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Objectives

• Understand the process behind the creation of a phone-based, nurse-
led immunization consultation service;

• Describe the usage trend of the SickKids Immunization InfoLine in 
relationship to trend of vaccine-preventable diseases;

• Discuss key challenges related with vaccine access and confidence that 
have been encountered at the InfoLine;

• Identify strategies to increase vaccine access and acceptance around key 
pediatric immunizations.



Vaccine 
coverage in 
Ontario



Ontario: The measles situation

https://www.publichealthontario.ca/-/media/Documents/M/24/measles-ontario-epi-summary.pdf?rev=da3ffec26cc0471f83ed9de3ca356e1c&sc_lang=en



https://immunizationdata.who.int/pages/coverage/mcv.html?CODE=Global+EUR+AMR+AFR&ANTIGEN=MCV1+MCV2&YEAR=

Trends in vaccine coverage globally



Childhood immunization coverage in Ontario

https://www.sciencedirect.com/science/article/pii/S0264410X22001311

Primary care EMR data
Cohort of 12,313 children



- Coverage for booster 
dose of Tdap & MMRV 
given after 4 years of age. 

- 30,010 children aged 4–7 
years



https://www.publichealthontario.ca/-/media/Documents/I/24/immunization-coverage-2019-2023.pdf?&sc_lang=en

https://www.publichealthontario.ca/-/media/Documents/I/24/immunization-coverage-2019-2023.pdf?&sc_lang=en


Lower coverage in rural areas and 
lowest income quintile neighborhoods



Are we 
speaking the 
same language?



Untangling vaccine-related 
definitions… 

Vaccine coverage
Vaccine uptake

Vaccine completion

Vaccine acceptance
Vaccine safety

Vaccine hesitancy??



Let’s re-organize…
Concept Definition

Vaccine 
characteristics

Vaccine efficacy Percentage reduction of disease cases in a vaccinated group compared to an 
unvaccinated group based on a clinical trial.

Vaccine effectiveness Percentage reduction of disease cases in a vaccinated group compared to an 
unvaccinated group based on real-world evidence (observational studies). 

Vaccine immunogenicity The ability of the antigen/vaccine to provoke an immune response in an individual. 

Vaccine reactogenicity Physical manifestation or symptoms related to the expected inflammatory response 
to vaccination. 

Vaccine safety Potential of a vaccine to cause symptoms related to vaccine reactogenicity or any 
other adverse event following immunization (AEFI).

Vaccine behaviours Vaccine acceptance and 
refusal

Individual or group decision to accept or refuse when presented with an opportunity 
to receive a vaccine.

Vaccine confidence Trust that individuals have in the effectiveness and safety of vaccines, in the 
providers who administer vaccines and in the processes that lead to vaccine licensure 
and recommended vaccination schedule. 

Vaccine hesitancy Delay in acceptance or refusal of vaccines despite availability of vaccination services 
(WHO).



Concept Definition
Act of vaccinating Vaccine access or convenience Extent to which physical availability, affordability and willingness to pay, 

geographical accessibility, ability to understand (language and health 
literacy) and appeal of immunization services affects uptake. 

Vaccine equity Equal distribution and access to vaccines accross different countries and 
populations. 

Vaccine uptake Absolute number of people who received a specific vaccine dose(s); the 
numerator in the vaccine coverage calculation. 

Vaccine coverage or rate Proportion of a group or population that has received a specific vaccine.

Vaccine initiation and 
completion

Receipt of the first (initiation) and last (completion) dose of a vaccine 
series. 

Vaccination = vaccine acceptance (individual behavior) + 
vaccine access (health systems)

Let’s re-organize…



Vaccine hesitancy is not a new 
phenomenon…



MacDonald NE, Comeau J, Dubé È, Graham J, Greenwood M, Harmon S, McElhaney J, Meghan McMurtry C, Middleton A, Steenbeek A, and Taddio A. 2021. Royal society of Canada COVID-
19 report: Enhancing COVID-19 vaccine acceptance in Canada. FACETS 6: 1184–1246. doi:10.1139/facets-2021-0037

Vaccine hesitancy as a continuum



The Behavioural and Social 
Drivers (BeSD) Framework

https://covid19-sciencetable.ca/sciencebrief/behavioural-science-informed-strategies-for-increasing-covid-19-vaccine-uptake-in-children-and-youth/

https://covid19-sciencetable.ca/sciencebrief/behavioural-science-informed-strategies-for-increasing-covid-19-vaccine-uptake-in-children-and-youth/


MacDonald NE, Comeau J, Dubé È, Graham J, Greenwood M, Harmon S, McElhaney J, Meghan McMurtry C, Middleton A, Steenbeek A, and Taddio A. 2021. Royal society of Canada COVID-
19 report: Enhancing COVID-19 vaccine acceptance in Canada. FACETS 6: 1184–1246. doi:10.1139/facets-2021-0037

Not only due to inadequate 
knowledge about vaccines



Potential 
solutions



What interventions are 
effective for increasing 
vaccination in children and 
youth?
• Optimize access:

• School-based vaccination programs
• Public Health campaigns

• Optimize confidence: 
• Provider Recommendation
• Reminders and Recall









• The SickKids Immunization InfoLine is a by-appointment phone 
service that provides a safe, judgment-free space to have an open 
conversation about immunizations. The consult service provides 
expert guidance for children, youth and those who are pregnant, 
breastfeeding, or planning to conceive.

• Phone appointments with one trained nurse (1.0FTE) with support 
from pediatric infectious diseases physicians as needed, or 
referrals to the SickKids Special Immunization Clinic.

• It is available in multiple languages, using over-the-phone 
language interpretation.



Timeline

COVID-19 VCS
February 2021 to 

October 2023

VCS Pilot project
September 2023 to 

March 2024

Current Immunization 
InfoLine

October 2024-present



The SickKids COVID-19 Vaccine Consult Service

• Stop COVID-19 in Kids was established to address COVID-19 vaccine 
uptake and confidence in children aged 5-11 years of age. The project 
was funded by the Immunization Partnership Fund from 2021 to 2023. 

• The SickKids COVID-19 Vaccine Consult Service (VCS): By-appointment 
phone service that provides a safe, judgment-free space to have an 
open conversation about COVID-19 vaccines. The consult service 
provided expert guidance for children, youth and those who are 
pregnant, breastfeeding, or planning to conceive.

• The COVID-19 VCS service was available from October 2021 to 
February 2023. 



Learnings from the COVID-19 VCS

• Surge capacity was important at the time of new recommendations 
(relevant for VPD outbreaks?);

• Lots of questions around process of immunization development and 
vaccine safety (relevant for RSV and pneumococcal immunizations?);

• Callers appreciated having time to discuss concerns and being referred 
when needed;

• Follow-up calls were useful in establishing relationship and trust with 
caller. 



• Appointments can be easily scheduled using the online booking form. The consult 
should be booked using the name and address of the child or pregnant person.

• Language support can be indicated when booking; contact us 24 hours before 
booking time if not indicated in booking form.

• The Vaccine Consult RN will call the number provided at the time of appointment. 
Appointments are typically 30 minutes in length.

• NO restriction on number of appointments that can be booked, we provide 
ongoing support!

• Once booked: 
• Confirmation email with link to an intake form with some questions will be sent to 

patient/caregiver to help us prepare for the consult 
• Appointment can be cancelled via the confirmation email and then rebook online for 

another time

How to book a consultation?



https://www.sickkids.ca/en/care-services/support-services/immunization-infoline/ 
Email: immunization.infoline@sickkids.ca
Phone: 416-813-8101

https://www.sickkids.ca/en/care-services/support-services/immunization-infoline/
mailto:immunization.infoline@sickkids.ca




• The Vaccine Consult RN supports with:
• Education and guidance to allow for the parent/caregiver and/or patient to make 

informed decisions 
• System navigation 
• Resources 
• Referrals to appropriate programs 
• Clinical follow-up call in 3-6 months

• Out of scope:
• Travel-related vaccines, we recommend contacting the SickKids Family Travel Clinic or 

other travel clinics
• Not an immunization clinic and do not offer immunizations

Role of the InfoLine RN



Communication strategies

• Initial dissemination through internal channels including to 
physicians and other healthcare workers

• SickKids social media, including messaging around:
• RSV and nirsevimab
• Pertussis outbreaks and importance of immunization
• Measles outbreaks and importance of immunization

• Through the Toronto District School Board
• Very efficient to reach parents / target audience

• Community partnerships (PH, NGOs)



• Ongoing analysis and evaluation

Overview of calls



• School networks and social media very efficient in 
reaching parents

• Handling surges of calls related to media interest 
following key public health events (e.g. measles) and 
promotion of the service to the general public through 
the media

• Routine immunizations provided by primary care 
providers – less opportunities for vaccination than with 
COVID-19 (issues related to vaccine access)

Learnings thus far



InfoLine: Next steps and evaluation

• InfoLine: 
• Analysis of number of calls, reasons for calls and outcomes of the 

calls
• Ongoing follow-up appointments 3-6 months after initial call

• Surveys: 
• Assessment of callers’ satisfaction through post-call survey under a 

quality improvement framework
• Communication and dissemination:

• Ongoing social media messaging, especially around cases/outbreaks 
of VPDs

• Messaging to parents through school boards/networks
• Traditional media
• Public Health – thank you!



Thank you! Questions & comments?

Email: pp.piche-renaud@sickkids.ca

InfoLine team:
Jasdeep Singh
Adria Rose
Michelle Georgiev
Rawan Hijazi
Upton Allen
Shaun K. Morris

mailto:pp.piche-renaud@sickkids.ca


https://www.sickkids.ca/en/care-services/support-services/immunization-infoline/ 
Email: immunization.infoline@sickkids.ca
Phone: 416-813-8101

https://www.sickkids.ca/en/care-services/support-services/immunization-infoline/
mailto:immunization.infoline@sickkids.ca
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