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The basic principles of the communication strategy that continued to guide OSPF's outreach
programs were cost-effectiveness, efficiency, and complementarity. OSPF used and improved
the various means of communications to reach out to its diverse audiences.

OSPF kept its website (www.adb.org/spf) updated at all times. By the end of December
2005, the site had recorded 18,444 visits with peak months from August to December
2005, averaging 1,855. However, aware that its clientele largely has no internet access, OSPF
relied more on sound bytes than on kilobytes.

OSPF provided information sessions ranging from 1-hour briefings to 1-day workshops. The
shorter briefings have been done recently using case studies rather than general orientations.
The 1-day workshops always used case studies for participants to define roles and responsibilities
in complaint management at the implementation level and if a complaint reached OSPF.
These 1-day workshops were most beneficial when participants represented a good balance
of executing and implementing agencies, civil society, and ADB project officers.

Reaching out to project-affected people, local communities, vulnerable groups, and minorities
in remote areas is a major challenge. OSPF has continued to improve its efforts to provide
better access to its services, and has developed an easy-to-copy, easy-to-use field guide. This

BOX 3: Feedback from Participants

“I got a good chance to think through the process and
issues.”

“I learned about a way by which aggrieved sectors can
find redress for their grievances. This is rare!”

“I understand better what is the delineation of roles for
each agency, if a complaint is filed.”

“Good effort for project-affected people. Now we can help
the people in need.”

“Such workshops should be held at district level.”
“This exercise of informing people about redressing their
grievances should continue, and whenever ADB starts a
project such workshops should be held in the project
area and in the national language. Only then can
implementation of the accountability mechanism be a real
success.”

brochure was field-tested in collaboration with the Southeast
Asia Department in the Mindanao Basic Urban Services Sector
(MBUSS) water project.> OSPF conducted it together with the
Department of Interior and Local Government (DILG), the
executing agency of the project, and a cooperation NGO. At
the same time, villagers, NGOs, and DILG learned about the
accountability mechanism and discussed incorporating a
complaint mechanism into their project work.

The field guide is translated as the need arises. Translations
into Urdu, Filipino and Bahasa Indonesia have been
completed.

OSPF conducted separate orientation sessions in Central Asia
with targeted stakeholders—NGOs, executing and
implementing agencies, and resident mission staff members.
A cross-section of advocacy and development-oriented NGOs,
NGOs that have cooperated with ADB, and new organizations
participated.

52001. Report and Recommendation of the President to the Board of Directors on a Proposed Loan to the Land Bank of the
Philippines in the Republic of the Philippines for the Mindanao Basic Urban Services Sector Project. Manila



OSPF continued its collaboration with ADB’s Human Resources Division in its orientation and
training seminars, where target audiences include staff members from the resident missions
as well as new recruits.

OSPF appreciated welcoming a number of visitors to its office, many from civil society, and
considers it an integral part of its responsibilities to be available for discussions, and to
respond to requests for information and advice on time and appropriately.

BOX 4: Outreach Conducted in 2005
Type of Outreach No. of Participants
1-Day Workshops

e Philippines (2 workshops in Manila) 40
» Pakistan (4 workshops in provincial capitals) 114
e Cambodia (1 workshop in Phnom Penh) 34
2-Hour Orientation Sessions

Kazakhstan, Kyrgyz Republic, and Azerbaijan 105
(11 orientation sessions)

Philippines—Testing of Field Guide in Mindanao 33
Briefing/Orientation Sessions for 86

ADB Staff and Government Officials

2.18%

36.17%

Total 412 " Government M Project Beneficiaries

GENERIC SUPPORT
TO OPERATIONS DEPARTMENTS

OSPF is expected to provide generic support to the operations departments. We approached
this task with modesty and caution as operations departments have wide-ranging
experience with project processing and implementation, and plenty of feedback on lessons
learned from the Operations Evaluation Department, among others. As it might be
desirable to anticipate and preempt complaints rather than react to them, OSPF, with the
help of a consultant, carried out an institutional learning exercise through discussions
with a cross-section of ADB staff members, focusing primarily on complaint/inspection
experiences. The output was a checklist for identifying projects with potential for complaints
and a set of eight micro-articles describing good practices for dealing with such types of
projects. The results have been shared with the operations departments. OSPF expects to
add other articles from time to time.

Distribution of Participants

25.24%

B ADB Staff B Non-Governmental Organizations
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PHILIPPINES: A representative reporting on government’'s ~ CAMBODIA: NGO participants in a workshop
roles once a complaint is filed with OSPF
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PHILIPPINES: Participants at the pretest of OSPF’s field guide ~ PESHAWAR, PAKISTAN: Participants in a workshop
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ASTANA, KAZAKHSTAN: NGO participants in a two-hour
orientation



BUDGETARY INFORMATION

OSPF used $195,928.03 in 2005, including $26,829.31 in fees of the international dispute
resolution expert engaged to mediate the STDP complaint carried over from 2004. In
processing the CERDP complaint, OSPF used $57,872.96, comprising $31,295.32 for
staff mission travel and $26,577.64 for consultants’ fees. To develop OSPF's easy-to-use
field guide and its internal and external outreach activities, OSPF used $83,707.84. Of
this, $20,195.84 was used for staff mission travel and $63,512 for consultants.® As part
of its mandate to provide generic advice to Operations Departments. OSPF engaged a
consultant at $21,440 to develop a checklist and a set of articles on good practices in
consultation with a cross-section of ADB staff members, focusing on complaints/inspection
experiences. For staff training, OSPF used $6,077.92.

6 Includes costs to develop and field-test the field guide in Misamis Oriental, Mindanao, combined with an orientation
workshop with executing and implementing agencies, NGOs, and community members from the project sites of the ADB-
assisted Mindanao Basic Urban Services Sector Project.
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Step 1:
Filing of the Complaint

v

Step 2:
Registration and acknowledgement
of the complaint

v

Step 3:
Determination of eligibility
of the complaint

v

Step 4:
Review and assessment
of the complaint

v

Two options

v

Step 5:
Decision by the complainant
to carry on with the
consultation process

v

7 days from receipt of
the complaint

21 days from receipt of
the complaint

49 days from receipt of
the complaint

7 days from receipt of
findings

14 days from the date of
notification

If the
7 days from receipt of Step 6: complainant
comments from the OD Comments on findings finds the

consultation
process not
purposeful, the

by the OD and the complainant
and recommendations by OSPF

v

and the complainant

complainant
Step 7: may file a
Implementation of the request for
course of action in the compliance
consultation process review with
OCRP.

v

Step 8:
Termination of
the consultation process

\\‘//

OD = Operations Department, OSPF = Office of the Special Project Facilitator, OCRP = Office of the Compliance
Review Panel

18



