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Need for JLR 
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Required by the ADB AM Policy – every 3 years 

by OSPF, OCRP, IED and SDCC

Learn Lessons – to be imparted to ODs to 

improve development effectiveness and project 

quality

Also beneficial to the improvement of AM Policy 

and CRP/OCRP and OSPF complaint handling



Methodology for Preparation of JLR  
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▪ OSPF took lead and in collaboration with OCRP/CRP, IED, and SDCC

▪ Desk document review and the analysis of received complaints

▪ In consultation with the Independent Complaints Mechanism of other 
International Financial Institutions (IFIs) such as World Bank, IFC, IDB, EIB, 
EBRD, AfDB, and Green Climate Fund

▪ Informal consultation on the draft report with ADB operations 
departments, particularly Resident Mission project staff and HQ and RM 
safeguards staff, and national OSPF facilitators who are engaged in ongoing 
complaints. Consultation with other stakeholders participating in ongoing 
AM complaints such as borrowers, NGOs/CSOs, and complainants is being 
initiated



Key Conclusions   
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Conclusion 

▪ Increase in complaints to the AM over last 3 years (88 registered 
complaints during 2016–2018) compared with 2012–2015 (18 only). 

▪ During 2016–2018 period, the AM received 39 admissible complaints 
from project-affected people, relating to 25 investment projects and 
one capacity development TA grant and coming from 11 DMCs. Of 39 
complaints, 29 went to the PS and other 10 went to the CR.

▪ 49 complaints are still with the CRO pending receipt of additional 
information - one of the challenges faced in managing the AM process 
is that there is no designated timeline for the complainants to 
respond to the CRO’s requests for additional information. 



Key Conclusions   
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Conclusion 

▪ There has been a disproportionate distribution of sources of 
complaints by country: Of the 88 complaints submitted to the AM 
over the last 3 years (2016-2018), 64 came from four DMCs—
Georgia (19), India (15), Sri Lanka (17), and Pakistan (13). 

▪ The four most frequently cited reasons for complaints to the AM 
are (i) resettlement, compensation, and land acquisition (37% of 
complaints); (ii) environment impact (27%); and (iii) information 
disclosure, meaningful consultation and the participation (11%). 



AM-Related Complaints Processed and Forwarded by the 
CRO to the SPF or CRP as of 31 December 2018

In 2018, the CRO received 95 complaints, 39 of which are AM-related, and 14 
of which were forwarded SPF and CRP



Key Conclusions   
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Conclusion 

▪ Reasons for increase in complaints to the AM: 

1. more ADB-assisted projects that require land acquisition, resettlement,  or 
compensation.

2. failure to implement safeguards properly;

3. failure to effectively address complaints through GRMs;

4. failure of GRMs to receive complaints because they are not accessible or do not 
actually exist; inadequate complaint handling by ODs; and lack of a systematic 
tracking system to ensure that complaints are handled in a timely fashion. 

5. outreach programs of ADB’s AM and counterpart IFI’s AM have increased the 
awareness of the borrowers/clients as well as NGOs/CSOs and APs.

6. easy access to the internet, websites, and use of smart phones make it easier for 
complainants to access AM and file complaints.



Next Steps    
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▪ ADB should not be surprised by a growing number of complaints over 
the coming years; but it can undertake measures discussed in the JLR 
report to better understand and manage the risks of these complaints 
and maximize their avoidance. 

▪ It is recognized that more clear interpretation and strong technical 
guidance to the operations departments and borrowers in the 
implementation of safeguard policy is needed.

▪ In addition to this, appropriate design and efficient operations of the 
GRM at the project level will be essential to manage the complaints at 
the project-level and avoid escalation to the AM. 



www.adb.org/site/accountability-mechanism/main 

www.facebook.com/adbaccountability/

www.compliance.adb.org


