excellent.

Great patient care.

Great service for patients.
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Great visit, called earlier than my appointment which is always good

Had a very friendly nurse help me this morning.

Had time to talk and listen and good advice

Hannah made me feel at ease while getting my smear

| find Rachelle direct, competent and reassuring.

| phone up in the morning to see a doctor, and | was seen within 5 hours and | was given antibiotics and
steroids for my lung infection and within 24 hours I'm Feeling a lot better and doctor Chan was so nice
helpful and friendly

| really loved how Hannah Atkinson was very patient with me and listened to all of my problems and
requests attentively. Love her for that

| received excellent care and was given good advice

I was given an appointment the same day and was dealt with the upmost care.

| was seen at my appointment time. No waiting. Blood taken and | was told what would happen next. Notice
new posh chairs.

| was very nervous when arriving for my first smear test. Both professionals who were there made me feel
very much at ease and guided me through the process with care and understand. Overall fantastic from
both ladies.

Informative and helpful, listen carefully to our needs and concerns and outline next steps clearly

It's a very busy practice but yous as a team still manage to make my life comfortable. Thank you so much.

Just simply because | was seen to prompt and all the staff were very friendly and helpful. Thank you

Karen could not have been more helpful. In all the time I've been taking amlodipine and lisinopril | never
fully understood the difference. She clearly explained. The only thing | would add is that there should be an
excellent option. Thanks, Karen

Karen listened to my concerns regarding BP medication, advice given at the RVI following a recent
collapse, and willing to discuss possible solutions. She was proactive in setting a date to follow up on how |
was responding to adjustments.

***%* was really nervous to have her bloods done. Our HCA who apologised | don't have the name of, was
really kind with Lettie she took her time and explained everything thoroughly which we greatly appreciated.

Listened and gave some good advice.

Lovely nurse

Most women dread our smears, but the Nurse was very informative, throughout the whole process she
made me feel at ease, definitely the best smear I've ever experienced over the years and | didn't feel a thing
10/10 thank you!

My appointment was on time, and | was comfortable and confident with Courtney, the nurse who was
carrying out my health check.

My appointment was on time and the HCA was very friendly

My appointment was prompt and the nurse was very professional and helped with other things | needed

Nice friendly people, make you feel at ease

Not long to wait and very pleasant member of staff

On time and efficient

On time and with sympathy. Good.

On time appointment. Friendly professional service.

Outstanding customer service best doctors in Newcastle. Service is always great.

Pleasant staff prompt attention

Polite, friendly and engaging practitioner

Practice nurse was very nice and helpful
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Professional attention

Prompt service. Wonderful and caring nurses. Professional and they put me at ease straight away about my
smear test.

Quick, friendly, good care as always

Receptionist very welcoming. Dr Ibrahim what a lovely person. | felt listened to and his advice | felt
comfortable with his suggestions. Big thank you.

Sheis so kind and caring

Staff are always cheerful and kind and happy to help

Staff are always friendly

Staff very helpful and understanding.

Straight in to see nurse who was really nice.

Thank you for quick response regarding my appointment with great Dr.

The call was punctual and the advice/information was clearly communicated

The doctor was brilliant, really supportive.

The doctor was very helpful about my condition and advised me to ring TIMS to get referred to see someone
about either x-rays or a scan of some sort and to get some sort of physio.

The Dr explained my blood results and what's happening going forward with a very friendly manner.

The girl on reception was really help full and Karen the pharmacist at the docs was quick at sorting my
problem out she's so nice is Karen she gives 100% to your problem so very pleased

The guy L seen was really nice.

The nurse | seen was very nice and explained everything to me and told me what they would be checking for
in the blood sample she also listened to everything thing | spoke to her about.

The nurse is so lovely and caring!

The nurse was excellent today very reassuring and listening to me. Felt very relaxed and she was
knowledgeable.

The HCA was quick to take my blood she also checked my blood pressure twice to make sure she got the
correct reading

The nurse was very friendly and helpful

The Nurse was very helpful and gave me advice when | asked for it

the nurse who treated **** was very friendly and helpful with both **** and our autistic son who was very
unsettled she kindly allowed him to use her fan which quickly settled him for the duration of the
appointment she was extremely helpful and caring.

The surgery arranged me a same day appointment and i saw a lovely doctor. very patient and very thorough.
same excellent service this surgery always provides.

They explained everything and told me what | wanted to know.

Very attentive

Very good

Very independent and informative with answers

Very professional and easy to talk to

Very prompt efficient service

Very thorough. Good appraisal of my current health position, clear way forward and fully understood what |
wanted to happen. All done in a very pleasant manner. Excellent.

Welcomed listened to and happy with treatment and plan

Areas for Improvement
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Appointment time was 16:15 but was not seen until 16:45

As when | phone to make an appointment they're nearly always gone and that's 5 mins after the
phones go on

Because the dr was not interested in my aliments said come back in a fortnight if not any better, that
was no good to me

I would have liked to have been told in advance about change in dr, and about registrar being in room-
took me by surprise and | was unprepared for it.

| did not feel listened to, felt fobbed off, was given contradicting advice that literally made no logical
sense, was waiting 20 minutes after my appointment time to be seen, and then had the audacity to be
shown the door after 5 minutes!

| did request an AM appointment and when mentioned was told that's all that was left bearing in mind
I'd rang the week before and was told to ring when the clinics were opened the following week.

| got an appointment on the same day which was good and was called in 10 mins early. | have 3 issues
and after | told him about the first thing (my priority) | mentioned having shoulder and knee pain and
he said he didn't have time to discuss those.

I had a health check on the 23rd January, bloods and blood pressure. | received a phone call on the
2/2/2026 saying | had missed an appointment because they wanted to check my blood pressure again
because it was very high why wasn't | told this on the day

I was a little concerned that my identity was not confirmed before my bloods were taken and the
samples were not labelled while | was there. | work in the laboratory so know the procedure. The
actual blood draw was great, very quick and painless.

I was told that my appointment was a telephone appointment, but it was actually a face to face. This
means that I missed it and now can't get an appointment for another month.

I'm depressed | have bad anxiety | waited over 1 hour when | eventually got seen it was pointless no
mention of my mental health or high blood pressure only to be sent home with paracetamol even
though | told her | have previous tried to end my life

Quick turnaround to see a doctor following 111 call, however felt like the doctor wasn't really
listening, kept being interrupted when describing issue.

Waiting time was a bit long.




