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Positive Comments: 

Written Compliments:  

- "Receptionists are really friendly when you phone up. I haven't found it that hard to 

get through on the phone. Yes, sometimes it takes a will to get an answer, but what 

we have to remember there are lots of other patients trying to get through. Always 

get a doctors call back if they think they need to see you, they always give you an 

appointment for same day. I have been with Heaton Road Surgery for over 30 years 

and would not want to change it." 

- "From the moment I entered the Surgery, I was made very welcome by Layla and Dr 

Craig was a star." 

- "I would like to praise one of your staff, Ellie on reception for her help. I phoned the 

Surgery 3 times, and no one knew how to solve the problem. I phoned today and 

Ellie responded to the problem and solved the problem in 10 minutes then phoned 

me back." 

- "Excellent service from Rebecca." 

- "Dr Hudson was thorough, kind and patient and knowledgeable." 

- "I felt she was exceptionally attentive and professional throughout my consultation. 

She took the time to really listen and engage with what was quite a complicated 

case, without ever being dismissive or rushing through any part of the discussion. 

Every element I raised was taken seriously and carefully considered, I also really 

appreciated how thorough she was in documenting all the information I provided. It 

gave me confidence that nothing was overlooked and that my concerns were being 

property tracked and understood. The results came back quickly and were extensive 

which I really value, as it helped bring clarity sooner than later. Overall, the level of 

care and diligence she demonstrated was excellent. Professionals like Dr Chan make 

a real difference, and I genuinely feel the NHS benefits hugely from clinicians of her 

standard. I can't stress enough how valued this kind of attentive, thoughtful care is in 

a system that often feels under pressure." 

Comment 

Quick appointment, satisfactory advice and follow up given 

Staff were very helpful and the doctor was helpful   

Appointment on time, staff friendly, accommodating of my child who had to attend appointment with 
me 

The nurse was very helpful and had a lovely caring manner  

The Doctor we saw explained everything clearly as to what was happening and what was going to 
happen going forward 

Prompt call back and appointment with GP.  

Very understanding  

The lady was very explanatory  
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Courtney was very thorough in everything she did and always friendly and reassuring. Answered all my 
questions clearly and made sure I knew what would happen next.  

Great staff  

Helpful and forward thinking 

Not too long to wait. Very attentive, polite and competent.  

The nurse was so friendly and caring, gave me loads of information and answered all my questions. 
Can't speak highly enough of how comfortable she made me 

Karen is so informative  

Promptness of appointment at time allocated. Effective immediacy of blood samples taken.  

He was very nice calm and thoroughly checked over my daughter gave his time to listen and explained 
the action needed very clear. I can’t remember his name it was so nice to get a kind just genuinely nice 
doctor who is compassionate and listens  

It was very good all I can say 

Staff were helpful and friendly  

Staff and Doctors are always very welcoming and answer your question quick and easily to understand  

I felt heard 

From entering the GP Surgery, the Receptionist was just lovely and friendly and there was 
acknowledgment even though she was dealing with a phone call. Sorry not aware of her name but she 
welcomed every patient with a very friendly manner. Courtney was informative and even though I only 
attended for a blood test she was able to answer another concern I had and has documented this on 
my records.  

I'm combining this comment with my visit the day before.  Once again, I was deeply impressed by the 
care being taken to help me, though I would say I was in no obvious need of serious attention. I can't 
praise enough the way in which blood tests were organised and completed by Nurse Courtney.  More 
impressive even than that was the careful and instructive explanation of those tests and arrangements 
made for the next step. 

Quick appointment booking and appointment was on time at the surgery  

Karen was understanding 

The doctor was really helpful and I felt listened to. She made me feel reassured and made a plan. 
Thanks!!  

Reception is always respectful and GP as well Dr Ibrahim listened to my issues, problem and answered 
all my questions to be healthy and safely to information and I wanted said that's very much about part 
of the NHS this surgery.  

Prompt service by a professional  

Dr really listened and responded compassionately and expertly to concerns  

Friendly yet professional. Very calming and considerate. Gave explanations for everything involved  

The staff were all lovely and I felt really heard and supported  

Very professional and caring. Considered implications of treatment provided. Gentle and conscious of 
medical conditions whilst administered tests. First time for this annual medical review and certainly 
wouldn't have any concerns for future ones. 

Outstanding service. Always happy to help, got loads of time to listen to you always happy to help best 
doctors in Newcastle. 

Doctor was excellent  

The doctor was good to talk to  

The nurse was helpful, well informed and I really like the continuity of care when you see the same 
person every time. 

She is a lovely lady  

I had a call today after I had my blood test yesterday to tell me the results so that was quick and good  
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Felt like it was a team effort. I was listened to by the GP and we have a plan going forward which I feel 
happy about  

Very thorough  

The HCA was friendly and efficient  

Been my Dr's for 48 years always a good service  

Courtney was well versed on what I needed and the appointment was smooth 

Rachellle got bloods straight away  

I had no problem with service  

A nice person to deal with  

Very friendly seen on time 

Very friendly staff 

Appointment on time nurse pleasant nurse  

She was friendly, explained everything that was going on 

The GP doctor was very informative, empathetic and helpful.  

Dr Craig Was Amazing  

Easy to talk to and understands 

Dr Craig and all the other staff were very friendly and professional  

Because it's good, no comments  

Hannah was lovely and very informed. The receptionist was also lovely.  

On time appointment friendly staff 

Outstanding service   

My appointment was on time, and all my queries were answered by the doctor, in a kind and 
sympathetic way, and a follow up made to see how I was getting on.   

Dr hall was approachable and explained everything in detail.    

On time & straightforward  

The staff were very helpful 

Staff friendly  

Pleasant and welcoming telephone consultation. Didn’t know all the answers but clarified the reason 
for my call. 

Very friendly and efficient  

Good service 

They were very kind 

I was satisfied with the service I got.  

Great GP. Very understanding and clear in their communication  

On time. Kind and not rushed 

My appointment was quick; Rachelle is very friendly. 

Appointment on time. In and out in 5mins.  

The GP was very good to explain what my blood results were and about the meds I had to take 

Always very good service  

Feel like I can talk to dr craig. Feel like she listens to me, talks me through everything. 

Hannah was absolutely lovely. 

Very quick, good service  

Put my mind at rest 

Services were good. 
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I didn't have to wait long, and I received my treatment efficiently and a nice nurse.  

Doctor took time and seemed very caring 

The doctor was very thorough and helpful  

Didn't have to wait long, doctor was very good  

Kind doctor, felt listened to. Genuinely cared about my wellbeing.  

Answered my question put my mind at ease  

They know about my mental health  

Didn't wait long, and the registrar was thorough, answered all my questions  

I was, as usual, made very welcome and all my questions were answered.  

Hannah was helpful and thorough and friendly  

Rachelle was very pleasant and easy to talk to  

Seen on time. Nurse was polite.  

The Dr really took time to listen to me and examine me. 

Got straight on the case. 

Karen always listens and gives good advice, not hurried and fully discusses issues you may have, always 
with a solution. 

Karen was able to explain query about Canderel coffee mate. I got another call about cholesterol tablet 
that lady was nice. thank you for helping help me. 

Good staff with good communication and approach.  

Gave me an urgent appointment and doctor was helpful and efficient  

Happy with consultation with GP 

I was very much at ease at my appointment, and Karen was very professional in her approach with me.  

On time and very pleasant reception, didn't feel rushed with the doctor either  

Courtney was very professional, efficient and friendly. 

I was straight in for my appointment with HCA Rachelle. Super service and friendly. I always have a nice 
chat with the nurse as I’m usually nervous.  

Efficient and friendly 

Got all the information I needed from tests. Everything was explained fully which eased mind. 

Short wait and Hannah is a fab nurse.  

I always feel at ease when I see dr Gall, everything is explained in terms I can understand. 

Very organised and helpful and informative  

Your staff was very friendly; she took her time to explain things to me and listened to my concerns. I 
felt very comfortable with her, wish to meet her again on my next appointment. Unfortunately, I didn't 
get to ask her name.  

Never had any issues with appointments and I'm happy with all care I' receive at all my appointments  

In recognition of the services, they provide to the public. 

I can’t even thank him enough for helping my son with the creams  

The nurse was fantastic at explaining everything and listening to me with a very friendly and supportive 
manner and making me feel relaxed during my procedure.  I would always ask to see Hannah in the 
future.  She was brilliant. 

The doctor was kind and made me feel at ease and gave time to listen and help 

The nurse attended to me well 

Everyone was so helpful not sure if it was Hannah or Dr Chan both were very helpful and caring thank 
you. 

Fast and efficient. Very friendly staff.  
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HCA was nice  

Hannah was excellent I was very nervous getting stitches out of my hand and bloods. She was brilliant 
and It was practically painless.  

How quickly I got my appointment. 

The doctor is very nice 

Doctor listened and acted on all I was telling her  

Quick and pleasant 

I rang the surgery early morning & spoke to Dr Hampton by 11 & I was seen by 2-15 

Never had any issues with doctors or nurses always have had very good appointments with both  

Reception staff were excellent and very welcoming. 

 

Areas for Improvement 
 

Comment 
After many disappointing appointments about an ongoing issue I felt listened to and that the 

appropriate action was finally being taken. 

The guy on reception was sullen and disinterested, and my appointment was 12 minutes late. 

Would have been very good but it was 40 minutes wait over appointment time. 

Every time I’ve come for my child skin, I just get shut down no one really listen to how mad it is to get 
him in for appointments to see. 

I sought help during the appointment. The Dr said they will find out and get back to me. Instead of a 
phone call to give advice and give a chance facilitate a two-way conversation, their reply was by a text. I 
could have asked Google for the same level of advice that I got back from the doctor. Wasted my time 
and theirs. I understand that I need to be near death for help. May be my taxes should reflect that, and 
I can use the surplus money to pay for a private doctor. 

Unfortunately, the same GP instead of looking at my face, was looking at the screen of the computer. 
Same GP, no conversation, no time for me the patient, I never again will be seen again by this GP. 

I had booked an appointment to get a Vitamin D prescription after blood tests at the RVI. 
I arrived to find the appointment had been made with the practice nurse for bloods to be taken. Total 
waste of everybody’s time. 

I asked Dr for a blood test, but she kept wanting to talk about my care plan with Dr Dipper. It wasn't 
relevant to what I was asking. After 5 min Dr said it wasn't something she could change anyway. It 
seemed like a pointless discussion.  

I booked for blood test and called back 20 mins later to change it as my son needs to drive me; I am 78 
with COPD. This change was not apparently recorded so when I came the nurse was not ready to see 
me. 45 mins later I had the test, and nurse was very nice and helpful. Reception got this wrong.  

Reception staff were excellent and very welcoming. Unfortunately, my appointment with Dr wasn’t a 
positive experience. She was professional in assessing my problem and providing appropriate 
treatment, but I felt she spoke over me and asked several questions in quick succession without giving 
me enough opportunity to answer or fully explain my symptoms. I left feeling that I hadn’t really been 
listened to. 
 
I also found parts of the consultation patronising. As someone who is originally from another country 
but has lived, studied and worked in the UK for many years, I felt uncomfortable when she explained 
that “in the UK” my condition is called a certain name. I was already familiar with the term, and the way 
it was said made me feel talked down to rather than listened to. A little more listening and allowing 
patients time to speak would make a big difference. 
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