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In September of 2015, Rainbow opened our new 14-seat call center.







Our office staff endured a
month of construction
while we knocked down
walls, turning five offices
into one. We celebrated
the opening with a
blessing for the Call Center
staff – triage nurses, intake
coordinators, counselors
and community liaisons –
and a ribbon-cutting to
thank all of our friends
and supporters for helping
us to build this new space.

Service to Patients
Featuring a wall of windows, new
work stations for each staff member
and two large monitors tracking calls
and field clinician locations, our team
is comfortable in their new home and
better prepared than ever to offer
immediate response to the patients
and families we serve. Centralizing all
of the calls coming in to the
organization, a state-of-the-art callflowing system routes callers to the
person best able to meet their needs –
allowing us to respond faster.
The Call Center also serves as the
testing ground for new care delivery
models – models that add high-tech
communication with our existing high
-touch services. Rainbow has already
experienced several successes in our
ability to respond faster since the
launch of the Call Center.

In December, Kelly, one of our Coordinator
Supervisors, took a call from a physician. He
was calling regarding Mr. Crow, a patient of
his considering hospice. While this had been
an ongoing conversation with the family, it
was now becoming an urgent situation. Mr.
Crow’s symptoms were uncontrolled and he
was in a great deal of pain. After months of
hospital visits, Mr. Crow did not want to go
to the emergency room – he did not want to
return to a hospital.
Kelly quickly spread the word throughout the
call center and went to work with Rainbow’s
admissions manager and insurance specialist. Within a few hours, Mr. Crow was resting comfortably at the Ark. An experienced
team, in one room together, was able to
communicate, maneuver and respond faster.
Continued on page 6

Thank you for reading the inaugural issue of our quarterly Rainbow
News. We are excited to offer you more information on our
achievements and challenges, new programs and partnerships and a
closer look at our staff, supporters and families.
The continuing changes in healthcare in this country have a profound
effect on organizations like Rainbow. As the landscape shifts, we
know that how we deliver care today is not how we will deliver care
tomorrow.
We know that we will need to offer more services, with less
reimbursement. And we know that we have the knowledgeable,
dedicated staff willing to face these challenges head on and lead the
way in transforming care. We are making great strides to ensure that
through these changes, we are able to continue to deliver exceptional
care to the patients and families we are privileged to serve.
This issue highlights some of those strides, including the extension of our services to new communities,
the expansion of our Palliative Care Program, our partnership with We Honor Veterans and our
significant technological advances through our new Call Center.
We have also chosen to focus on one of our most recent challenges – the move of the Rainbow Hospice
and Palliative Care Ark Inpatient Unit. I know that many of you were involved when Rainbow opened
the current Ark. Your love and dedication shows in every detail of the space; it is evident to every
patient and family who have come to the Ark for care. We will need that same love and dedication as
we move to our new space at Presence Resurrection Medical Center. Our leadership team and staff are
working tirelessly on planning, organizing and fundraising as it will take time and a significant
investment to rebuild such a sacred space.
I hope you enjoy learning more about Dr. Wolfe, the Medical Director at the Ark, and Mickey DeMore,
who has been such a good friend to Rainbow, and the Ark, for many years. We will continue to keep
you updated on our progress, and please feel free to reach out to our Development Team at any time.
Thank you for your continued support of Rainbow Hospice and Palliative Care.
Sincerely,

Michael S. McHale

Joining Forces
On January 1, 2016, Presence Hospice-Elgin and
Presence Hospice-Urbana joined Rainbow Hospice
and Palliative Care. Rainbow was honored to add
two skilled and dedicated teams to our staff as we
extend our services to more communities in Illinois.

The past six months have been full of orientation
and integration ensuring that our programs and
services are available to all of our communities and
our staff is fully supported, regardless of location.

Palliative Care
Through our partnership with Presence Health,
and the diligent work of Dr. Marny Fetzer,
Palliative Care Medical Director, Rainbow now
has palliative care physicians and advanced
practice nurses in seven Presence hospitals and
will be adding three more hospitals this summer.
Palliative care is focused on the relief of
symptoms, pain and stress for patients and
families. It can be offered at any stage of serious
illness and may be utilized in conjunction with
curative treatment. Adding hospital-based
palliative services to our existing communitybased program allows our specialists the ability
to support more patients and families earlier in
the disease process.

The Palliative Care Team at Presence Resurrection Medical Center.

We Honor Veterans
In April, Rainbow was joined by over 250 veterans, healthcare professionals and community members as
we hosted Salute In Story – a discussion panel of Army, Navy, Air Force, Marine and Coast Guard
veterans from all major conflicts and wars.
This panel, moderated by Chicago sports singer Wayne
Messmer, shared stories from their time in the service and their
return home to further our understanding of how to care for our
veterans.
In perhaps the most moving moments of the evening, during a
rousing rendition of God Bless America led by Messmer, the
audience stood, joined hands and sang in unison.
Rainbow is a Level 2 partner in the National Hospice and Palliative Care Organization’s We Honor
Veterans Program. The program focuses on building hospice-veteran partnerships to increase veterans’
access to quality care.

Rosemary (Mickey) DeMore’s presence has been vital
to Rainbow for more than 20 years. A social worker
by trade, Mickey has served as our friend, our
volunteer and our supporter throughout the years.
Mickey’s journey with Rainbow began at a time
when the concept of dying with comfort and dignity
was neither well understood nor widely available.
She joined our volunteer team visiting with patients
and checking on those who had lost a loved one. She
would let them cry or share their story, whatever
they needed. Twenty-plus years later, Mickey
continues to serve Rainbow in a variety of roles.
She takes on anything we ask her to!

Mickey DeMore (left) at the 2015 Angels Ball gala.

Mickey’s husband Jim loved Rainbow and especially liked dancing at the Angels Ball. In time, though, he
became quite sick with macular degeneration, dementia and other ailments. Toward the end of his life,
Jim was in an intensive care unit and on multiple life-sustaining machines. “He looked so scared,”
Mickey remembers.

“It was
certainly more

Rainbow stepped in and chauffeured Jim and Mickey to the Ark, where Jim spent
his final days. During that time Mickey was impressed not only by the care Jim
received, but also by how kind and helpful the staff was to her – and her dedication
to Rainbow grew.

comfortable for The Ark’s home-like environment was in stark contrast to the sterile hospital
environment, and both Jim and Mickey immediately felt more at ease.

me, knowing
that someone
who could help
was right
outside the
door.”

“Although Jim couldn’t communicate at that point, I could tell by his eyes that he
was more relaxed and at peace,” said Mickey. “Also, it was certainly more comfortable for me, knowing that someone who could help was right outside the door.”
At the Ark, friends, relatives and the DeMore’s parish priest were able to visit Jim
one last time. A Rainbow music therapist played the harp while Mickey
accompanied her in singing Amazing Grace, Jim’s favorite hymn.
Mickey’s involvement with Rainbow continued after Jim passed away. She says
that Rainbow “gives donors and volunteers the opportunity to help people when
they need it, whether it is money, time, reading, singing or sharing another talent.”

Mickey’s presence in our office and at all of our events is a joy. She is kind, grateful and understanding.
However her support of Rainbow and our patients and families goes far beyond what we see every day.
Never asking for credit, she is creative in her approach – ensuring our staff members have the tools and
supplies they need and lending her knowledge as we build community programs. And every Easter,
beautiful lilies arrive for the patients and families at the Ark – a place still so dear to Mickey’s heart.

Dr. Wolfe has been the Medical Director at the Ark for
the past six years, joining six months after it opened.
What influenced you to go into end-of-life care?
I originally trained as a family medicine physician but
advanced my training by completing a geriatric fellowship at Lutheran General Hospital. One responsibility of
that fellowship was to spend a few months with Rainbow
doing hospice work. Shortly after that, an opportunity
arose to take a temporary position as Rainbow Hospice’s
medical director. That temporary position turned into a
permanent position. In fact, I’ve worked with Rainbow in
some capacity over the past 13 years.
How does working in hospice impact you?
Hospice care gives me the unique and honored
opportunity to be a part of a patient’s and their family’s
lives at one of their most intimate moments – the process
of dying. There are countless lessons to be learned
through the eyes of an individual whose life expectancy
is short. Their stories, hopes, dreams, joys and sorrows
reveal so much. I am humbled by the experience and use
those interactions to better appreciate the people I am
with and the time I have on this earth.
What do you enjoy about working at the Ark?
I welcome the challenge of caring for Rainbow’s most
critically ill patients, many of whom are actively dying. I
have the opportunity to work with an amazing team of
nurses, aides, social workers, chaplains and support staff

to control physical and emotional symptoms and offer
dignity and comfort to both the patient and their
family. It takes the utmost in team work to accomplish
this care, and I am blessed to have such skilled people
around me.
What makes the Ark different than other hospice
inpatient units?
While all hospice units are dedicated to great patient
care, the Ark is unique for the level of skill and
experience our team has. Many of our staff has critical
care and ICU training. The Ark is a dedicated training
unit with a full time advanced practice nurse and a
regular rotation of hospice and palliative medicine
fellows, medical residents and nursing students with
knowledge of the most up-to-date research. This fosters
an environment of competency and critical thinking, as
well as compassionate care, which is unique amongst
other inpatient units.
What do you do in your free time?
I have been playing music in bands since I was a young
child. I spent many years as a professional traveling
musician. I have been on a few different record labels
and have had enough success in the past to pay for part
of my college and medical school. I continue to play,
most notably with the same rock band of former
professional musicians for the past 14 years as well as a
few other side projects. Music offers me a creative
outlet that recharges my batteries and allows me to
continue doing the most important work – hospice and
palliative care.

Dr. Wolfe with a patient at the Ark.

Continued from page 1
Care Team Connections
Beginning in November, the Innovation Team,
tasked with piloting new care delivery models,
began morning huddles in the Call Center. Each
day this team of two nurses, a social worker and a
chaplain, in consultation with a physician, calls
patients and families. Together, through conversation, they assess the needs for that day and assign
the appropriate discipline to visit each patient.
Through this model, patients and families receive
the right– touch at the right time. The Innovation
Team staff immediately felt the impact. Through
these daily connections and more frequent updates
from their colleagues, each member of the team felt
an enhanced understanding of day-to-day
individual patient needs, and an ability to respond
to those needs faster and more efficiently.

The Innovation Team in the new Call Center.

High-Tech/High-Touch
This same Innovation Team is also testing
different means of communication with their
patients. In April, we pulled a small group of
volunteers together to test our tablet technology.
They were able to interface with a Rainbow nurse
via video conference. Each volunteer walked away
feeling the that immediate face-to-face communication with Rainbow staff – at any time of the day
or night – would have a huge impact on the
comfort and confidence of patients and caregivers.

The interim Call Center.

Thanks to the continued support of our
generous donors, we will be able to equip
several families with tablets at the conclusion
of our demonstration project later this year,
and roll this new care delivery model out
across the organization. The Call Center will
continue to serve as home for each of these
projects and the hub for the communication
so vital to our patients, families and staff.

The opening and blessing ceremony of the new Call Center.

After nine years at Avantara Park
Ridge, the Ark will be moving to
Presence Resurrection Medical Center in August of 2016. The
Reverend John Schumacher helped us
plan a lovely Celebration of
Remembrance held in May. It will
take some time to make our new
home feel as special as our
previous, but our loving staff will
continue to provide exceptional care.

Music therapist Megan Toy performing a song at the
Celebration of Remembrance
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The 2nd annual Rainbow golf outing at Chevy Chase Country Club
on Wednesday, June 22nd.

2016 Angels Ball Gala
Saturday, November 12
Hyatt Regency O’Hare
9300 Bryn Mawr Ave.
Rosemont, IL 60018
6 p.m.—Midnight
Celebrating 35 years of
Rainbow Hospice and
Palliative Care.

Contact Valerie Reiss,
Special Events Manager
at 847-653-3252 for more details.

Moral Injury Workshop
Wednesday, July 27, 2016
Rainbow Hospice and Palliative Care
1550 Bishop Ct.
Mt. Prospect, IL 60056
6:00 – 8:30 p.m.
Volunteer and Staff BBQ
Thursday, August 25, 2016
Rainbow Hospice and Palliative Care
1550 Bishop Ct.
Mt. Prospect, IL 60056
5:00 – 8:30 p.m.
Contact Katie Kirby,
Volunteer Services Manager
at 847-653-3199 for more details.

