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THE Department of Health’s Special Preventive

Programme (SPP) - AIDS Hotline - has been awarded

the ISO 9001:2000 Certification, the international

standards of quality management systems.

The AIDS Hotline (phone number: 2780 2211) is one

of the SPP services of the Department that provides

one-stop professional service tailored to the needs of

individuals concern about HIV infection in Hong Kong.

Services include general information on HIV health

education, individual counselling, risk assessment, support,

arrangement for free and anonymous HIV antibody testing,

and referral to other services or organisations.  The service

comprises two components. Callers may listen to

pre-recorded messages delivered via the Interactive Voice

Response System (IVRS) or they may choose to talk to

nurse counsellors over the phone.

Why ISO
To realise the Department’s vision of providing quality

client-oriented services, the management of SPP set clear

and realistic goals and objectives for staff to follow: quality

of the IVRS supplier, the content of messages to be

delivered, qualification of nurse counsellors, the expected

outcome and clients’ satisfaction.

Since its inception in 1985, the AIDS Hotline service

has been continuously under review and updated

according to the changing disease pattern, treatment and

need of the community.  Through conducting clients’

satisfaction surveys, not only could we assess their level of

satisfaction but also gather information and opinion that
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formed the basis for continuing to improve the service.

While we had adopted a quality assurance system, there

was room for improvement in the documentation and

continuous monitoring system.  In March 2001, the

Department decided to implement the ISO 9001

process, to put in place a mechanism for continuous

improvement of services to meet clients’ needs.

Working towards ISO 9001:2000 Certification
Without hiring any consultant, two Nursing Officers

of  the Special Preventive Programme were assigned to take

care of this project.  After attending the IRCA Approved

ISO 9001:2000 Lead Auditor Course, they were involved

in a range of activities including writing up the quality manual,

documentation of monitoring and training programmes,

designing relevant forms and adjusting the system to meet

the ISO requirements.  Communication with staff about

the aims and objectives of this project was important to

get their consensus and co-operation.

After nine months of hard work, the AIDS Hotline

succeeded in passing the assessment by the SGS International

Certification Services on December 18, 2001 and obtained

the ISO 9001 Certification.

Benchmarking
The ISO accreditation process had been a very good

experience for the AIDS Hotline staff. It was unexpectedly

rewarding and fruitful.  The quality management system

approach has given all staff a clear direction to adopt a

systematic approach to service review, monitoring, corrective

and preventive actions.  And, it has strengthened its ability in

documentation and evaluation.

Work on the AIDS programme can be found at its special

website at http://www.27802211.com.
Staff  with the auditor of SGS Hong Kong

Internat ional  Serv ices after  the

assessment.
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