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This annual report about the exercise of
during the 2022 fiscal year |1 s submitt

and the Governor pursuant to | owa

Of fice of Ombudsman
Ol a Babcock Miller Building
1112 East Grand Avenue
Des Moi nes;02I3A 50319
( 888)6 URP 36®P5) 281
Fax (5165007242 THY6(515) 242

E-Mai | : ombudsman@| egi s. i owa. go
www. | egi s. i owa. gov/ ombuds man

Of fice hours are 8 a. m. to 4: 3
Monday through Friday, except
designated state holidays.
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Loc al Gover nment

City and Rural Waterod Digsetnreircatl |Di spcroonhni ebcitt s
Who is Responsi bl e f or awadt eerg uS hpunteonftf 2 or

empl oyees were observe
A commerci al property oWngeli girNs & oS MAglw 1 thOeW Ny
closed his business, buifsgptey,scoul d not get th
rural water provider to call back or disconn
t he water. The city i Tforrﬁ ds"dhentprwoapserptryoaoC

t ha the rur al water d %Pt Cielin S d esctrglay%chtrq

t Pt GGt S oInl tr

di sconnection process a|0|dedv\90uldtoproablakbltyo th
| sati_ons
e

i ne to disconnect t”hu apter.COTnhverpropert
owner wanted the water rehS denff kenptt iSnfe 1tNo9

the b@ilwhitreg pipes bef8|18W Mgy L (g awn ity

prevent freezing of thtrpulcpkess

We ontacted the rur al B\/\?atore pcroonvtladC Intgo uisn’q

about the pimoperstue.ovacer§y §1 /Y bdeos of the

the terms of a franchi st ognreeertﬁe he'hathotrrhes'

rural water district anedv'dhencce ttyo htadke gnedh
year before, it was actqualclkySthOep ctltythehan}'su
to authorize the di sconWeecctoinocma cafedt tehe mayor
compl a8 nwaantter service. dheGzematewnas eand out |
provider apologi zed and haeg rve edde otso. cTohnet anctaty otrh
compl ainant to expl ai tthhee vperhoiccelses .we saw 1 n

Ultimately, the prope tyheov&n N wavge abOIeOI ttoheg

the rural water distr'c'otroapn(:"drtyt'yS useadgrfeoer tP

di sconnection, and th breuralcrwan}ee’ 8} [0, UG b, e g

agreed to pull the wa mrrlleter £5rSoUnf tthhatprooupr

own@®@rcommer ci al bui |l di nTgh,e t nhauyso rr easgorl evei dn gt ot htes
i Ssue. |l et them know they
equi pment at their
City EmplUegees Public HBmawiopmengtaion after
Private Property Spar ksen®dnmpylesgisntand he assur
no further problems.

A citizen in northeas | ow | i
. ) We saharedp 6\1
of fice | ast wi nter be use two th

repeatedly used thei
at their homes. The

dec I

nue

C
e p ment Ov
suspected that wa s as state

P ded 0 urtv\ﬁer
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Traffic Cdmpera Mix

An el derly drivemameeaeispeedda nigr afifcket i n the
he had never visitecdameAsa peanrfto rocfe nmiehnet tprraofcfeiscs
guestion and its |Iicense plate were provided
the car nor the I|Iicense plate pictured with

The d& isvvem contacted the | ocal police depart
was told the ticket would be di smissed. Howe
confirmed. Our office assisted by contacting
ticket would be dismissed add rweacwlrdl.ndtheapmd :
confirmed bot h.

[ 2YLX FAY YO wA3daKidia FFyR| w!

You are entitled t¥You are respons

Tfmake a complaint and t1d rexagr engs tyasu rQrmdapiidrs-wa
ions in ways that are ramasoreaslpleet ;| awf ul anj

appropriate; f1clearly identifying t

fa reasonabl e explanati drmeofi stshueesOmbduds-e co
ma&@ compl aint proceduréyromnthedOmudsmanl| st
of the confidentiality,doseqgreswoy and/ or pri Vv

rights or obligationsﬂtpi}abtviraaryngaqpblyf;he omb
qa fair and i mpartial asadveddsmgntaldnd,hewher e
appropriate, investigatyioan adf tyheurt i anemmplf a imre

based on the merits Ofﬂbteq%gcahso%;est in al l N

fa timely response; Ombuds man;

Tbe informed in at | easNt ndeomeni anlg tthremOmbhuast
the actions taken and @auwttdome yofu yhawre dark-e
pl aint; compl aint ;

fbe given reasons that fexxmplpeirmtdaeqi wiidrms t he
affecting you; to assess, i nvestigat

fone supervisory reviewoc}fhea{wdescei sdied”‘rl dehdi

agree with;
Mfbe treated with courtesy and respect;

fcommuni cate valid concerns and views with-
out fear of reprisal or other unreasonabl e
response.
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Government
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Loc al Gover nment

Roadsi de Iwa¢elalidgayian opei® bses

Fl aws in OWEDNCROlIdce arrived,
and admitted i

o
e% drlv
ter news reports ral

i s@ omf fbiyc ea rs&{er%lg?abregst

The driver ,The ptopetcuteoxpliai med t
county, wasCisruslprestt@nc e, bieti ngo ul
but no sobpliesgcutedsnt was detrdall

ges were filient oXSiognat é¢ch. the believ

elieved the Ipirosfecamodoiwag ary fod
her work andojeladyiodghd®s) dpal@ddw

decisions in OWI <cases
multiple videmnclamsli au.diWe asked t
from the scetnlke ainnicii he retr vd ewerdr ead
deputé@ es framdtlweo ashreeded ft hat fur
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Human Services

Good Safety Pl ansChSielrdv e
Wel fare System

A safety plan is an&i mpo
child welfare agency can
potential t h esaafsettyo an
cases out of the courts.

The can be used as a me
saf y in their home wit
pl a . And when chil dre
[ he home, safety plan
ntary agreement made
d to stay temporaril |
er & het cenri lgarent , a
ome other individual

in this way, a safe

as an informal-oadeeedr
removal. When done prop
be mutually beneficial,
or delay juvenile court
the ageerc¢yorts to keep
when safety plans are nc¢
they have the potential

a ceurdtered wimblvahone of:
protections afforded by

| mproving safety plans

I n recent &y ecahrisl,d I\/\oevxlafaji_ﬁ a X hﬁ
made I mportant progress ie ' areaS also
mo the federal

Legislation passed&i n 2022 “a h geer
urging now ensures tAhatAsaLIfloty pprloajnesct
regul ated under | owa Coldaew aenrdS tthdenagreem
administrative rules. The Y J

. . _ |nvoalgveemen{fh|l$
updated its policies, hnetIrOducetde' pth
and worked to devel op Iotrpalnlngs

et | an’s.
plans for its employees. y b
(Continued on page
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Human Services

(Continued from page 7)
Chall enges Remain

Even when saf etex eduatnesd ,arcet hverl Ichal l enges r e
currentlywndeaggstem for tracking safety pl a
making it Iimpossible ®ockndwrhrawamany i ofi nlgow
Families with safety plans stil/l have fewer
formally removed. And there are fewer resour
caregiyv s care for a child. All of these is
controv sphildndewmn faasheéracareot unique to | ow

We ar e eased Gwiwohr kt hien agesncpyur sui t of
coerciwv and provide parents with thei

Our Wor Continues
Ther e i still work to be done, and we

I n the meanti me& tofd i@mbuwddrhamonti nue
expectation that the rights of famild.

wsa Child Wel fare System Bolstered by New C

om time to tim®,of hec®Ompuldbmahy <criticizes
vernment agencies. It is iIimpoftarcthifeavrre mest
pecially true when those achievements happ

September 2020, our office MisspleacadpTlbl s
vestigation of t h(ehtDepast:h/ /owwws albergiinsa. iRoawa . g
/1150911. pdf). We had found that the Depar
ternal review process for child abuse fata
port recommended that the Department devel
e purposes of identifying potenti al areas

st a few months after our report went publ
rking to create a more systematic review p
partment Administrators Janee Harvey and

\Y
vel oped Critical Case Coordinated Review T
updated the Legislature on its progress with

(Continued on page 9)
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Human Services

ntinued from page 8)view,&8lolwial d wel fare s
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St ate Gover  nment

Sales Tax Payment m&hag argiewo tveebi nars we

Causes Confusi on

to share more infor mat
GovConnect!| owa. | f t ax

man who runs an auto r%% em%'ols’ha‘gemadeon

i's sales tax payments E%eu%%%te%\ls re.

ars: By mailing a chec‘%tI ?%t'

peared to change abrup?ﬁ?aeb%l”_ dtahye
permit hol der s.

i scovered®t hvveebasgerEC)had cxhange

d h e &c ofuilfdda iakchheecmlpt i onAnot her manager in the
was surprised becaus@OMQlabm@nMeamwdhmwta
ceived any kind of notheenéwowmel hiet agemaw .

was able to make twop%%m%%%?ym%F?%”%g épe
uchers, but he said iqa%as %n%?%a% %%t%%?r

ency would continue %a%%cebtw%%uc% ¥s %o?f
rwdmdhe contacted our. of

i's complaint was very si

by
n e

A
ag
t o
(o
up
Wi
| o
Ce

d received in the prior
nveyed his complaint to
ency and she responded
e explained that they h
bsite called She Cheanercit
farassecure online portal
stomer centri-seamdcpr oo
able taxpayers to perfo
ansactions and acti viti
edfaxpayers could stild!l
mail, but they were en
w website for more comp

few months before the ¢
ency began sending emai
peopl e who had subscri
ur compl ainant was not Cheoming Debier
datiElsgse messages wer e
th various organizati on
Wa, ||k e th e Small BU Si Income Withholding for 2022
nter, to helmbiedh@r m t hé

GovConnectlowa Available
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St ate Gover nment

Fi xing an Unemulpoyment Mi X

Through fiscal year 202
eceive a signifiaerdtatre
nempl oyment complaintsjﬂ.
ompl aints fell from itgeg

O provide more individ
ases. Many of the | 0wWa S
nf ormed by the agency
nempl oyment <c¢l aims tha

or the benefits they w

etters simply arrived, S EE——

| ater, saying they owed —

t housands of do!l |l ars ba . = _

—r—+tc —T0O 0 c =

Understandably, almost all of these | owans we
amount s. One niashed otl de ufsurmhaes for @& emanlkntdhdé o@
t hem ®ack.

Many affected individuals quealliaftieeld ffusirdsa Wai
someone receivedefladerdaluned\pll Dy medt alce nafl il tys
debt can be waivedd itfheihre fna wsltta keen dvarsenpay ment
hardship.

The |l owa maaé@ wWhokkRadmi s unempl oyment benefit g
i nformed he nowdo8weddrmeebaeml| ynodecubl e the initia
$6,600. This was despite him being encouraged
received notice he had been mistakenly approv

When our office reached out to the agency to
confirmed there had been an error.

Whil e the man was eligible for Pandemic Unemp
Pandemic Unempl oyment Compensation (FPUC) fun
unempl oyment benefits, which he was mistakenl
identical. That meant he neweentrectkéedetdopanit
the wrong progr am.

The agency rescinded the overpayment notice a
the very next day, wifpvegpawmealkl $12, 755 of
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St ate Gover nment
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Managed Medicaid

l caid Estate Recovery | ssue

_ Another complainant&to
State of lowa is 1 eg0gigied Pe e$d2eor'aolool agy,
ver any Medicaid bengefdit,sey4rayads OrUetsptiOt e Ni
aid beneficiary who is 55 years ol d or

c
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Medi cai d member f orEascehr voifc etsh etshee yc oantpt| uaail n
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hly capitation payrraeunrt _offofri &2 Ca_hs kn%edmbtehre'

capitation payment Weld il c8Si o MY
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&t Eseate Recovery progrvaeng whet her or
the member actual | yl € ca0iengCay sneortyijfciegesd zonu
payment begins the %aSr sutP d@otn€dy Otnh et Npfel pip e
|l igible. for Medicai d, and 1 n
Wai ver (HCBS) brochure
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Managed Medicai d

| 1 1 egal Bal ance B?illl i mggQMByprogram me

Providers Cont i nu%o‘sma“”g' including
copayment s.

In | a&t ayeanal report, oFuwrr Ofufritcheerp dinftoerdnat i o
out that we had recei Vvewwwnunetdipclaér ec.ogmpvl-(E anbt §f
from Medicaid member s awWeoduiteBabrhee f Pa oA Vaimd rds

billing them directly. DAS stated at

splt t'he st a

providers who e enrollfefd WI tchonat|dnuaesc e.p

Medicaid are g erally I\ﬁ)rdo|hc'ab'd en"(ljenflbreorms bWhIOI
Medi cai d membe

The majority of these
We noted | ast r t hatf rnmpenmbneernsb eorns tohne t he Q
Qualified Medi e Benetfhiec imermbeesr s( @QMBa)t we we
program have e mor e warso theicitlieodn .a gQMBn itshias
program for pe ns whowearvwee reentabtileedt ot chel p t
Medi care Part nd ar eageelnicdyi btloe rfeosro |Meed itchairs
Part B ; have i me s besliomy [1a0rO cpeentipcleanitn tosf ftrho
feder al povert l evel ; ind have bee
determined to eligible
t hei state Medicai d a
Medi care Part A and
cea nsuranc-pagpmdntese rgem%? |n?%
the QMB progr am.

ff|ce does

about provi
QMB member s c ahO-MEDBIoCA
The Centers for Medicai(dB@e3g Med) cfadgre 4 £MSIt s
notes that Section 1902pin)I(s3)f(rBo)ym opfr otvhied eSrosc.i

Security Act (the Act), as, mo.di fi ed by sectl
I S |mportant t ha
4714 of the Balanced Bu Act of 1997
o . i b contact Iowa
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: , bursemenL onc t°he
costharing, and provide q i |te% from
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Managed Medicaid

CDAC Provider is Unpaid for Over Three

One of the services available to most Home
Consumer Directed Attendant Care (CDAC).

member would normally do for themselves i
dressed, cooking, cleaning, and shopping.

One of our complaints this year was from a CD
She r edczeeirvoe dtdilelc&krs wi th descri pti ednse tswoartki npgr o
MCO stated that at first th&rer avfaisl e nwii tsts uteh ay
Verification (EVV) contractor. CDAC providers
for members, and cl aims are sent from the EVV

Once the EVV issue wa& céaomsedverehenppopviopei
and had to be reprocessed. After our involve
began paying the provider timely.

Medi cai d Process of Changing Dent al

Generally, a Medicaid
dent al plan or health
except during the annu
member has good cause
when their provider is
process to do that.

The agemceypsite expl ains
changing MCO or dent al p |

Twédamilies contacted our

success, to change their e e
Both cases involved children needing dental <c
because th®ideohal dpenviders were enroll ed wi
cases, agency member services and the dent al
bet ween each other rather than following the

After we got iIin@fdewéd)] tbet angerbkceywdama gehr t he d
member services to ensure that the process fo
as it should. The Medicaid members were ulti
receive dent al car e.
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MCO Cases by Catego

M Appeals/Grievances
_ 1%

B Transportation

B Pharmacy

14%;
B Other 2%

B MNursing Facility Issues _ 5%

1%

| [ _— M Billing/Payment
26%

~._ M HCBS General Issues
M Medical Services___— 12%
38%

B MCO Choice
1%
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