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Even in the midst of the COVID-19
pandemic, Avow made important strides in advancing
the reach of palliative care into the community through:

• Using telehealth to accommodate pandemic-related social distancing and virus-mitigation restrictions.
• Expanding the interdisciplinary team, assigning a dedicated chaplain to routine visits.
• Connecting donors to the importance of palliative care, increasing their giving to the program.

Telehealth

Under the COVID-19 Public Health
Emergency, in 2020 the Centers for Medicare
and Medicaid Services (CMS) allowed Medicare billing
for telehealth andtelephone encounters.
To maintain continuity of patient care, our leadership and information
technology teams quickly developed new procedures for transitioning inperson palliative care visits to virtual visits where possible.
We provided our team members with iPad® tablets and used videoconferencing software.
This allowed us to see and assess patient symptoms, talk with patients and families about
care planning, listen to caregiver concerns, consider the emotional health of patients and more.
Using telehealth helped build trust with our patients and keep them engaged with our service while our campus
was closed temporarily and in-home visits were restricted.
When patient needs required an in-person visit, our team members went, fully protected with personal protective equipment
(PPE) like masks, gowns, goggles and gloves. Early on in the pandemic, Avow proactively acquired PPE to protect our teams.
They were never without the supplies they needed. By year’s end, we reopened the palliative care clinic on the Avow campus
and hired a new practice manager to run the office.

A Chaplain Joins the Team
While an Avow chaplain has always been available as needed to care for our palliative
care patients and their families, in 2020 we assigned a chaplain to the team. This
helped our patients and families suffering psychosocial distress amplified by the
pandemic during an already stressful time. We also know that when patients feel
spiritually and emotionally supported, their physical symptoms often abate.
Palliative care chaplains help patients and families cope with the effects of serious
illness on family systems. Chaplains celebrate rituals, help families resolve ethical
concerns, and support patients as they evaluate the meaning of their lives.

Donor funds

Medicare, Medicaid, insurance

15%
85%

Donors Respond with Support
Despite uncertain worldwide financial markets in 2020, Avow supporters recognized
the value of our palliative care program. Thanks to their generosity, we raised 27%
more in funds during the year compared to 2019. We also saw a healthy 31% increase
in the number of donors directing their gifts to the palliative care program.
Donor support is critical to help us span the gap between our costs and the amounts
we are paid by Medicare, Medicaid and insurance.
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Donor gifts cover 85% of our costs for
providing palliative care. Without this
generous funding, we would not be
able to care for those who need us or
to grow the program to meet future
community needs.
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2020 by the Numbers
Number of patients

314
965

Total visits
In the Lyon Center clinic

195
512

In patient homes
Telehealth

258

Visits by discipline

31
Physician

717

205

Nurse
Licensed
practitioner social
worker

2

10

Massage
therapist

Chaplain

Community Support

Patient Profiles

We treat patients of all ages, suffering
from a variety of illnesses. Many local primary
care physicians and medical specialists refer
their patients to us. We work as partners in returning
those patients to health and a satisfying quality of life.

A 56-year-old man was hospitalized with abdominal pains.
He had lost his job because of the COVID-19 pandemic –
and with it, his medical insurance. Unfortunately, he was
diagnosed with colon cancer that had spread to his liver.
Florida Cancer Specialists, one of our community partners,
referred the man to us for help with pain management.
We were able to make him comfortable with a medication
regime, and our licensed social worker helped him sign up
for Medicaid. As a result, he felt empowered over being
able to contribute to his care through Medicaid. Today, he
continues to respond well to his treatments and is more
positive about the future.
Just 41 years old, a young mother turned to Avow for
relief from repeated hospitalizations for her decadesold lupus and Crohn’s diseases. The hospitalist saw how
the disruptions were destroying her quality of life, so he

In 2020, donors gave $209,145 in direct support. Additionally,
in January 2020, the Ivan Bowen Family Foundation established
Avow’s first palliative care endowment fund with a pledge
of $1 million, a highlight of the year.

referred her to the Avow palliative care program.
Our nurse practitioner immediately changed the young
mom’s medicines from pill form to liquids and IV infusions,
which the patient tolerated much more easily. Her need
for urgent care is now almost eliminated. “Avow palliative
care saved my life,” she says. “And my son’s life is better
with me healthier and at home, too.”
At 80 years old, a patient suffered cardiac arrest and
received a defibrillator. The event severely traumatized
him even though his health has been stable and he needs
few medical services from our nurse practitioner. Instead,
he found relief from his psychosocial distress by working
with our palliative care chaplain, who calmed his fears.
“That chaplain knows her stuff,” the patient reports. He’s
much more relaxed now and less anxious about his future.
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