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This annual report about the exercise of the
during the 2021 fiscal year is submitted t
and the Governor pursuant to | owa Code

Of fice of Ombudsman

Ol a Babcock Miller Building
1112 East Grand Avenue
Des Moi nes ;0 2I3A 50319

(888)6AuUx>H 36®r5) 281

Fax (516007242 THY6(5515) 242
E-Mai | : ombudsman@l egi s.i owa. gov
www. | egi s.iowa. gov/ ombudsman

Of fice hours are 8 a.m. to 4:30 p.
Monday through Friday, except on
designated state holidays.
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An I nterview with the

Kristie Hirschman retired as | owa Ombud-sman
year career in the office& fFirsst smiat éd biv /
ombudsman,-titrhee owmreer of farming operation
herself as one of the most conscientious

demeanor and institutional knowl®&®dgepepnh \ t he
2016. When COVID struck in &aoffyi @€ 2Wwaan mib w1 d
heavy winds and rain, Hi rschman sent her nt s
phones for several weeks. During her ti omb
12,186 complaints and information requests from ever
Hi rsc@manccessor, Acting Ombudsman Bert Dal mer, inte
experiences and phil osophies as an ombudsman. The i
Dal meaMh:at percentage of people that you meet in your

Hi rsch®dah!l park guess, 20 percent .

Dal meMh:yy is it so | ow?

Hi rschmhaere are aidmtti lofi tt hdfnfgesct s us, Tohat mijie cptheynu s ,
attentionm tkonowe dMenei ved a | ot of publicity over th
our public critical reports, sodétnots morféicfula Hhous
doednhel p thait prompdencmmbhbdsdand

Dal médre:l | me what your average day | ooked | i ke as an
Hirschkmanaverage day in the office is responding to
have concerns about state and | ocal government, putt
when | make an inquiry, | was knowledgeable enough t
Dal m&Ma:s it hard being an ombudsman?

Hi rschmanwas an extremely rewarding job that | was p

r
hel ping put things in place. It was exhausting ment
intransigent agencies to chamhgewtbergr mlbhdwabeaxiwaukt
the weight @fpreokRrrgmodyn your shoul der s.
e
I

Th days | | oved the most@weck Whéedatyheaefagenoypynsahte:
call ed dmed rseasiodl,ved t he @ ohbulnekny, deovreyr,y tyhoiungwer e r o ght
You only need one of those every once @ien deowhigl e otoad kan

Dal maMh:at makes for a good ombudsman?

Hirsch@aniosity. Pati ence. Good investigative skil
ability to get to the root of a problem quickly Fo
wr ong. We | ook at not only whedokef ai hi agsd aereasbegal
the wonderf ul part of what our office does,A s st Hioso ka
decision? |Is this a reasonabl e cAedi bron@i hg fhssian
deserve it.

(Continued on p
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(Continued from page 1)

Dal ma&rm:e Ombudsman oversees most | ocdth@amnf@89statuntgese
cities, all the state agencies, the prisons, the | ai
overal l right now?

Hi rschimabeli eve many government agencies are underfu
number of situati ons, is the cause and the source of
government employees try to do the right thing and t
jobs are thankl| &sd ajwolesaf owlhcetmreeart ,i tcorrectiabmale of fic
i nvestigad oa .numthher eof jobs out there that are very,
underappreciated jobs.

Government is a necessity. Our | ob pirobt e@msdermtaitf weir e
unintentional or unfoardeginvert jarsdganai sd akech@aece 1
kind of a risk manager for government.

Dal médroow cyni cal is the public about the government t
Hi rschmhe& ea | ack of <civility right nows tunafto rctawnsaetse
necessarily warranted. I think the proble®m 0o Bhate
t&«know basi s. Government needs to be more open and t
di scussions, their plans. | really believe that wou
have right now.

Dal meMh:yy does it tak® @fnf ioond utde maml ve probl ems | i ke t
Hi rschMan: need an outsider who has no vested interes

perspective and | oo&kitpongraeviaelwlthsesppcbbl em anhd come u
recommendation to fix a problemieiousneadedi i himsthaep
yowe done things this way forever, it takes somebody
with a clear mind and open eyes.

Dal mdror-ftiyve st ates have no ombudsman. Wi a th aweeu lodch ei?t
Hi rschmabhruly believe that dissatisfaction with gove
call our @oef faibclee. noWe only to & nadepreobleam) ybuveri 6 ymahke
someone at an agency that can resol ve i I f you or

t
Services, whatoerevehegoddyg we be able to talk to (D
have the tools and the contacts and the respect of a
|l ong way.

Dal méri:d you ever deal with a go¥eapmeertiatki gobar wko
beginning, but in the end thanked you for your work?
Hi rsch@anheavens, yes. emehl Meag Wbhem wanager or a
agency director, they had no clue a problem exists.

Then, when we bring it to their dtet esnutriporni saendd asnhdo w hte
because it was a problem that needed addressed.

Dal maMh:at cases do you | ook back on and still take pr
Hi rschmherre was an inmate years ago who got 36bsdayps$
earned time for assaud texlga wantod ch etrh e ndniag ®i. pl iHrary pr «
agreed to |l ook at the document s. The correctdéd ohat o
ot her inmate.

(Continued on g
FY2021 Annual Report Page
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(Continued from page 2)

There was nionoenvei.dencenad to take it up the chain of ¢
back and | got him released back to general popul ati
Dal m&rome now been gone for three mont hs. Do you mis
Hi rschMap: I can find rewarding things to do in my

i ssues. | miss |l earning something new every &Gagot |t
a | @&b,a ictal |l i ng.

Dal maMh:at do you hope for the future of the office?

Hi rschmaat the office will receive the support it ne
There are so many things that we handle and we sol ve
We do really good wor k.

Wh a t We Do:

We investigate ompl aints against a
al governments in | owa.

wo L w Wil agencies to attempt to
estigation finds that a mistake,
en pl ace.

have unique tatutory responsi bi [i
ermine |f an action was fair or re
h | aw.

have access 0 statedofamcd Iliodcals aonwd
confidenti al records to ensure comp &S
compl ai nt .

We make recommendations to the Gener
when appropriate.

FY2021 Annual Report
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Government

City Makes Questionabl e

An el derly couple in northwest
though they were making monthly
The problem arose after the cou
i ncome and could not afford to
service, the couple had already

o td eacpipseiaorn tthee schuty of f t he water was i
fforts were being made by the couple t
payment plan could not have been explor

The city ultimately agreed to set up a payment plan
was not gquite what the couple wanted, we determined
was to get water service restored.
A Fiery Dispute
A rur al resddaretnrtali nl omwa tvhas visiting with a neighbor
to the area. He soon realized that the trucks were h
burn of an old abandoned buil ding.
The man had called 911 in advance to alertdtbhem to ©
di spatcher, who sent fire crews to the scene after r

the time the man got back to his property, firefight
chief was aware that the man had plans for a contr ol

Two mont hs aufpt,ert teheprmipxerty owner received an unexpe
respdnoée¢ aling $2,250. He argued that the &ilbludwas un

We pulled state and | ocal regul ations and spoke to g
interviewed the fire chief to better understand how
resident in advance of the burn. The chief said the
water souribetneaakbmypywl edged he had not provided these
a permit process for open burns, but no city officia
Analyzing the issue was further complicated by juris
city Ilimits where the fire department i s badesgerdi.c uSttaur
buroner soupsen ur ns.

I n the end, we determined that the property owner ha
di spatchers in advance of his burn,t emdi rsg opurl adc tniodt e b

wer&nshared with hinmwron iwegreWe suggested that the ¢
requests that would clearly notify residents of thei

The f
ef for

ire chief agreed the checklist was & gmodd eicdeé a,n
t s

FY2020 Annual Report Page
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Loc al Government

Our Baldoo Bad

A distraught woman called our office when she found
herself 30 years ago-hbhatabeéedenSéel d eaonlkedr @é xhtehaidss taofnte
on the plot. (The ex, incidentally, was still alive.
the only space next to her son, who had tragically d

copies of the cemetery Hestbantiof ohet el samedphet . eXh
of fered to refund her money or be cremated and pl ace

told her the di sagreement was a ci vil ma tiv eerrde rbgee tweiemc
intdo it.

After reviewing copies of the dee@svyvemwsgi conthcéeednt &
surprise, the clerk di & wetr sdiosnpwifeetvlieaat cso mpheaiwaasnte d
attorney. We said we wvheurseb acnodn fwiasse dg i wheyn tthhee esxpace whe
t he woman was the original deed holder. We did not s
to hire an attorney, but rather, an error that shoul
counci l pl ace this matter on its agenda for discussi
get this resolved.

Just a few weeks | ater, the city attorney told us th
together, but befordusbandt agkepldate, suheeaxer the p
headstone removed and refunded his money The woman
City Utility Charges Late Fee to Customer
Citizens who have billing disputes with municipal ut
investigate their complaints, we usually refer resid
initiate a conversation with representatives in hope
ombudsman becomes convinced that an issue deserves a
more often than not, gets the dispute resolved quick
Someti mes, however, our interventions r &% uatrtee mtoiroen .f
One customer called our office after he had entered
mi stake as he was nearing the end of his payment pl a
utility had been applying a | ate fee to his account,
We found that | owa | aw was silent on whetome rp agy meantte p
We did find, however, that rules on utilities regul a
toward awmpagr eagment pl ant iweeagley cpadysmearetice.d f i |l ed by t
those same rul es We shared our findings with the ci
customer and asked the city council to adopt a new p
We asked the city administrator to review records an
We initially received no respons When we pressed t
done with the issue since we had received only one ¢
Not satisfied with this response, we issued formal r
required a response. The City quickly accepted all o
openly in a city counci/l meeting to raise public awa
were appliedébace oamstsomer s

FY2021 Annual Report Page
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Local Gover nment
City Counci l Member Abuses Her Al

OQur office received an anonymous complaint that a ci
directing city crews to remove a | arge treed |lalmbedeaed
directive could have run afoul of I owa | aw, which ge
when it fails to serve a public purpose.
We asked questions and |l earned that the city had alr
all egations against the council me mber Notably, the
all egations declined to participate or be iGtéEermdéewg
9 The council member indirectly asked city empboyees

private proper t®y ,r easnpdo nnsoitb itlhiet yc.i t vy
9 Although city employees knew it was wrong to perfor

to fears of retaliation and public ridicule if they
T The council mefmbet i ¢ ee avb e &f @rn va irtoyn mempgl oyees.
We were pleased hat city officials had taken deci si
about an el ected ofdf irecipalr.t ™wae ian weos tpirgpavtiared t o t he
members were reportedly set to review and potentiall
of a counci l me mber

I n many cas é&s  ,woakr befgfiinee with finding out whether a
agency has taken appropriate measures i n response to
proactive to ensure the issue was addressed. Officia
accordingly.
While all <cities may not have the resources to hire
counci l member mi sconduct arise, this case serves as
FY2021 Annual Report Page
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