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Outline 

• Personal reflection
• Why good HCW communication is 

important
• Parent positions on vaccination
• SKAI approach to communication 

• Video role plays and ‘bingo’
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A quick survey before we start…

How well do you agree with the following?
Strongly 

Agree
Agree Disagree

Strongly 
Disagree

My conversation can influence someone’s decision to 
vaccinate.

I understand how to adjust my communication approach for 
individuals who are accepting, hesitant, or declining 
vaccination.

I am confident in guiding someone from vaccine hesitancy to 
greater acceptance through conversation.



“Vaccines 
cause autism”

”HPV vaccines 
cause infertility.”

“Aluminium in 
vaccines induces 

allergies”

“The mRNA 
vaccines contains 
ingredients which 

cause cancer.”

Vaccine concerns

“What about all 
those 

ingredients?”

“Do they really 
need this 
vaccine?

“They get too 
many vaccines”



Multiple vaccines worry caregivers





Vaccination communication

In small groups, discuss an 
encounter with a person who 
was vaccine-hesitant

How did it begin?
How did you respond?
How did you feel? © WHO / Esther Ruth Mbabazi



You will now see a video of a vaccination 
conversation. As you watch the video, consider 

the following

• What were the nurse’s communication strategies? 
• What about their non-verbal communication? 
• How do you think the parent was feeling? 



The University of Sydney

Video here



Health professionals are influential

• They can shift people towards 
(or away from) vaccination

• They have the influence and 
means for vaccinating all at 
once

• People access expert 
knowledge through them 

• Trust in them is resilient in the 
face of low trust elsewhere

Opel D et al. Vaccine 2012:30
Brown K et al. Vaccine 2010
Kempe A Pediatrics 2015:135
Leask J et al ANZJPH 2008:32
Verger P et al. EBioMedicine. 2015
Choi Y, Fox AM. Social Science & Medicine.  2022



Choi Y, Fox AM. Social Science & Medicine. 2022;314:115440.
Trust in public health interventions (PHIs), trust in Trump

Physicians

PhysiciansPhysicians

Physicians



“I try and tell people these are real 
diseases, and it’s like talking to a 
brick wall.” GP

“The first time I had to have the 
conversation, I was really stressed, 
I was very concerned about what 
was expected of me in that 
situation” GP 

Berry NK, Henry A, Danchin M, Trevena LJ, Willaby HW, Leask J. When parents won't vaccinate their children: a qualitative 

investigation of Australian primary care providers' experiences. BMC Pediatrics 2017;17:19
Image:  http://en.wikipedia.org/wiki/File:The_Scream.jpg

HCW find vaccine conversations challenging 



What is SKAI?

• Package of resources and structured 
communication for primary care 
providers

• Aims to move parents towards 
vaccination

• Build trust among non-vaccinators, 
support the hesitant, facilitate 
consent 

• Evidence-informed
• Research on provider practices
• Communication science
• Motivational interviewing
• Calgary Cambridge Model 

Publications

Leask J, Kinnersley P, Jackson C, Cheater F, Bedford H, Rowles G. Communicating with parents 
about vaccination. A framework for health professionals. BMC Pediatrics 2012,12:154  

Randall, S., Leask, J., Robinson, P., Danchin, M., Kinnersley, P., Witteman, H., Trevena, L., 
Berry, N. Underpinning of the sharing knowledge about immunisation (SKAI) communication 
approach: A qualitative study using recorded observations. Patient Education and Counseling
2020;103:1118-1124. 

Berry NJ, Danchin, M, Trevena L, Witteman HO, Kinnersley P, Snelling T, Robinson P, Leask J. 
Sharing knowledge about immunisation (SKAI): An exploration of parents’ communication 
needs to inform development of a clinical communication support intervention. Vaccine 
2018;36(44):6480-6490

Crawford, T. and Leask J. A discourse analysis of health provider interactions with parents who 
are reluctant to vaccinate. Patient Education and Counseling. 2022;105(5):1224-8.

Wiley KE, Steffens M, Berry N, Leask J. An audit of the quality of online immunisation 
information available to Australian parents. BMC Public Health 2017;17(1):76.  

Berry NK, Henry A, Danchin M, Trevena LJ, Willaby HW, Leask J. When parents won't vaccinate 
their children: a qualitative investigation of Australian primary care providers' experiences. 
BMC Pediatrics 2017;17:19

https://skai.org.au/



Declining

Hesitant

Are ambivalent
Many concerns: safety, reactions, too 
many, autism etc
Strong sense of responsibility to make 
‘right decision’
Want child treated individually

May not want to discuss or disclose
May talk about having ‘done my own research’. 
May have had a bad experience
Vaccines seen as unsafe 
Some are alternative, some not

Ready

Confident 
Want chance to ask questions

Jackson C, et. al. Health Expectations. 2008;11:232-51.
Leask J, et. al., Vaccine. 2006;24(49-50)
Chow M et al Aus Fam Phys 2017
Berry NJ, et. al., Vaccine 2018;36(44):6480-6490
Ward PR, et. al., Journal of Risk Research, 21:9, 1117-1130
Wiley KE, et al Soc Sci Med, 2021



The pathways

Goal: 
Vaccination

Valid consent

Goal: 
Vaccination

Reduced 
hesitancy

Goal: 
Trust

Maintain 
engagement



Declining

Hesitant

He’s due for his four-month-old vaccines today. I noticed 
you had a few questions here on the SKAI sheet

I noticed she has no vaccines on her record. 
Is that correct? 
Do you mind if we discuss that?

Ready

He’s due for his four-month-old vaccines 
today. Do you have some questions? 

I’d like to understand your decision if 
that’s OK.

Initiating the conversation



Elicit questions and concerns 
• Use open-ended questions, e.g. “What questions do you 

have?” “Tell me about that”
• Active listening (pause, nod)
• Resist the righting reflex

Acknowledge the person's concerns and experience
"It sounds like you had a strong reaction to that vaccine”
“I can see you have done a lot of thinking about this”

Tips for talking with people who are hesitant or declining
Part 1
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How to acknowledge people who are hesitant or declining

- Resist the righting 
reflex

- Be curious – ask the 
person about their 
views on vaccination

- Take note of your own 
feelings and manage 
them

- Recognise the root 
causes

- Know when to let go



Be aware of what may be under the surface

VACCINATION

BELONGING

SELF-DETERMINATION

TRAUMA

PROTECTION

Hooker C, Leask J. Risk communication should be explicit about values. A perspective on early communication during COVID-19. 

Journal of Bioethical Inquiry 2020;17(4):581-9.

Leask J, Hooker C. How risk communication could have reduced controversy about school closures in Australia during the COVID-19 

pandemic. Public Health Research and Practice 2020 30(2):33022007 https://doi.org/10.17061/phrp3022007 

PURITY



Tips part 2

Set agenda

“What’s your biggest worry today? Can we work together to answer 
your questions?”
Share your knowledge
“There’s no benefit in separating them out. It’s better to have them at 
the one time. If you separate them out, they might get a fever on one 
occasion and be grumpy.” 

Help the person find their own reasons to vaccinate (reinforce 
motivation)
“Maybe it’s best you get it all done today rather than coming all the 
way back out here and going through all that again.”

Recommend vaccination

“Because he’s really vulnerable to the severe side effects of these 
disease, I think there’s a real benefit to having these vaccines today.” 

“Would you be willing to starting the vaccines today?”
Vaccinate, refer or defer
Plan and close



Some practical communication tips

• Attend to health literacy

• Dealing with emotions 
Responding to a patient’s emotional cues helps 

them to subsequently process information 

• Any v some
“Is there anything else you want to address in 

the visit today?” 
Vs 

“Is there something else you want to address in 
the visit today?” 

Significantly more unmet concerns are 
addressed.

“Would you be willing…”

1. Jansen J, van Weert J, de Groot J, van Dulmen S, Heeren TJ, Bensing JM. Emotional and informational patient cues: the impact of 

nurses’ responses on recall. Patient Educ Couns. 2010;79(2):218–224. 
2. Heritage J, Robinson JD, Elliott MN, Beckett M, Wilkes M. Reducing Patients’ Unmet Concerns in Primary Care: the Difference One Word 

Can Make. Journal of General Internal Medicine. 2007;22(10):1429-1433. 
3. Sikveland, R.O., & Stokoe, E. (2016). Dealing with resistance in initial intake and inquiry calls to mediation: The power of ‘willing’. Conflict 

Resolution Quarterly, 33 (3), 235-253. 
4. Mac OA, Muscat DM, Ayre J, Patel P, McCaffery KJ. The readability of official public health information on COVID-19. Med J Aust. 2021 

Oct 18;215(8):373-375. doi: 10.5694/mja2.51282. Epub 2021 Sep 27. PMID: 34580878; PMCID: PMC8661844.
5. Bonner C, Trevena LJ, Gaissmaier W, et al. Current Best Practice for Presenting Probabilities in Patient Decision Aids: Fundamental 

Principles. Medical Decision Making. doi: 10.1177/0272989x2199632



1.Wallace C, Leask J, Trevena LJ. Effects of a web based decision aid on parental attitudes to MMR vaccination: a 
before and after study. BMJ. 2006;332(7534):146-9.
2.Shourie S, et al. A cluster randomised controlled trial of a web based decision aid to support parents’ decisions 
about their child's Measles Mumps and Rubella (MMR) vaccination. Vaccine. 2013;31(50):6003-10.

The MMR decision aid
https://ncirs.org.au/public/mmrv-vaccine-decision-aid

https://ncirs.org.au/public/mmrv-vaccine-decision-aid
https://ncirs.org.au/public/mmrv-vaccine-decision-aid
https://ncirs.org.au/public/mmrv-vaccine-decision-aid
https://ncirs.org.au/public/mmrv-vaccine-decision-aid
https://ncirs.org.au/public/mmrv-vaccine-decision-aid
https://ncirs.org.au/public/mmrv-vaccine-decision-aid
https://ncirs.org.au/public/mmrv-vaccine-decision-aid
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Tips for communicating with the hesitant

Leask et al. Medicine Today, 2026: August

Leask J et al. Med J Aust. 2021;215(1):9-12 e1.
Randall, S., et al. Patient Education and Counseling 2020;103:1118-1124.
NCIRS https://skai.org.au/healthcare-professionals/

Opel et al Am J Prev Med, 2015

https://skai.org.au/healthcare-professionals/
https://skai.org.au/healthcare-professionals/
https://skai.org.au/healthcare-professionals/


Role play bingo

Listen to the next 
conversation
Mark off each 
communication practice as 
you hear it
Yell ‘bingo’ when you mark all 
the boxes

Opens conversation
Finds out questions 

and concerns
Elicits views of 

partner

Acknowledges and 
validates parent

Summarises Shares knowledge

Shares relevant 

resource

Helps parent find 

their own reasons to 

vaccinate

Recommends 

vaccination



The University of Sydney

• Video here



As permission to discuss
Elicit reasons for decision

Acknowledge and validate person
Offer anticipatory guidance

Offer opportunity to discuss again



The University of Sydney

Video here



What about conversations between people in the 
community? 

• Start the conversation
• Find out all their questions and 

concerns
• Decide on your conversational goal.
• Acknowledge the person's concerns 

and experience
• Share what you know
• Share your story
• Encourage or recommend 

vaccination 
• Offer practical help
• Suggest next steps

2
8



Summary
- Identify person’s position on vaccination 
- If they are hesitant: 

- Ask, listen and understand before addressing issues
- Validate the person
- Give information in small chunks, using resources, 

and check for understanding.
- Recommend vaccination and (if HCW) vaccinate if 

person is ready.
- If not ready at all, keep it brief and close with a plan.



Role plays

Community conversation – flu vaccine

• Vaccine champion 

• Aunt Me-Ling – flu vaccine 
hesitant 

• Observer

Clinic conversation – MMR concerns

• Health care worker

• Lisa, mother of Robbie aged 14 
months

• Observer

Role play scenarios 10 mins

Get in groups of three

Agree on roles 

Act out the scenario, using your characters

Observer takes notes

Debrief in your group



Resources Communication tips and training

https://skai.org.au/pregnancy-and-newborn

https://skai.org.au/pregnancy-and-newborn
https://skai.org.au/pregnancy-and-newborn
https://skai.org.au/pregnancy-and-newborn
https://skai.org.au/pregnancy-and-newborn
https://skai.org.au/pregnancy-and-newborn


The University of Sydney

Vaccine risk information reduced side-effect and safety 
concerns in expecting parents

McDonald C, Leask J, Chad N, Danchin M, Fethney J, Trevena L. A consent support resource with benefits and harms of vaccination does not 
increase hesitancy in parents. An acceptability study. Vaccines. 2020;8(3).

Resource gave information on:
• Common local and systemic reactions
• Febrile convulsions
• Intussusception
• Anaphylaxis





Q&A for the hesitant



Core fact

Explain core fact

Fill the gap

Authors and 
qualifications

Evidence base

Funding source

The myth

Debunking



Familiarity backfire 
effect - debunked

"Vaccines overwhelm a 
baby’s immune system”

“Can vaccines 
overwhelm a baby’s 
immune system?”

“A baby’s immune 
system is able to 

respond to a vaccine 
and fight germs at the 

same time.”

”Parenting teamwork is 
about making decisions 

together”

Steffens MS, et al. Addressing Myths and Vaccine 

Hesitancy: A Randomized Trial. Pediatrics. 2021;148(5).





https://skai.org.au

https://skai.org.au/
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