0,9
‘“ro\ AAAAAAAAAAAAAAAAAAAAA
I Community Health Centersg

Building Trust: A Relational
Approach to Talking About
the COVID Vaccine Mandate
from CMS and Addressing

Vaccine Confidence

Monday, December 6, 2021




THE NACHC
MISSION

America’s Voice for Community Health Care

The National Association of Community Health Centers (NACHC) was
founded in 1971 to promote efficient, high quality, comprehensive
health care that is accessible, culturally and linguistically competent,
community directed, and patient centered for all.




Welcome! Housekeeping

* Today’s meeting is being recorded

* The recording and additional resources will be made available to all
registrants.

e A copy of the slides will be sent from trainings@nachc.org after the
event.

» After the webinar, you will be directed to an evaluation for this event. We
value your feedback and encourage you to complete this short survey!
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AUDIO CONNECTIONS

Having issues? Try calling in
Go to “Audio and Video” or click the arrow next to your unmute button and
select “Switch audio” Follow the unique instructions on your screen.

) Speaker

Call In % . .
. . After connecting, if you don’t see
v Use system setting (Realtek(R) Audio) h /h d ; ) tt
. d one/neaadset iIcon next to your
Speakers (Realtek(R) Audio) Call in from another application ® nzme olease attempt to conrzlect
0 Microphone ! . )
1 Call ( your audio agaln!
v Use system setting (Intel® Smart Sound Te... USA Toll Free |
Microphone Array (Intel® Smart Sound Te... 1-866-469-3239 N[b %y N.. (Host 0ol
USA Toll
Settings.. +1-650-429-3300 ‘

Yoy're using computer for audio 2 Enter N[& €} N.. (Host 0ol
. . Access code -
J Switch audio Attendee ID

2 Unmute <@ Startvideo ~ [
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ASKING QUESTIONS VIA CHAT BOX

1.

The Chat feature is available to ask questions or make
comments anytime.

Click the Chat Box button at the bottom of the WebEx
window to open the chat box on the bottom righthand
side of the window.

Select “send to everyone”

4. Type your question and Click “SEND”

MR oo mmmenache.org @NnAcHC QO OO



Yuriko de la Cruz, MPH

Program Manager, Social Drivers of Health
Public Health Priorities Division, NACHC
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Pamela Duke, MD, FACH

Drexel University College of Medicine
Professor of Medicine, Associate Director of Clinical Skills & Professionalism

Pamela Duke, MDD, FACH is a Professor of Medicine at Drexel University College of
Medicine, and a practicing internist in Philadelphia with an interest in geriatrics,
women's health and urban medicine. She is currently the course director for the
first year integrated year-long medical student doctoring course teaching:
communication skills, bioethics, professionalism, behavioral health and physical
exam skills.

She contributed a chapter in the Academy of Communication in Healthcare book,
Communication Rx, on the “Communication Skill Set and the Electronic Medical
Record”. She worked with the American Board of Internal Medicine’s Choosing
Wisely Campaign creating communication videos to help health providers talk
about cost of care issues. She is an active faculty and board member of the
Academy of Communication in Healthcare, doing workshops thought the country
on patient-physician communication and improving physician well-being and
patient engagement.

In addition, Pam has been involved in the Facilitator in Training Program (FIT) for
ACH on a committee level and as a 1:1 mentor. She is also involved in the Academy
for Professionalism in Healthcare (APHC) as a past board member and does
research in this area. Pam is the mother of three children and mentors students
about her work life balance for American Medical Women's Association (AMWA).
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A relational approach to talking about the COVID Vaccine

Mandate from CMS and Addressing Vaccine Confidence
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Academy of Communication in Healthcare

A little about us . ..

* The Academy of Communication in Healthcare (ACH) is
a non-profit organization dedicated to improving
healthcare through education and research to enhance
communication skills.

* For more information about our community and work,
please visit our website at: www.ACHonline.org

Better Communication. Better Relationships. Better Care. MH
© The Academy of Communication in Healthcare



http://www.achonline.org/

Academy of Communication in Healthcare

* No conflict of interest-no connection to any vaccine production or
products

© The Academy of Communication in Healthcare



Where are you located
and what is your role?

Place Answer in Chat Box

© The Academy of Communication in Healthcare




We hope that after this session:

* You have tools to reinforce trust and confidence with discussions about
COVID vaccinations and vaccine mandates

* You feel empowered with relational empathic communication skills to talk
about COVID vaccines and vaccine mandates

* You have an improved understanding of the forces behind vaccine
confidence

© The Academy of Communication in Healthcare
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COVID-19 Dashboard by the Center for Systems Science and Engineering (CSSE) at Johns Hopkins University (JHU)
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https://coronavirus.jhu.edu/map.html

The River Parable

The RIVER

© The Academy of Communication in Healthcare



Poll Question

Figure 3

Percent of Total Population that Has Received at
Least One COVID-19 Vaccine Dose by ,
Race/Ethnicity, March 1 to November 15, 2021 Are you already having

= White -® Black -#- Hispanic Asian VaCCIne Conversatlons at
work with patients or

56% |
o employees?
49%
13%
7%
5%
Mar Apr May Jun Jul Aug Sep Oct Nov
2021
SOURCE: Vaccination data based on KFF analysis of publicly available data on state websites; total
population data used to calculate rates based on KFF analysis of 2019 American Community Survey I(FF
data. Number of states included in analysis varies based on available data at time of data collection.
Nov 2021

https://www.kff.org/coronavirus-covid-19/issue-brief/latest-data-on-covid-19-vaccinations-by-race-ethnicity/
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https://www.kff.org/coronavirus-covid-19/issue-brief/latest-data-on-covid-19-vaccinations-by-race-ethnicity/

Vaccine Mandates in Healthcare

Potential Benefit for Potential Benefit for

Employer Employee

* Keep those we care for and the
workforce healthy by preventing
employees from getting COVID-19

* Help protect clients, customers,
and visitors from COVID-19 illness

* Prevent COVID-19 illness and
long-term complications

 Reduce absences and doctor
visits due to COVID-19 illness

* Help protect family and

* Reduce absences due to COVID-19 3.5 million employees household members and our
illness 96% compliance patients from COVID-19 illness
* Improve morale, build trust, and be 92% at least 1 vaccine |« |mprove morale
responsive of your employees Update 11/24

needs and cultural norms

https://www.cdc.gov/coronavirus/2019-ncov/vaccines/recommendations/essentialworker/workplace-vaccination-program.html

© The Academy of Communication in Healthcare



https://www.cdc.gov/coronavirus/2019-ncov/vaccines/recommendations/essentialworker/workplace-vaccination-program.html

VACCINE CONFIDENCE

VACCINE CONFIDENCE is the trust
that employers, employees, their
families, and healthcare providers
have in:

e Recommended vaccines
* Providers who administer vaccines

* Processes and policies that lead to
vaccine development, licensure or
authorization, manufacturing, and

recommendations for use

© The Academy of Communication in Healthcare



Many Reasons for Low Vaccine Confidence

Experience with Human nature to
healthcare in the past resist change

Vaccine confidence is
the belief that vaccines
work, are safe, and are

part of 3 trustworthy Misinformation Side effects

medical system

Anxiety about allergic
reactions/medication Circles of Influence
interactions

https://www.cdc.gov/vaccines/covid-19/vaccinate-with-confidence/building-trust.html

© The Academy of Communication in Healthcare


https://www.cdc.gov/vaccines/covid-19/vaccinate-with-confidence/building-trust.html

* Allow time for vaccine confidence to
grow. Employees who are hesitant at m
first may become more confident

after seeing coworkers get
vaccinated.

* Ask organizations and individuals
who are respected in employee
communities to help you build
confidence in COVID-19 vaccines.

© The Academy of Communication in Healthcare



Skills to Help with Important Conversations

ASK Respond TELL

Their perspective Empathy Create tailored

OPEN ENDED concise

QUESTION messages and
materials.

https://www.cdc.gov/vaccines/covid-19/hcp/tailoring-information.html

© The Academy of Communication in Healthcare



https://www.cdc.gov/vaccines/covid-19/hcp/tailoring-information.html

Ask-Respond-Tell Loops

* Turns monologue into
dialogue

e Can be used to elicit:
oGoals
oBarriers
oConcerns

* Ensures clarity and maximizes
adherence and increases
collaboration

© The Academy of Communication in Healthcare



Permission then Use Open Ended Question

ASK PERMISSION FIRST:

OPEN WHO
“Id like to learn more about what is most concerning to ENDED | WHAT
you. Would you be willing to share your concerns about the o VWHEN

vaccine?” WHERE
HOW

Open Ended Question:

“Sounds like you’re feeling unsure (worried/concerned).
Tell me more about what you’ve been hearing about the
vaccine.”

e AVOID interrupting/judgment

https://www.doh.wa.gov/Portals/1/Documents/1600/coronavirus/820-130-ProviderMRNAVaccinesDiscussionGuide.pdf

© The Academy of Communication in Healthcare



https://www.doh.wa.gov/Portals/1/Documents/1600/coronavirus/820-130-ProviderMRNAVaccinesDiscussionGuide.pdf

1. Active Listening

Ears-tohear — s Eyes - to see

Y == =
<k 4
N
R
]
[
: .
4%

— <«—— Undivided attention -

to focus

Mind - to think | | Heart - to feel

© The Academy of Communication in Healthcare



Listen and Be Curious

What does your audience know about COVID-19 vaccines?

What does your audience know about the risks of COVID-197?

How does your audience feel about getting vaccinated?
Have others in their circle of influence had positive or negative experiences?

What core beliefs, values, and moral foundations drive your intended audience’s decision making?

Are freedom, liberty, and purity important to them? What are their religious beliefs?

© The Academy of Communication in Healthcare



Seek Common Ground

Common ground

Name areas of common ground you have with coworkers/patients/clients

TYPE IN THE CHAT BOX

© The Academy of Communication in Healthcare



Your Audience

Vaccine audience specirum

 vacoman WANTTHE VACCINE scernca. | ISONTWANTI

YES <€

MOVABLE MIDDLE

https://granicus.com/blog/understanding-vaccine-comms-audiences/

© The Academy of Communication in Healthcare

£/ PERIENCE
GROUP



https://granicus.com/blog/understanding-vaccine-comms-audiences/

What you might hear from “COVID Vaccine Skeptics”

Often Covid skeptics believe in at least one item of misinformation about the
vaccines that leverage an emotional appeal often on social media

* Government is exploiting COVID-19 to control people/mistrust of government

* The disease was caused by “a ring of people who secretly manipulate world events
* Microchips are implanted through the COVID-19 vaccine

e Vaccine made too quick and not tested

* Violation of civil liberties

* Danger of long-term side effects, preterm birth

https://www.britannica.com/list/the-top-covid-19-vaccine-myths-spreading-online

© The Academy of Communication in Healthcare



https://www.britannica.com/list/the-top-covid-19-vaccine-myths-spreading-online

Acknowledge Your Own Emotion

8 WAYS KIDS CAN
CALM DOWN ()
@ ANYWHERE

Alllids can have i ing their i

5 h gher time than others For thoss th i
it of extrahelp. these Gaming Lok that they cando
ANYWHERE waill provide th uith the skifs V0

calmdovwnin sy situation

1 COUNTTO 5.
Counting is 3 greal vy to help kids leser how
Lo step a0a think belord reactya Lo thei
PSSR Vi b
for young kids. This simple tactic grves thema
chanoe tothink before by sct

TAKE A DEEP BREATH.

AVOID RIGHTING REFLEX o

kch:l'mw- Dwenpitw baonw by are ot rg,
Laking a decp hraath lar twal canhelp tham

r

zalm thelr becies quidily.
3 BLOW INTO YOUR HANDS.
This 7 her techrioue foe p g i @ (]
bt inniing
feedback aro can feel the strenpth of their \
hresths.

+ PLACE HANDS IN POCKETS.

preszure anct physical restraint An
alterrastive to Lhis would e b sit on bards o
Casp e tiahily.
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T0 ANGER.
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© The Academy of Communication in Healthcare




* “The tendency to be psychologically in
tune with others’ feelings and
perspectives”

s Empathy reduces the perception that you
PN ' approve or disapprove of someone and
CEEE promotes change

Builds Trust
Lower resistance

(Chopik, O’Brien, & Konrath, 2016).

© The Academy of Communication in Healthcare



Respond with Empathy

Use at least one PEARLS statement in every encounter

Partnership:

Let’s work on this together.

Respect:

L i " - HY = S O . xaq
I,F||'_-| |I|'|"_.|"| |I.|r“r“,r| :;' |':_Jlllrlll:_.|_J|,[ ,[ll'r,'r"_' Irll.__ull :I,"l"__.“'_
4 4

Emotion:

LLA T . P 3 S s _—
You say you're frustrated.

Legitimization:

Most people in your position would feel
| [ I 2 [ A
this same way.
Apology:
-
L - < L ! T
i'm sorry that I upset yvou.

Support:

o | B r y 1 ~d o=l ya it b vrm s M P
I'm going to stick with you through this.

Appreciation:
.I-'I. :...'1 'I.I": € ¥ oua -'I':-..; lf l'-.-lli‘. cre |"..|l |:|r- |f el :..f e IJ I‘ .'..I 1 :.._:

I - i . | R
through this as you have.

A ad mrreg of
0 by the Acaderry of Communication in Healthcare [ACH] Lamm mesn
¥ £ Py el AL e = =h I Hiad e
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Negative Positive

* Fear e Altruism

* Anxiety * Hope

RESPOND with Empathy

“It sounds like you are really worried about “What | am hearing is the hope you have
COVID and it affecting your that things will get better”
children/family/job.”

Chou WS,Budenz A. Considering Emotion in COVID-19 Vaccine Communication: Addressing Vaccine
Hesitancy and Fostering Vaccine Confidence. Health Commun. 2020 Dec;35(14):1718-1722.

© The Academy of Communication in Healthcare



to Anger or Frustration as an Ally

* “| hear how concerned (frustrated/worried)
you are, and | want to help you. | value you
as a worker and want you to be healthy

and continue working here. How can |
help?”

© The Academy of Communication in Healthcare



Ask them for ideas about staying safe with COVID

* What would motivate your audience to get vaccinated?

Example: Help your loved ones, family (grandmother), community, colleagues to get
back to normal

* What would make you feel more comfortable getting vaccinated for
COVID?

© The Academy of Communication in Healthcare



Ask-Respond-

* TELL=Keep it short & Factual COVID-19 VACCINES | DEBUNKING THEMYTHS  [Y4¢AH

Vaccine Vaccine

“I’'ve heard others share similar MYTH - Fa Ct

concerns, so you aren’t alone in
feeling that way. Would it be OK if | im0 e
shared my perspective on this o G i
issue?” ettt st

getting the vaccine.

All vaccines were thoroughly tested
and studied to meet safety and
effectiveness requirements.

Natural immunity may not protect you
against getting the virus again, and
vaccines appear to protect people longer.

Vaccinated people can still carry and
spread the virus to people who haven't
or can’t get vaccinated yet.

The vaccine does not interact with a
women's reproductive system or cells
and there are no reports or evidence to

support this.

The vaccine causes infertility in women.

CHAT: What are you hearing?

None of the vaccines use any part of the
coronavirus that causes COVID-19 and
cannot give you the virus.

The vaccine gives you COVID-19.

The mRNA technology has been used
and studied for 20 years. It doesn't
interfere with DNA and cannot change it.

https://www.hopkinsmedicine.org/health/conditions-and-diseases/coronavirus/covid19-vaccine- bz sssior b yater

hesitancy-12-things-you-need-to-know

https://noahhelps.org/myth-or-fact-covid-vaccine/

© The Academy of Communication in Healthcare



https://www.hopkinsmedicine.org/health/conditions-and-diseases/coronavirus/covid19-vaccine-hesitancy-12-things-you-need-to-know
https://noahhelps.org/myth-or-fact-covid-vaccine/

of their Values

Positive Reframe

Example of strong
ties to liberty
e “Vaccination helps you take personal control of

your life and allows you to be free to live a
healthy life”

Positive

Positioning ‘ Exati':;ﬂiofuiti:o"g

of their p. 1 :

e “Vaccination boosts the body’s natural defenses
against disease to keep you free of infection”

Values

Example of strong
ties to altruism

e “As a healthcare worker your vaccination not only
helps you but helps your colleagues and those
you treat”

Loomba, S., de Figueiredo, A., Piatek, S.J. et al. Measuring the impact of COVID-19 vaccine misinformation on vaccination intent in the UK and USA. Nat Hum Behav 5, 337—-348 (2021)

© The Academy of Communication in Healthcare



with Partnership

Link message to yourself and their
motivation and health goals

“I'm glad you are being careful. That is
important. However, we all have been
careful and can still get COVID, and COVID
can be fatal even for healthy people.
That’s why the vaccine is worth
considering if we all get it, we better
protect each other.”

© The Academy of Communication in Healthcare



- Add Your Own Experience- “Tell Stories” and Lead by Example

e https://youtu.be/xAfFXGHy6MI

© The Academy of Communication in Healthcare


https://youtu.be/xAfFXGHy6MI

Remove Barriers

....

* ENCOURAGE AN ACTION
STEP V' Vaccinate same day,
or schedule vaccine
appointment. v

[
S'Al .d-—(i".Lu

~4
o

* Make it easier

Q )r L ;J "

ST PP [T |

https://www.who.int/news-room/feature-stories/detail/how-to-talk-about-vaccines

J' |y A S 4 . . -
J -~ : TN ) S £ : g /
| \ y A e~ A = | I g Y
V A o B A e Ol v N {
)™ ) AR A . R ! /i /
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https://www.who.int/news-room/feature-stories/detail/how-to-talk-about-vaccines

* Use messaging such as “talk to your primary care provider” instead of
telling them to get vaccinated. This is a nonthreatening way to help your
audience learn more about COVID-19 vaccination from someone they
know and trust.

Figure 15
Personal Health Care Providers Are Most Trusted Source Of
Information On COVID-19 Vaccine

Percent who say they have a great deal or a fair amount of trust in each of the following to provide reliable
information about a COVID-19 vaccine:

Their own doctor or health care provider 85%
The CDC 73%
Their local public health department
The FDA 70%

Dr. Anthony Fauci
Their state government officials
President-elect Joe Biden

Pharmaceutical companies 53%
President Trum
P = KFF COVID-19
SOURCE: KFF COVID-19 Vaccine Monitor (KFF Health Tracking Poll, Nov. 30-Dec. 8, 2020). See topline for full question wording. Vaccine Monitor

© The Academy of Communication in Healthcare



Handouts - Information

v/ One sheet handout addressing any concerns that may have been stated
v Websites with culturally-appropriate information
v/ Phone number to call with any questions if they want to talk later

https://apic.org/wp-content/uploads/2021/04/Factsheet COVIDvaccine3.pdf

© The Academy of Communication in Healthcare


https://apic.org/wp-content/uploads/2021/04/Factsheet_COVIDvaccine3.pdf

* They may return/need time to think about this

* “I'm glad we had this discussion and | appreciate
that you shared your concerns with me today.
Making an informed decision is important.”

* “This is definitely your decision. If you have any
qguestions at all, | am here for you.” ASK “Would it
be helpful for me to provide more information?”

© The Academy of Communication in Healthcare



Inspiring Leaders Like You Inspire People




Take Home Skills

Undivided Attention

N —

- Build/rebuild Relationships
Using the “Pearls”

PEARLS LA“‘“‘—'

+ Partnership “ I really want to help you with this"
* Emotion “ It Jooks like you're feeling pretfy upset..”
* Empathy "I can see that you have been struggling...”
. . » Appreciation “ I really like the way you have helped the team work.
W h I C h O n e WI I I yO u « Apology “i'm sorry | assumed that...”
Respect “{ really respect your dedication...”

+ Legitimation “Anyone in you position would feel similarly.”

u S e t h i S We e k ? « Support “ 1 want to support you in any way | can”

BETTER COMMUNICATION. BETTER RELATIONSHIRS, BETTER CARE, MAAEH")

b b T
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THANK YOU

Resources:

* https://www.cdc.gov/vaccines/covid-
19/hcp/index.htmI?CDC AA refVal=https%3A%2F%2Fwww.cdc.gov%2Fvacci
nes%2Fhcp%2Fcovid-conversations%2Findex.html

* https://www.doh.wa.gov/Portals/1/Documents/1600/coronavirus/820-130-
ProviderMRNAVaccinesDiscussionGuide.pdf

* https://www.nachc.org/coronavirus/covid-19-vaccine-education/#education

© The Academy of Communication in Healthcare
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Questions?

Thank You!

www.nachc.org



Vacheria Tutson, Esq.

Director, Regulatory Affairs
Public Policy and Research Division, NACHC
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Questions submitted during registration

How to respond to the injunction if you have already implemented a vaccine mandate policy with a deadline
of 11/30?

Do you have recommendations for criteria to use to review religious exemptions? Can we use HRSA funds
for testing to test employees who receive an exemption? What responsibility do we have to patients to
inform them their caregiver is not vaccinated?

How is the mandate effected by the new court ruling?

Do you recommend weekly testing for non-vaccinated staff? Can we deny religious exemptions? Can we
mandate non-vaccinated staff to do weekly testing?

What do you recommend for health centers in states that have a temporary injunction on the vaccination
mandate due to a court order (https://ago.mo.gov/docs/default-source/press-releases/cms-
injunction.pdf?sfvrsn=ed822d9d 2)?

What is considered reasonable accommodations for those who apply for either a medical or religious
exemption? What are some examples of undue hardship for your organization?

If a state (CA) had a vaccine requirement prior to the CMS Omnibus rule, do health centers have to re-do
their exemption forms if the state did not require as much information as the CMS Omnibus rule requires?
Should CHC's implement a vaccine mandate for vendors given the preliminary injunctions recently issued by
the Federal bench.
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https://ago.mo.gov/docs/default-source/press-releases/cms-injunction.pdf?sfvrsn=ed822d9d_2

Updates and Closing Remarks

* Updates regarding CMS Vaccine Mandate
 All updates, resources, and webinar recordings are available

here:

https://www.nachc.org/coronavirus/can-our-health-center-mandate-
the-vaccine-and-other-frequently-asked-questions-and-answers/

0
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https://www.nachc.org/coronavirus/can-our-health-center-mandate-the-vaccine-and-other-frequently-asked-questions-and-answers/
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ARE YOU LOOKING FOR RESOURCES?

Please visit our website www.healthcenterinfo.org

&N HEALTH CENTER
L IR RESOURCE
Y® CLEARINGHOUSE

N

www.nachc.org
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http://healthcenterinfo.org/

06000

Twitter.com/NACHC

Facebook.com/nachc
Instagram.com/nachc

Linkedin.com/company/nachc

YouTube.com/user/nachcmedia




