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The Accountability Mechanism in 2015—the 12th year of its implementation—concentrated on building skills 
and capacity, both within ADB including resident mission staff and externally among implementing agencies 
and other stakeholders. Country-specific training programs, outreach, workshops, and consultations were 
held in and for Cambodia, People’s Republic of China (PRC), Fiji, Kyrgyz Republic, Lao People’s Democratic 
Republic, Myanmar, Nepal, Pakistan, Samoa, Thailand, and Viet Nam. Coordination was initiated with the 
two new development banks in the PRC: Asian Infrastructure Investment Bank and New Development 
Bank. Office of the Special Project Facilitator (OSPF) resolved one complaint in Nepal, while Office of the 
Compliance Review Panel (OCRP) submitted one compliance review report for India, an eligibility report 
(Cambodia), and annual monitoring reports on several cases (Cambodia, India, Indonesia, Philippines). And 
a joint learning report was prepared by OSPF, OCRP, Independent Evaluation Department, and Sustainable 
Development and Climate Change Department. 

About the Asian Development Bank

ADB’s vision is an Asia and Pacific region free of poverty. Its mission is to help its developing member 
countries reduce poverty and improve the quality of life of their people. Despite the region’s many successes, 
it remains home to the majority of the world’s poor. ADB is committed to reducing poverty through inclusive 
economic growth, environmentally sustainable growth, and regional integration.

Based in Manila, ADB is owned by 67 members, including 48 from the region. Its main instruments for 
helping its developing member countries are policy dialogue, loans, equity investments, guarantees, grants, 
and technical assistance.
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PREFACE

I am honored and committed to promote problem solving as an integral part of development financing and ADB's 
Accountability Mechanism (AM). This pioneering effort among the international financial institutions (IFIs) was 
started by ADB in 2003 to listen to the voices of local communities during the development process. Together 
with the Office of the Special Project Facilitator (OSPF) team, it gives me great pleasure to present the 2015 
annual report summarizing our activities and accomplishments for the past year.

Building skills and capacity was the across-the-board goal for all our activities. We started by resolving the complaint 
about the Decentralized Rural Infrastructure and Livelihood Improvement Project in Nepal. In the process, 
capacity, confidence, and self-reliance of the implementing agencies and of our resident mission staff to deal with 
complaints were built. OSPF developed a guide for organizing and facilitating a problem-solving process to support 
ADB operations staff and other stakeholders. In order to expand the capacity of governments and ADB staff, OSPF 
provided advice as well as country-specific training in Fiji, Myanmar, and Nepal so that issues may be resolved 
quickly and comprehensively on the ground. Along with the Office of the Compliance Review Panel, we visited 
the People’s Republic of China (PRC), Lao People’s Democratic Republic, Thailand, and Viet Nam and met with 
stakeholders to discuss barriers and progress related to accountability. In the PRC, we discussed the importance of 
accountability-related policies and procedures with the Asian Infrastructure Investment Bank in Beijing and the New 
Development Bank in Shanghai. We agreed to share our experiences and offered collaboration. During the annual 
meeting of independent accountability mechanisms (IAMs) in Paris, we discussed ways for IFIs to build internal 
capacity to solve problems, based on our own cases. Concrete actions on capacity development will be further 
developed and discussed when we host the next annual IAM meeting in Manila in September 2016.

To enhance OSPF staff’s skills in problem solving and conflict management, an internal skills-building program 
was designed and executed. This year, we also worked on a joint learning report to distill ADB’s experience, 
insights, and lessons learned from the application of the AM Policy. This will help us design and implement our 
projects better. We have also been developing a methodology for qualitative analysis of OSPF's impacts on 
projects, which is the first of its kind among the multilateral development banks. The methodology will encourage 
an objective discussion on a way for ADB to analyze, monitor, and assess potential OSPF cases in the future.

Looking forward, OSPF will continue to focus on solving problems for affected people to strengthen 
accountability. We will also continue to assist ADB operations staff with tools and training to proactively resolve 
conflicts early in order to provide immediate redress to affected people. This will be important in the fast-growing, 
changing, and increasingly complex development arena in Asia.

My first year has been gratifying, and I thank our stakeholders for their continued trust and confidence in OSPF. 
We count on your ongoing support in this upcoming year.

Jitendra Shah
Special Project Facilitator
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In 2015, we promoted accountability principles in ADB’s operational work in a proactive manner. Both internal 
and external outreach were assigned special importance to make ADB staff and all stakeholders more aware of 
accountability policies and principles: sharing of lessons learned from Accountability Mechanism (AM) cases, and 
embedding accountability principles in the day-to-day working of project teams. The importance of setting up of 
an effective grievance redress mechanism (GRM), and ensuring ownership of the borrower through adequately 
explaining to the project proponents from the very beginning ADB’s policy and procedural requirements were 
highlighted. 

We also emphasized that the compliance review function is a key driver to improve project design and 
implementation as well as to promote institutional and development effectiveness— bringing out areas where 
ADB has failed to follow its policies and procedures and how such violations can be avoided in the future through 
strengthening of GRM. During the year we pursued these objectives in a committed and enthusiastic manner.

In addition to submitting the compliance review report on the Mundra Ultra Mega Power Project; the eligibility 
report on the second complaint on the Cambodia railway; and annual monitoring reports on the Visayas, 
Cambodia railway, and Citarum cases; and providing comments for remedial action on the Mundra case, the 
Office of the Compliance Review Panel (OCRP) conducted a knowledge-sharing event along with the Southeast 
Asia Department on the Cambodia railway case. ADB’s AM also conducted outreach for three Greater Mekong 
Subregion countries and the first ever outreach in the People’s Republic of China (PRC), while further expanding 
and improving its quarterly newsletter. During the PRC outreach,  ADB’s AM on its own initiative  introduced 
good practices in the area of accountability to the two new multilateral development banks (MDBs)—the Asian 
Infrastructure and Investment Bank (AIIB) and the New Development Bank (NDB)—and exchanged thoughts 
with their presidents and staff on cooperation and dialogue in the area of accountability, and becoming the first 
accountability mechanism among various international financial institutions to open the areas of cooperation and 
dialogue with these two important MDBs in the area of promotion of accountability and compliance. Similarly, 
OCRP established contact with both the United Nations Environment Programme Regional Office for Asia 
and the Pacific and the Asia Environmental Compliance and Enforcement Network to establish cooperation on 
environmental compliance and enforcement. 

All these engagements were aimed at encouraging good practices and placing the required emphasis on the 
preventive aspect of accountability. The AM is the last resort mechanism, and the main culture change has to 
come through embedding accountability principles at the time of project design, formulation, monitoring, and 
implementation. For providing good practice from various independent accountability mechanisms (IAMs), 
OCRP has enhanced the website of IAMnet by providing up-to-date information about the IAMs of development 
institutions. 

Looking forward, the Compliance Review Panel and OCRP will continue to improve its performance in the process 
of compliance review, strengthening relationships with the accountability mechanisms of all MDBs including AIIB 
and NDB, in particular disseminating the lessons learned from compliance review cases. 

Dingding Tang 
Chair, Compliance Review Panel, concurrently Head, Office of the Compliance Review Panel 
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Man working at Mandalay Industrial Zone in Myanmar.  
Source: ADB.



Problem Solving  1

Overview

Building a Problem-Solving Culture
This year was significant for the Office of the Special Project Facilitator (OSPF) in carrying out skills and capacity-
building activities. At the heart of the plan was our ambition to improve the ability of our stakeholders—staff, 
government, affected communities, and civil society organizations—to solve immediate problems.

In Samoa, we brought together complainants, the government, and ADB to collectively decide on the expertise 
required for meaningful consultations with Samoan communities on land issues. Through a collaborative 
approach, all were able to share ideas and interests. In 2015, we also helped the governments of Myanmar and 
Nepal to develop and improve their own grievance redress mechanisms (GRMs) to respond to project concerns. 
Partnerships forged with project-affected people, project staff, and implementing agencies working alongside each 
other to resolve problems will foster a culture of striving to do things better.

Through our knowledge-sharing activities, OSPF is encouraging learning that will offer staff and partners 
access to free and high-quality training and capacity-building activities. The culture of learning is not just about 
presentations, training, and courses; it is also an opportunity for stakeholders to share and exchange knowledge, 
expertise, and new ideas.

PROBLEM SOLVING  

Community members in Myagdi District, Nepal, during the review and assessment mission of OSPF for the complaint on Decentralized Rural Infrastructure 
and Livelihood Project (Additional Financing)  in January 2015.
Source: OSPF.
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SAMOA

Land ownership and use in Samoa is a central part of the lives and customs of Samoans. Around 80% of land 
owned is customary, while 16% is public and 4% is freehold land. Traditionally, customary ownership is vested in the 
elected head of an extended family (matai) or a local chief. Reducing the economic costs posed by the customary 
land ownership system is complex and highly sensitive. ADB is supporting work to provide a detailed legal analysis 
of the issues and a road map as a valuable framework for changing land laws to create a functioning land market. 
Such reforms could mean groundbreaking progress for Samoa and promise significant regional impact.1

Since 2014 , OSPF has been working with the four matais, who raised concerns about lack of meaningful 
consultation, individualization, and alienation of customary land that could occur under two ADB-funded 
technical assistance (TA) activities.

The OSPF review and assessment revealed that the project would benefit from more consultations with the wider 
Samoan public. While the government continues to put into place the legal framework for leasing customary land, 
Samoan communities should have the opportunity to provide their ideas and opinions. The government, ADB and 
the complainants have agreed to engage a communications/consultation specialist to design a comprehensive 
strategy to ensure that meaningful consultation with the communities is carried out. A tripartite stakeholder 
committee was established to oversee the selection of an appropriate candidate. OSPF assisted with drafting the 
protocols and guidelines for a fair and transparent selection procedure. The committee will continue to advise on 
the strategy development and implementation of the needed consultations.

1 ADB. 2004. Samoa Country Strategy and Program Update 2005–2006. Appendix 4. http://www.adb.org/sites/default/files/institutional-document/32365/ 
files/cspu-samoa-2005-2006.pdf

Bananas on sale at the fruit market in Apia, Samoa.  
Source: ADB.
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Source: Samoa Bureau of Statistics.
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NEPAL

The Decentralized Rural Infrastructure and Livelihood 
Improvement Project (DRILIP) is working toward increased 
access to economic and social services for the poor and 
disadvantaged in 18 remote hill and mountain districts in 
Nepal. A complaint made to OSPF in 2014 alleged a lack of 
consultation on land acquisition, which led households to 
donate their land without the knowledge that they could opt 
for compensation. As a result, OSPF assisted the government 
and ADB to conduct consultations with all affected households 
to clarify these options. In addition, the government and ADB 
also reviewed other concerns raised about DRILIP. The review 
demonstrated that the project-level GRM was not dealing 
adequately with the most straightforward matters. To address 
this shortcoming, OSPF agreed to develop a training program 
for DRILIP staff to improve complaint handling.

The 2-day training, held in November 2015, developed staff 
members’ communications and complaint-handling skills. 
Discussions and exercises helped them view complaints as 
opportunities. The training also introduced mechanisms to 
identify problems that prompt complaints, to handle complaints 
effectively, and to satisfy complainants. Staff deliberated on 
the features of an effective complaints procedure. As a result, 
improvements were made to the existing project GRM structure 
and procedures. In redesigning the structure, staff chose to 
emphasize the timeliness of responses, thereby cutting down 
on the number of stages complainants have to go through to 
resolve their problems.

ADB, along with other development partners, helps the government of 
Nepal make education accessible to all children. In this picture, students 
enthusiastically raised their hands to participate in a class discussion. 
Source: ADB. 

Consultations with government,  communities,  and affected persons  during the review and assessment mission conducted by OSPF and SARD/NRM.  
Source: OSPF/SARD.
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MYANMAR

In collaboration with the Southeast Asia Department (SERD), 
OSPF continued to assist the Greater Mekong Subregion 
(GMS) East-West Economic Corridor Eindu to Kawkareik 
Road Improvement Project.  The collaboration is looking to 
develop an approach to strengthening in-country capacity for 
grievance resolution activities. Starting with this project, OSPF is 
working closely with the government to design and implement 
GRMs. The latest mission, held in November 2015, enabled 
consultations with communities and with central and district 
level officials on the importance of a GRM. Stakeholders agreed 
that a GRM will be needed to respond to contentious issues, 
complaints, and disputes. A GRM needs to be available from the 
earliest stages of a project to facilitate handling of any request 
for feedback or complaint by stakeholders.

The project implementation unit (PIU) and OSPF used 
feedback from the consultations to work on the definition, 
purpose, and structure of the GRM for the project, which 
includes local government and community participation. 
With an initial design in place, more work will be carried out 
to establish the principles that guide the design, and the 
establishment and strengthening, of such mechanisms in the 
field. Since the GRM structure is in place, a training program will 
be developed and implemented to teach staff (and community 
members) how to handle grievances and why the GRM is 
important to the project’s success. The training program will 
include information on interacting with beneficiaries about 
grievances, the project’s service standards, and internal policies 
and procedures in relation to grievance redress. 

Consultations with government, civil society, communities, and affected persons along the road from Eindu to Kawkaereik in Myanmar. 
Source: OSPF/SERD. 

Myanmar school children in a small classroom try their best to learn 
their lesson. 
Source: ADB. 



Compliance Review 5

New Complaint

Second Request for Compliance Review for 
the Greater Mekong Subregion: Rehabilitation 
of the Railway in Cambodia Project 
Another request for compliance review of this project was received 
by the Compliance Review Panel (CRP) on 7 September 2015. The 
request for compliance review was submitted by affected people 
with assistance from NGOs. The complainants alleged that ADB 
had failed to come up with an updated resettlement plan that 
included the houses in the corridor of impact whose remaining 
structures fell below 30 square meters and which had become 
nonviable. Further, some complainants were offered resettlement 
plots in a resettlement site that they claimed is unsuitable and made 
them poorer.

This complaint follows a first complaint submitted to the CRP  
on 28 August 2012, which was found eligible and investigated by 
the CRP. 

The CRP conducted an eligibility mission to Cambodia on  
30–31 October 2015 and talked to the complainants with their 
NGO partners, government representatives, and ADB staff from 
the Cambodia Resident Mission. The complaint was deemed 
ineligible by the CRP, as it dealt with matters that the CRP had already considered in the first complaint;2 no new evidence 
previously unavailable to the CRP was presented; and the new complaint could be readily consolidated with the first one. The 
CRP noted, however, that Management and the CRP interpret Recommendation 1, approved by the ADB Board of Directors 
(Board) on 31 January 2014, to cover remedial actions to bring the two categories of issues in the complaint into compliance 
with ADB’s involuntary resettlement policy and applicable procedures. Thus, the CRP urged Management to work with the 
Government of Cambodia to establish specific time-bound actions for such remediation. The CRP will closely monitor and 
report to the Board on the progress of compliance.

2 ADB. Report on Eligibility to the Board of Directors on Compliance Review Panel Request No. 2012/2 on the Greater Mekong Subregion: Rehabilitation of the Railway Project 
In the Kingdom of Cambodia [Asian Development Bank Loan 2288 and Asian Development Bank Loan 2602/ Grant 0187 (Supplementary)]. Manila.

5

Loan Number: 2288 and 2602/Grant 0187 (Supplementary)
Country: Cambodia
Borrower: Government of Cambodia
Board Approval Date: 2288: 10 Jan 2007; 2602: 15 Dec 2009 
Closing Date: 2288: 31 Dec 2015; 2602: 31 Dec 2015;  
Grant 0187: 31 Mar 2015
Complaint Status: Ineligible 
(The CRP determined the second complaint concerning the captioned 
project as ineligible, as it related to matters already considered in the 
first complaint.)

The original project is rehabilitating and restructuring the railway in 
Cambodia. The supplementary financing is being used to (i) establish 
a new freight and rolling stock maintenance facility, (ii) upgrade or 
strengthen parts of the main line for early initiation of integrated 
multimodal services, and (iii) establish additional sidings to terminals for 
multimodal connectivity. The combination of the original project and the 
supplementary financing is referred to as the modified project. For the 
new facility, design; procurement of contracts; preparation, approval, and 
implementation of the resettlement plan; and implementation of works 
are being done. 

Source: ADB. 2009. Report and Recommendation of the President to the 
Board of Directors: Proposed Loan on Cambodia: Greater Mekong 
Subregion: Rehabilitation of the Railway in Cambodia Project. 
Manila.

Loan Number: 2288 and 2602/Grant 0187 (Supplementary)

Board Approval Date: 2288: 10 Jan 2007; 2602: 15 Dec 2009 

Board of Directors: Proposed Loan on Cambodia: Greater Mekong 
Subregion: Rehabilitation of the Railway in Cambodia Project. 

Affected households in the right-of-way in Phnom Penh.
Source: CRP.

COMPLIANCE REVIEW 
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Loan Number: 2419
Country: India
Borrower: Coastal Gujarat Power, Limited
Board Approval Date: 17 April 2008
Closing Date: 30 June 2015
Complaint Status: Monitoring of remedial actions (Year 1)
(The CRP in its report found ADB’s non-compliance in terms 
of failure to adequately disclose information and conduct 
consultations, not addressing due diligence when agreeing to  
7 degrees of water discharge standard and also pointed out harm 
caused to fisher people due to access restrictions to fishing 
grounds.)

Management’s Action Plan:
Actions are geared toward achieving compliance with ADB’s 
operational policies and procedures, mainly on environment and 
involuntary resettlement. The plan includes studies and preparatory 
actions to address the CRP’s recommendations relating to disclosure 
of information and consultation; thermal discharge from the plant’s 
outflow channel; and impact on livelihoods of fisherfolk, sludge, 
access restrictions, and ambient air quality. 

Source: ADB. 2015. Proposed Remedial Action Plan on 
India: Mundra Ultra Mega Power Project. Manila. 

Proposed Remedial Action Plan on 
. Manila. 

Within the limitations of the compliance review function, the monitoring of remedial actions became the 
CRP’s primary vehicle to indirectly capacitate project partners and meet more frequently with ADB operations 
departments on the design and implementation of remedial actions.

 INDIA: MUNDRA ULTRA MEGA POWER PROJECT
The project comprises the construction, operation, and maintenance of a 4,000-megawatt (MW) coal-fired 
power plant on a build-own-operate arrangement, using supercritical technology, near Tundawanda village, 
Mundra Taluka, Kutch District, Gujarat.3 It is one of the ultra mega power projects in India that will supply power to 
Gujarat, Maharashtra, Punjab, Haryana, and Rajastan. It is also one of the first private sector generators in India to 
apply supercritical technology, expected to be more environment friendly than conventional subcritical generation.

After compliance review, the CRP submitted its report, which the 
Board considered on 30 March 2015. The CRP concluded that 
ADB had failed to fully comply with its policies on environmental 
considerations, public communications, involuntary resettlement, 
and incorporation of social dimensions in its projects when it 
failed to advise the private sector borrower, Coastal Gujarat Power, 
Limited (CGPL), to completely identify the persons affected; disclose 
to and adequately consult them; and comprehensively assess the 
impacts of plant operation on air quality, marine life, and the livelihood 
of foot fishers near the power plant.

Management prepared and presented to the Board its remedial action 
plan on 24 June 2015 after receiving the CRP’s comments. The plan 
includes studies on environmental and livelihood impacts to help 
determine the number and magnitude of impacts of plant operation on 
affected persons; and to formulate more specific and  targeted actions 
to address the needs of and prevent future harm to affected persons. 
As the CRP perceived that the plan lacked concrete actions to bring 
the project back into compliance with ADB’s operational policies and 
procedures, it maintains an active role in the review of the studies to be 
prepared and is constantly in touch with Management to ensure that 
concrete actions for the project to achieve compliance will be taken.

3 ADB. 2008. Report and Recommendation of the President to the Board of Directors: Proposed Loan India: Mundra Ultra Mega Power Project. Manila.

MONITORING CASES

Tata Mundra Power Plant.
Source: CRP. 
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Monitoring Cases 7

Project details given above (New Case).
Complaint Status: Monitoring of remedial actions (Year 1)
(The CRP report basically pointed out major design flaws, inaccuracies in detailed 
measurement, inadequate compensation, infrastructure problems in resettlement 
sites, etc.)

CRP Recommendations:
1. Establish a compensation deficit payment scheme.
2. Improve facilities at the resettlement sites.
3.  Improve the functioning of the GRM, to be reflected in a time-bound and 

verifiable action plan.
4.  Develop an appropriate program to build capacity for resettlement in the 

Interministerial Resettlement Committee (IRC), to be reflected in a time-bound 
and verifiable action plan.

5.  Establish a debt workout scheme and dedicated credit line to help highly 
indebted families repay their accumulated debts.

6.  Implement the expanded income restoration program (EIRP) in a sustained and 
sustainable manner. 

Source: ADB. 2014. Final Report on Compliance Review Panel Request No. 2012/2 
on the Greater Mekong Subregion: Rehabilitation of the Railway Project in 
the Kingdom of Cambodia (Asian Development Bank Loan 2288 
and Asian Development Bank Loan 2602/Grant 0187 
[Supplementary]). Manila. 

(The CRP report basically pointed out major design flaws, inaccuracies in detailed 

on the Greater Mekong Subregion: Rehabilitation of the Railway Project in 
 (Asian Development Bank Loan 2288 

To improve the design and implementation of similar projects, 
the CRP highlighted lessons from the compliance review such 
as the importance of (i) early and in-depth consultations with 
stakeholders, particularly project-affected people; (ii) ADB 
staff’s role in assisting the borrower to comply with ADB’s 
operational policies and procedures; (iii) adequate review 
of environmental and social assessment reports; and (iv) 
avoidance of conflict of interest with staff providing assistance 
to the borrower in the preparation of studies and signing off on 
compliance review status.

A CRP validation mission was also undertaken in November 
2015 to find out the progress of various studies and the 
Management remedial action plan. The CRP mission met with 
the relevant CGPL staff and exchanged notes on the progress 
of studies on the livelihood improvement plan, access study, 
air quality monitoring, and National Institute of Oceanography model conformity study. During the discussion, the 
mission highlighted the need to avoid further delay in undertaking these studies and the overriding need to translate 
the study reports into the local language and consult with all possible stakeholders, including the affected persons 
and members of civil society. The CRP mission met with the affected fisherfolk and the members of Machhimar 
Adhikar Sangharsh Sangathan (MASS). During the meeting, the members of MASS urged the need for consultation 
with the affected people on the drafts of various studies.

GREATER MEKONG SUBREGION: REHABILITATION OF THE 
RAILWAY IN CAMBODIA PROJECT

As the compliance review for this project followed the 
procedures under the Accountability Mechanism Policy 
of 2003, monitoring procedures under the same policy 
were followed. Even in the first year of monitoring of 
remedial actions, the project already showed positive 
signs of the impact of compliance review, not only 
on project-affected persons but also in terms of the 
status of compliance. Since the implementation of the 
CRP recommendations entailed resources primarily to 
improve the capacity of the government to implement 
resettlement and to support income restoration for 
affected persons, ADB approved two TA activities: TA 
8810-CAM: Strengthening Resettlement and Income 
Restoration Implementation4 and TA 8680-CAM: 
Capacity Development and Facilitation for Planning and 
Implementation of Resettlement Activities under the 
GMS: Rehabilitation of the Railway in Cambodia Project,5 
in July and December 2014, respectively. 

4 ADB. 2014. Technical Assistance Report on Strengthening Resettlement and Income Restoration Implementation. Manila. 
5 ADB. 2014. Technical Assistance Report on Cambodia: Capacity Development and Facilitation for Planning and Implementation of Resettlement Activities under 

the GMS: Rehabilitation of the Railway in Cambodia Project. Manila. 

CRP site visit to Mundra Ultra Mega Power Project in India.
Source: OCRP.
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Loan Number: 2500 and 2501
Country: Indonesia
Borrower: Government of Indonesia
Board Approval Date: 22 December 2008
Closing Date: 31 May 2016 for both loans
Complaint Status: CRP Final Monitoring Report was sent to the Board  
on 8 Dec 2015
(The CRP report brought out the following: (i) the assessment of the 
complexity of the project could have been more comprehensive, (ii) there 
is failure to ensure a firm commitment to cash compensation, (iii) the 2008 
resettlement plan did not ensure adequate compensation at replacement 
cost, (iv) ADB is not deploying adequate staff resources, (v) there is lack of 
adequate follow-up with the government, and (vi) there is lack of adequate 
information disclosure and consultation.) 

CRP Recommendations:
1.  ADB should ensure that due diligence and dialogue with the government 

and other stakeholders are conducted early in the development of 
resettlement plans for future tranches of the MFF. 

2.  The resettlement framework should be rewritten to ensure that the analysis 
of alternatives  for resettlement; compensation at replacement cost; 
livelihood restoration; and information, communication, and grievance 
redress receive priority. 

3.  ADB should assign the necessary staff resources to address resettlement 
issues early in the project cycle, provide continuous support to the 
government, and ensure the implementation of resettlement plans 
consistent with the time frame of construction work.

Source: ADB. 2013. Final Report on Compliance Review Panel Request No. 2012/1 
on the Integrated Citarum Water Resources Management Investment Program 
Project 1 in the Republic of Indonesia (Asian Development Bank Loans 
2500 [SF]–INO and 2501 [SF]–INO). Manila.

on the Integrated Citarum Water Resources Management Investment Program 
 (Asian Development Bank Loans 

In its monitoring report submitted to the Board in April 2015, for Recommendation 1, the CRP commended a desk 
review by the Cambodia IRC of the detailed measurement survey based on the 2009 DMS data. The CRP noted, 
however, that this exercise did not include upfront consultations with affected households and thus did not fully capture 
all non-inventoried and mis-inventoried assets.

For Recommendation 2, the IRC and ADB jointly prepared an 
inventory of public and nonpublic facilities in the resettlement 
sites. Nevertheless, a time-bound action plan for improving 
existing community facilities, turnover, and upkeep of the 
facilities still needs to be devised in consultation with the affected 
persons to fully comply. For Recommendation 3, the CRP found 
that Management’s action plan regarding improvements to 
the GRM was disconnected from the remedial actions taken 
under Recommendation 1. For Recommendation 4, activities 
under TA 8810-CAM were implemented to augment resources 
for IRC capacity building on resettlement implementation. 
For Recommendation 5, the CRP found that ADB had taken 
significant steps to comply, but these steps had not manifested 
themselves on the ground. For the last recommendation, the 
CRP found that ADB needs to extend support for the 
expanded income restoration program beyond 2016, 
ensure continued robust monitoring of the sustainable 
income restoration of affected persons/households and 
the functioning of self-help groups, and base the timing 
and implementation of exit strategies on the results of 
these monitoring data.  

INDONESIA: INTEGRATED 
CITARUM WATER RESOURCES 
INVESTMENT PROJECT

In 2015, the CRP issued two monitoring reports for this 
project: (i) the first on 24 April 2015, and ( ii) the final 
monitoring report on 8 December 2015.

Designed to support a range of interventions in 
Indonesia’s water sector and to introduce integrated 
water resources management in the Citarum River Basin, 
a multitranche financing facility (MFF) with four tranches 
was approved by ADB in December 2008. Phase 1 of this 
MFF, which is under implementation until May 2016, will 
cover mainly the rehabilitation of a 54 .2-km stretch of 
the West Tarum Canal to improve the flow and quality of 
water from this main source of surface water supply to 
Jakarta. The construction works resulted in involuntary 
resettlement impacts on 1,084 households .

OCRP visiting the Cambodia project site.
Source: OCRP.
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To assist the government in preparing the second tranche of the MFF, several studies were done and have been 
partly completed through a project preparatory technical assistance (PPTA). A bulk water supply (BWS) options 
study was completed, and detailed design work is under preparation. Four BWS options were identified for 
potential financing under the second tranche of the project. For the Cikalong component, a draft resettlement plan 
has already been prepared.

SERD informed the CRP in its monitoring report that the government had decided not to request the second 
tranche of the MFF due to technical considerations. Two of the four BWS options that were selected under the 
PPTA were dropped. Further, the detailed engineering design studies for two other BWS options were delayed. 
Moreover, the government indicated that it might want to consider other BWS options that were not part of the 
PPTA scope. As such, the government decided that the project did not meet the readiness criteria for investment 
with external financing.

Subsequent to information from SERD on the cancellation of Periodic Financing Request 2 (PFR 2) and the overall 
MFF by the Government of Indonesia, the CRP prepared its final monitoring mission for the project. The CRP 
met with Indonesia Resident Mission staff and project consultants on 1 and 2 October 2015 to prepare the final 
monitoring report of this project.

In its final monitoring report, the CRP noted that of the three recommendations, there is partial compliance with 
Recommendations 1 and 2 and full compliance with Recommendation 3. As the investment activities planned 
under PFR2 will not be funded by ADB, Management informed the CRP that there will be no further activities by 
ADB relating to this project, thus ceasing the CRP’s monitoring. In spite of the incomplete implementation of the 
recommendations, the CRP finds that the project has made significant contributions to reforms in Indonesian land 
acquisition and resettlement policies. The preparation of the umbrella resettlement framework for the water sector 
and the draft resettlement framework for the Integrated Citarum Water Resources Management Investment 
Program was based on extensive consultations with concerned agencies. Those consultations demonstrated a 
culture of participation, which is considered essential for effective resettlement programs and consistent with the 
provisions of ADB’s Safeguard Policy Statement. As part of the measures spelled out under Recommendations 
1 and 2, important institution-building measures have been undertaken. Significant institutional capacity 
strengthening and clarification of processes have been achieved under this program through a comprehensive TA 
program supported by ADB to implement measures under Management’s remedial action plan for this Project

While two of the three recommendations have not been fully 
complied with, since there is no succeeding project, ADB’s 
contribution in capacitating the government for designing and 
implementing resettlement under the first tranche of the project 
is noteworthy. In addressing the CRP recommendations, several 
TAs supported the government not only in implementing Phase 
1 but also in improving resettlement planning and consultation 
for succeeding phases, with or without ADB funding. Similarly, 
addressing the policy issues relating to recommendations of the 
CRP contributed to the strengthening of national policies on land 
acquisition and resettlement.

A section of the Citarum River.
Source: OCRP.
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Loan Number: 2612
Country: Philippines
Borrower: KEPCO SPC Power Corporation (KSPC)
Board Approval Date: 11 Dec 2009
Closing Date: 27 Dec 2013 
Complaint Status: Monitoring of remedial actions (Year 3)
(The CRP found the project to be noncompliant in terms of ADB's Environmental 
and Public Communications Policies and Energy Policy.)

CRP Recommendations:
1.  Undertake comprehensive air dispersion modeling that includes the key pollution 

sources in the project area and validate its predictions with actual air emissions and 
ambient air quality data. 

2. Undertake a comprehensive study on ash utilization at cement plants and the 
ready-to-mix concrete plant and implement plant-specific recommendations and 
Environmental Management Plans (EMPs).  

3. Expand or complement the existing Multipartite Monitoring Team (MMT) to ensure 
representation of all communities directly affected and all appropriate nongovernment 
organizations (NGOs) and to facilitate transparent and inclusive communication and 
grievance redress.

4. Implement a community outreach program focusing on preventing negative health 
impacts from air, water, and noise pollution and potentially negative impacts from 
exposure to unprotected coal ash deposits.

Source: ADB. 2012. Final Report on Compliance Review Panel Request No. 2011/1 
on the Visayas Base-Load Power Development Project in the Republic of the 
Philippines (ADB Loan No. 2612-PHI). Manila. 
on the Visayas Base-Load Power Development Project in the Republic of the 

PHILIPPINES: VISAYAS 
BASE-LOAD POWER 
DEVELOPMENT PROJECT

The project is about the construction and operation 
of a 200-MW coal-fired power plant in Naga City, 
Cebu Province using circulating fluidized bed 
combustion boilers that were expected to generate 
relatively low levels of nitrogen oxides and sulfur 
dioxide. It aims to address power shortages in the 
Visayas and provide base-load power to the grid. 
It was designed to (i) support economic growth in 
the Visayas by increasing the availability of reliable 
and competitively priced power without adding 
financial burden on the government; (ii) reduce 
electricity costs by increasing competition and 
efficiency through private sector investment; and 
(iii) be a model for future private sector investments 
in greenfield, environment-friendly, coal-fired power 
generation.

A third monitoring mission was fielded by the CRP 
in June 2015. Its report noted significant progress in 
informing and consulting affected persons about the 
plant’s operation and in conducting the study on air 
quality  management as well as strengthening KSPC’s 
medical outreach and complaint-handling system.

The CRP observed continuing improvements, both 
in the attitude of KSPC staff  to environmental 
and social concerns and in the management of 
such concerns. These improvements are to be 
encouraged, as they augur well for the future of 
the project, the good relations with and well-being 
of the local community, and compliance with 
ADB’s environmental and social safeguards and 
communications policies. The CRP also observed 
that the complainants and community members 
were able to present their grievances to the MMT, as 
they are now invited to meetings and have access to 
the documentation of the meetings. The CRP hopes 
that the MMT will use this new-found opportunity 
to forge a collaborative partnership among all 
stakeholders for making critical decisions once the 
air modeling study is completed to bring the project 
into full compliance with ADB policies.

Visayas site visit. 
Source: CRP.
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KSPC Power Plant in Naga City, Cebu.
Source: OCRP.

By the end of 2015, Recommendations 1 and 4 remain to be partly complied with, as both are dependent on 
the result of the TA on air quality monitoring and the resulting action plan. With Management’s submission 
of documents and information listing APO Cement as a Department of Environment and Natural Resources-
approved facility for the disposal of hazardous and nonhazardous waste, and with fly ash being listed as 
nonhazardous, the CRP decided to close this issue and declare compliance with Recommendation 2. For 
Recommendation 3, the Private Sector Operations Department uploaded the minutes of the MMT meeting in the 
project website, thus completing all the CRP-suggested actions to comply with this recommendation.
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The ADB Accountability Mechanism (AM) is mandated to 
provide recourse to people affected by ADB-assisted projects. 
To make sure that stakeholders are made aware of it, the AM 
proactively informs internal and external stakeholders about the 
Mechanism, how to access it, and the procedures to be followed 
once a complaint is declared eligible. The issue of access and 
building stakeholders’ knowledge and understanding of the 
AM are central in its outreach and in-reach activities. In 2015, 
ADB intensified its efforts to share lessons learned in the past 
10 years of operation and to build stakeholders’ appreciation 
of the importance of project-specific grievance mechanisms, 
especially for complaint-prone projects. This year the AM was 
also cognizant of the importance of other financial institutions 
by exchanging notes, learning from their experiences, and 
discussing possible ways of working together. In total, 716 
(see Figure 1 for distribution of clients reached) persons were 
reached in 17 outreach sessions in seven countries plus eight 
internal sessions for ADB staff and interns. Details of these 
activities are described below.

A careful review of past compliance review cases provide the 
following general lessons: (i) early and in-depth consultations with stakeholders and project-affected persons, 
(ii) ADB staff should assist the borrower to comply with ADB's operational policies and procedures, (iii) need for 
ensuring correct detailed measurement survey of the lost asset, (iv) need to provide the basic utilities in advance in 
the relocated site, and (v) adequate review of environmental and social assessment reports.

Greater Mekong Subregion Outreach, June 2015

The AM mission in this outreach stressed that project authorities and operations departments, including resident 
missions, are in the forefront of promoting accountability and are responsible for ensuring compliance with ADB’s 
operational policies and procedures. It also visited two projects6 to gain firsthand understanding of AM implementation 
from the perspective of the local community. The mission took note that affected persons in these projects are well 
satisfied with the established system of communication and that GRMs are working well and providing timely responses 
to local communities. The projects are good examples of how hydropower projects  should be implemented. Such 
examples should be documented and shared so that others can also learn from their experience.

6 G0195: GMS Northern Power Transmission Project in Lao People's Democratic Republic and L3013: Central Mekong Delta Region Connectivity in Viet Nam.

Figure 1: Total Number of Clients 
Reached

ADB Sta�
(375)

Government
(212)

CSOs
(53)

APs
(34)

IFIs
(33)

PSS
(9)

ADB = Asian Development Bank, AP= affected person, 
CSO= civil society organization, IFI= international 
financial institution, PSS = private sector sponsor

Left photo: AM briefing, Bangkok, Thailand; Right photo: AM briefing, Beijing, PRC. 
Source: TRM/OSPF (left photo); OCRP (right photo).

OUTREACH
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2015 External AM Briefings

JUNE 2015
19 Bangkok, Thailand
22 Suva, Fiji

22–23 Vientiane, Lao PDR
25 Ha Noi, Viet Nam
26 Ho Chi Minh, Viet Nam

OCTOBER 2015
16–20 Beijing, PRC

22 Shanghai, PRC

JANUARY 2015

8 Washington, DC

APRIL 2015

28–29 London, United Kingdom 

NDB President K. V. Kamath was briefed on ADB's AM Policy, and a presentation to the NDB team, led  
by NDB Vice President Zhu Xian, Shanghai, PRC.
Source: OCRP. 

Meeting with Liqun Jin, President, AIIB, on ADB's Accountability 
Mechanism Policy, Beijing, PRC.
Source: OCRP.

Suva, Fiji Outreach, June 2015

Civil society organizations (CSOs) were pleased about the AM but 
warned ADB that affected people are not aware of it. Civil society 
groups recommended that more orientation on the AM should be 
organized for NGOs and affected people working on ADB-assisted 
projects. The session organized for ADB staff brought about a lot of 
discussion on how GRMs can be useful for projects. Staff were keen 
to learn about the Samoa case and how to deal with complaints in 
general. Much discussion also took place on the need for projects to 
document their consultations and allow space for affected people to 
give feedback to the project on aspects that may be causing difficulty.

People’s Republic of China and One-on-One Meetings  
with Asian Infrastructure Investment Bank  
and New Development Bank, October 2015

This was the very first outreach to the People’s Republic of China (PRC) since the AM was established in 2003. The 
mission gave a comprehensive presentation and cited case studies to internalize lessons learned and avoid oversights 
in the whole project cycle. It emphasized the importance of proactively following ADB’s policies and procedures 
and ensuring the same buy-in and ownership from the borrower. CSOs were encouraged to take part, as they play a 
strategic role and are often in a position to act as a bridge between the AM and affected persons. While partnering 
constructively with the government, CSOs can use their influence to mitigate affected persons’ problems before 
escalation into a complaint.

The mission also met top management of the Asian Infrastructure Investment Bank (AIIB) and the New 
Development Bank (NDB) and explained how the ADB AM Policy evolved since 1995 and how it compares with 
other multilateral development banks. AIIB and NDB indicated their interest in collaborating with the ADB AM in 
setting up the respective institutions’ accountability principles and possibly, for AIIB, seconding its staff to learn up 
close about ADB AM policy and practice.

AM briefing, Suva, Fiji.
Source: NGOC. 
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IN-REACH

2015 Internal AM Briefings

APRIL 2015
24 Induction Program  

for New Staff

JULY 2015
29 Briefing of ADB  

Interns

DECEMBER 2015
29 Induction Program  

for New Staff

JUNE 2015
25 Induction Program  

for New Staff

OCTOBER 2015
7 Induction Program  

for New Staff
16 Orientation on  

ADB Safeguards

SEPTEMBER 2015
29 Lessons Sharing on  

Cambodia Railway 
Compliance  Review

Executive Director Mario Sander, Chair, Board Compliance Review Committee (BCRC) joined the event as one of the panelists during 
the knowledge-sharing event on the Cambodia railway compliance review case.  
Source: OCRP.

FEBRUARY 2015
27 Induction Program  

for New Staff

AUGUST 2015
28 Induction Program  

for New Staff

Lessons from the Cambodia Railway Rehabilitation Project

On 29 September 2015, the Office of the Compliance Review Panel (OCRP), the CRP, and SERD jointly held a lesson-
sharing event on the compliance review of the Cambodia Railway Rehabilitation Project. The event shared the views of 
SERD and the CRP in the conduct of the review, the formulation of the remedial actions, and the implementation and 
monitoring of the Board decision on the CRP’s final report. It provided about 100 ADB staff from both operations and 
non-operations units in headquarters and 12 resident missions the opportunity to hear insights to improve project design, 
implementation, and ADB’s overall development effectiveness through a live case. It was an opportunity for ADB project 
staff  to understand the challenges faced by a project in complying with the recommendations after compliance review.

Board Compliance Review Committee Chair Mario Sander addressed the audience during the event, followed by 
remarks from SERD Director General James Nugent and CRP Chair Dingding Tang. All of them emphasized the 
importance of adhering to ADB operational policies and procedures to ensure that projects benefits affected persons. 
Munawar Alam and Lalanath De Silva, project team leader and CRP part-time member and project lead reviewer, 
respectively, stimulated discussions with their presentations on the project. The session was moderated by Nirmal 
Ganguly, Advisor, OCRP.

Bringing the AM Message to ADB Staff

The AM continued its regular presentations in various internal initiatives organized by the Human Resources Policy 
and Program Division. The team deliberately focused its presentations on sample cases that directed staff to lessons 
learned and key expectations required to avoid triggering a complaint or compliance case with the AM. In 2015, 375 
staff attended the eight sessions conducted, of whom 115 were from resident missions, which spurred lively discussions 
of concrete issues on the ground.

14
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2015 Internal AM Briefings

In collaboration with ADB’s Department of External Relations (DER), OSPF cohosted three brown bag sessions 
on project communications. The aim was to raise staff awareness of the importance of project communications 
in avoiding complaints. DER’s Project Communications group provided project support and capacity building to 
ADB’s operations departments and staff to help them communicate better with project stakeholders. Based on 
OSPF's experience, communication enriches project design and strengthens implementation. It helps ADB projects 
enjoy wider consensus, and minimizes reputational risks, project delays, and complaints.

Role of Communications in Project Conflict

The session, held in ADB headquarters, focused on the role that communications played in the complaints that 
OSPF received from Cambodia, Nepal, and Samoa.

The presentation started with a brief background and history of OSPF including the number of complaints received 
since its establishment, and causes of complaints in terms of issues and/or sectors involved. Three recent complaints 
were presented concerning projects in Cambodia, Nepal, and Samoa, with details discussed regarding the causes of 
the complaints, actions taken by OSPF, and lessons learned from the experience. All three complaints indicated that 
the projects did not consult substantively with the affected people, thereby resulting in harm caused to them. In the 
three cases, it was clear that there was no information exchange between the project and the beneficiaries beyond just 
providing project details; there was a lack or absence of regular and constant two-way communication and genuine 
dialogue with stakeholders; and there was low representation of the vulnerable population in consultations. Thus, the 
project implementers were unaware of the project-affected people's sentiments.

Recommendations shared by OSPF were:

•	 Include, at the earliest possible stage, a comprehensive communication strategy that integrates all safeguard 
elements. The strategy must include
 ° design of consultative activities that go beyond simply providing information about the project to 

comply with safeguards requirements;
 ° tailored communication processes to bring out critical issues for dialogue and resolution—especially for 

projects with multiple stakeholders; and
 ° support of the executing and implementing agencies, and the possibility for crisis communication.

•	 Ensure buy-in about communication processes from the onset by the executing/implementing agencies, 
because they own the project.

•	 Project teams should be creative in allocating or leveraging funds for communication activities, as 
investment in communications will prevent conflict.

BUILDING SPACES FOR STAKEHOLDER 
COMMUNICATION 

Children enjoying school at the Ban Palai Elementary School in Paklai District, Sayaboury Province, Lao People’s Democratic Republic. 
Source: ADB.

15
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Public–Private Partnerships

Using a project example outside of ADB, the session aimed to share practical strategies on how communication 
can be effectively designed and used to engage stakeholders, change behavior, and mitigate risks for better ADB 
project results.

Through the Melbourne Convention Center Development project, the Government of Victoria, Australia hoped 
to create jobs and trigger economic activity. The feasibility study showed that a public–private partnership (PPP) 
would provide the best value for money. The project consisted of the construction of a convention center and

the revitalization of the riverside precinct with shops, restaurants, and a new Hilton Hotel and apartments—with 
an overall value of $1 billion. It was recognized as one of the top PPPs in Australia, winning the 2008 National 
Infrastructure Award for Government Partnership Excellence. The award honors innovation in the development 
of successful PPPs to deliver outstanding infrastructure and public services. An important element in the success 
of the project was the establishment of a communication strategy and budget to ensure proper consultations with 
and information disclosure to all stakeholders.

Essential elements of the strategy included:

•	 establishing a multistakeholder Communications Working Group that included key government tourist and 
tourism-related agencies, heritage advocates, and the corporate affairs manager of the private consortium;

•	 conducting strategic briefings with key private sector and industry councils;
•	 media relations, particularly as some key journalists were critical of PPPs;
•	 corporate communications (e.g., 

website, e-newsletter, signage) with 
negotiated and agreed-upon key 
messaging in all disclosures—this was 
crucial to manage the multiple and 
diverse interests of stakeholders and the 
private project partner; and

•	 crisis communications detailing the 
responsibilities of the developer and key 
messages.

The communications strategy was an 
important element of planning. It was 
fundamental, given the value of the project, 
but also due to the visible contribution it would 
make to Melbourne’s Southbank development. 
Key industry and other stakeholders were 
involved in developing the business case and 
were regularly consulted during all stages of 
project development and delivery.7

7 Infrastructure Partnerships Australia: www.infrastructure.org.au

The Melbourne Convention Center , Victoria, Australia.
Source: Presentation of Ms. Heather McLean  on 18 August 2015 entitled “PPP Infrastructure 
Projects and Stakeholders Communication” at a brownbag session organized by DER’s Project 
Communications group. 
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Key lessons drawn from this project are as follows: (i) Early, in-depth, and genuine consultations with stakeholders 
and project-affected people are crucial to project planning and delivery. Adequate time and resources for 
consultations are required and are beneficial in the long term, even in the tightest of project processing and delivery 
schedules. While this may be difficult  for nonsovereign and PPP projects, where project designs are completed 
and implementation is often under way prior to ADB’s involvement, ADB has due diligence processes that allow it 
to assist borrowers/clients to carry out effective communication planning including stakeholder engagement. (ii) 
Communication and stakeholder strategies need to be regarded as integral components of project plans and signed 
off at the highest level of government; and in a complex nonsovereign or PPP setup, they must include key private 
stakeholders in a communication working group to implement communication plans. (iii) All stakeholders must 
commit to a communication strategy, and key messages must be agreed on by the project partners (since private 
companies have their own promotional and marketing machineries).

Consultation meeting between APs and former Cambodia Resident Mission 
Country Director Eric Sidgwick. 
Source: OCRP. 
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Postconflict Communications in Myanmar

The SERD Transport and Communications Division (SETC) is working with the government on the development of 
the GMS East-West Economic Corridor Eindu to Kawkareik Road Improvement Project. The main project output is 
to improve 66.4 kilometers of highway between Eindu and Kawkareik in Kayin State.

Although the Karen National Union and the Myanmar Government signed a ceasefire agreement in 2012, live 
conflict and armed skirmishes still occur between the Myanmar military and Karen splinter groups. Aside from the 
various nonstate armed groups, multiple stakeholders belong to extreme ends of the spectrum, with their varying 
interests, and are diametrically opposed to each other.

Construction of the original road allegedly involved land grabbing, militarization, and human rights violations— 
which is why any road construction is a red flag, particularly for the older generation. Road projects open up 
territories controlled by ethnic minorities, providing physical access to them by the government. This has resulted 
in an impetus for ADB to “do things differently,” since ADB has no track record and no experience in working with 
government ministries, nonstate armed groups, CSOs, and project-affected people in Myanmar. ADB invested in a 
small-scale TA, Maximizing Transport Benefits through Community Engagement, which was instructional in how to 
engage and build relationships with project stakeholders, particularly CSOs, village communities, and armed ethnic 
groups.

As part of the project design, stakeholder analysis, consultations, and strategic communication helped structure 
messages for each stakeholder catering to their motivations—but were carefully crafted to build relationships and 
trust. To consult with the project-affected people, ADB used visual aids to promote discussion and was sensitive 
about the use and impact of political language. The Consultation Guidelines for Myanmar, developed as a result of 
the TA, were customized to fit local conditions and translated into local languages. A project communication plan 
was developed to complement the Consultation Guidelines and other safeguard documents with the objective of 
creating a well-informed and supportive stakeholder community for the project.

Lessons learned demonstrate that efficient communication and genuine consultations were not conducted just to 
comply with ADB standards but to ensure that the project design was improved and made relevant to stakeholders. 
Feedback from stakeholders on their key issues, particularly flooding and  road safety, was used to adjust the 
project design. Headquarters and resident mission synchronization was crucial, not just in the coordination of 
schedules but in relationship and trust building with the government and other stakeholders. The “One ADB” 
principle was practiced, as the project team tapped the expertise and discipline of different people from SERD 
(SETC, Southeast Asia Human and Social Development Division, Southeast Asia Regional Cooperation and 
Operations Coordination Division), OSPF, and the Myanmar Resident Mission. Executing / implementing agency 
buy-in on communication efforts with stakeholders was steadily cultivated through constant updates and linkages.

Meeting with villagers along East-West Economic Corridor Road segment in Kawkareik Township in Myanmar. 
Source: OSPF and SERD.
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Workshop on Working with CSOs for Better Results, and AM Training, on GRMs in Ha Noi, Viet Nam, June 2015.
Source: VRM and OSPF.

Viet Nam: Working with CSOs for Better Results and  
AM Training on GRMs

Pursuant to ADB’s goal to engage with CSOs, OSPF presented the AM to a group of government and CSO 
participants to raise their awareness of the AM and how they, CSOs particularly, can assist affected people in 
raising concerns and seeking redress on ADB-assisted projects.

A second workshop for an informal network of safeguards specialists in Viet Nam aimed at building their capacity 
to implement environmental and social safeguards standards in the country. OSPF’s contribution in this workshop 
zeroed in on increasing their knowledge about AMs including the importance of project-level GRMs. Much 
time was spent in discussing the characteristics of a good GRM, its design, and what it would take to effectively 
implement it.

As a result of these initiatives, OSPF is committed to assist the resident missions and advise on potential problems 
that may arise in projects and what possible measures can be taken to avoid them based on the experience it has 
gained in complaint handling.

OSPF's Participation in the NGO and Civil Society Center’s 
Workshop for NGO Focal Points in the Pacific

OSPF provided inputs as resource persons in a workshop held in 
Suva, Fiji for NGO and Civil Society Center (NGOC) Focal Points 
in the Pacific. The workshop, which aimed at enhancing focal 
points’ skills in effectively engaging with CSOs, had the focal points 
themselves sharing their experiences and lessons learned dealing 
with CSOs in their countries. After more than 10 years and 50 
complaints, of which 16 were filed by NGOs, OSPF shared lessons 
it had learned in dealing with NGOs for the effective resolution 
of complaints received. OSPF urged focal points not to allow 
complaints to fester, as they may unnecessarily create reputational 
harm and added costs for ADB. NGOs, too, even the critical ones, 
have something to say, and when listened to have significant 
contributions to making ADB’s initiatives truly responsive to the 
needs of its ultimate clients.

NGOC's Workshop for NGO Focal Points in the Pacific, Suva, Fiji. 
Source: NGOC. 

TRAINING
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Regional Exchange of Good Practices in Environmental 
Safeguard Management

The Special Project Facilitator (SPF) shared the AM through a video recording with nearly 100 environmental 
safeguards staff of all PIUs of ADB-funded projects in Central and West Asia. The video, which talked about the 
new policy, also shared the number of complaints and the most common subject of complaints from the region 
since 2004 . Lessons learned from the past 10 years along with specific   case studies were also cited. The video 
recording was played in conjunction with a presentation and case study on using GRMs in handling complaints. 
The video was shared in workshops in Pakistan and Kyrgyz Republic.

Washington DC and Europe 
Exchange

The SPF met with senior representatives from the World Bank, 
Inter-American Development Bank, United States Treasury 
Department, International Finance Corporation/Compliance 
Advisor Ombudsman, European Bank for Reconstruction 
and Development, and Oxfam to share lessons learned in 
accountability and good practices and to identify collaborative 
outreach activities in Asia, where possible. These initiatives raised 
the importance of exchanging ideas among stakeholders to ensure 
better project outcomes and early problem solution.

Learning Report on the Implementation of ADB's Accountability Mechanism
OSPF, OCRP, the CRP, the Independent Evaluation Department (IED), and the Sustainable Development and Climate Change 
Department (SDCC) worked together to draft the first learning report on the implementation of the Accountability Mechanism.

The learning report gathers and highlights the lessons and insights that ADB gained in more than 10 years of implementing the AM. 
In a nutshell, it captures the different perspectives of stakeholders in the implementation of this mechanism, which was instituted 
primarily as a venue of last resort to address project complaints. It includes the views and experiences of ADB project staff, the 
CRP, NGOs, project-affected persons, and private sector clients that went through the AM processes. The report distills lessons 
that are intended to guide operations staff in improving project design and implementation, help ADB avoid recurrence of common 
problems, and facilitate a culture change so that the AM is viewed as a positive tool for learning and institutional improvement.  
This report will also benefit those who are interested in broadening their knowledge in the field of accountability of  International 
Financial Institutions (IFIs) to project-affected persons.

AM briefing, North America Representative Office , Washington, DC. 
Source: NARO.

KNOWLEDGE SHARING

Field visit during the regional exchange of good practices in environmental safeguard management  
in Central and West Asia. 
Source: CWRD. 
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Problem-Solving Guide for ADB-assisted Projects

From experiences in handling complaints since 2004, OSPF has developed a problem-solving guide to support 
ADB operations staff and stakeholders in dealing with conflict and problems. The guide aims to assist operation 
departments in mitigating risks by preempting the need for complaints to be brought to OSPF. A pretesting 
exercise with ADB operations staff was organized to validate the guide.

The guide is intended as a reference document for ADB operations staff and their counterparts to solve problems 
encountered in projects. Using a simple framework entitled RESOLVE, the guide includes activities, useful tools, 
case scenarios, and tips for a step-by-step approach to problem solving. Capacity building in the use of the guide 
will be undertaken to further enhance the skills, knowledge, and practices of staff and their counterparts.

Phase Activity Output Tools

Review  
and  

Expound

•	 	Collect	data	about	the	
problem and the situation

•	 Analyze	the	scenario
•	 Analyze	stakeholders
•	 Frame	the	problem

Problem Statement •	 Affinity	Diagram
•	 Stakeholder	Analysis
•	 Problem	Framing	Tool

Solicit
•	 Identify	data	required
•	 Collect	data
•	 Validate	the	problem

Problem Statement with 
Specific Qualitative and 
Quantitative Information

•	 Data	Collection	Matrix
•	 Field	Survey

Observe
•	 Analyze	data
•	 Engage	stakeholders	and	

gather inputs

Root Cause of the Problem •	 Root	Cause	Analysis
•	 Focus	Group	Discussion

anaLyze options

•	 Define	the	objective	of	the	
potential solutions

•	 Generate	solutions
•	 Analyze	potential	solutions
•	 Choose	the	solution

Relevant and Most Feasible 
Solution

•	 Brainstorming
•	 Multistakeholder	

Consultation
•	 Dialogue	and	Negotiation
•	 Mediation
•	 Negotiation
•	 Shuttle	Diplomacy
•	 Weighted	Average	Analysis

improVe
•	 Design	a	plan	of	action
•	 Firm	up	the	Communication	

Plan
•	 Implement	solution

Implementation Plan •	 Action	Plan
•	 RACI	Matrix
•	 Gantt	Chart
•	 Communication	Plan

Evaluate

•	 	Monitor	the	solution	
implementation

•	 Evaluate	solution	
implementation

•	 Report	and	close	the	
problem

Problem Resolution •	 Most	Significant	Change	
Technique

•	 Problem	Reporting
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To make the IAMnet website, which OCRP piloted in 2009, more relevant and useful, it was revised and simpliied for easier access. With assistance from the Office of Information 
Systems and Technology, OCRP has significantly improved the IAMnet website to accommodate more general information about the IAMs of IFIs and similar institutions. The 
enhanced website lists in one page all IAMnet member institutions and provides links to their respective complaints and websites. Previously accessible only to IAM network 
members, the enhanced IAMnet website was revised with the general public in mind. It provides the latest news from IAMnet members, useful materials, and a “Contact Us” 
portion through which queries on specific IAMs can be coursed. The website is updated regularly by OCRP based on new information, contributions, and inputs from IAMnet 
members. This initiative by OCRP was greatly appreciated by various IAMnet members as a very useful and regular effort. Visit independentaccountabilitymechanism.net

Improved IAMnet Website

PARIS: Independent Accountability Mechanisms  
Annual Meeting

ADB’s AM participated in the 12th Annual Meeting of the Independent Accountability Mechanisms (IAMs) held in Paris, 
France on 7–8 December 2015. This year’s meeting, hosted by the European Investment Bank Complaints Mechanism, was 
cohosted by the Inter-American Development Bank, World Bank, International Finance Corporation, African Development 
Bank, and European Bank for Reconstruction and Development. It was attended by 14 organizations. The ADB AM also 
participated in the IAMs’ outreach event with CSOs on 9 December.

The meeting discussed technical aspects of respective mandates, strategies, institutional challenges, operating barriers, difficult 
complaint cases, emerging accountability trends, governance, and independence issues. It deliberated on recent reforms or 
safeguard reviews in some of the IFIs and their impacts on the functioning of AMs. Cooperation among IAMs along with engaging 
with new IFIs and their accountability mechanisms (e.g., AIIB, NDB) and evolution of the IAM group were discussed. Participants 
shared experiences on effectiveness and developing common criteria for measuring success along with methodologies for IAM 
effectiveness reviews. The meeting discussed and shared experiences of innovative communication strategies and approaches for 
institutional learning—what works, e.g., how dispute settlement, compliance, and advisory services can be effectively conducted 
without compromising each other. It discussed how best to improve stakeholder engagement and information disclosure for 
improved development effectiveness. The ADB AM updated the IAM members about its activities in 2015, gave a presentation 
on Ten Years of Lessons Learned in Implementing the AM Policy, and discussed challenges and issues with the development 
impact, costs, and benefits of OSPF intervention, and also led the discussion on safeguard policy and actively participated in the 
discussions with NGOs/CSOs on human rights issues in the process of compliance review.

The meeting also discussed CSO reports on IAMs, improvement of the new IAM website, capacity development 
efforts, knowledge sharing, recent policy reviews of some of the IAMs, and ideas about good practices and lessons. It 
also discussed the plan for cooperating with the IFI stakeholder engagement working group, collaboration to better 
understand practices and cases of other IFIs, joint outreach activities, establishing IAMnet, and further exploring 
involving IAM   alumni in IAM discussions.

The ADB proposal to host the next annual meeting of the IAM network during September 2016 in Manila was welcomed 
by the participants.

12th Independent Accountability Mechanisms (IAMs) annual meeting, Paris, France.
 Source: CRP/OCRP.
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PARTNERSHIP DEVELOPMENT  
AND COOPERATION

Meeting with Compliance Advisor Ombudsman/ 
International Finance Corporation 

The CRP/OCRP team met with Compliance 
Advisor Ombudsman/International Finance 
Corporation (IFC) counterparts on 8 
December 2015 during the 12th Annual 
Meeting of IAMs held in Paris, 7–9 December 
2015, and discussed remedial action relating 
to the compliance review case of the Mundra 
Ultra Mega Power Project in Gujarat, India, 
where IFC was one of the cofinanciers . Both 
the teams agreed that they would cooperate 
to ensure that various studies and action 
plans result in bringing the project back into 
compliance and would also coordinate and 
exchange similar information in case of future 
cofinanced projects.

Meeting with United 
Nations Environment 
Programme and the 
Asian Environmental 
Compliance and 
Enforcement Network

In October 2015, OCRP met with United 
Nations Environment Programme Regional 
Office for Asia and the Pacific (UNEP ROAP) 
and held a separate discussion with the Asian 
Environmental Compliance and Enforcement 
Network to explore joint outreach and 
other areas of cooperation in the area of 
environmental compliance and enforcement.

Lalanath de Silva and Arntraud Hartmann, CRP Part-time Members, and Daniel Adler of the 
Office of the Compliance Advisor Ombudsman. 
Source: CRP.

Sabin Basnyat, Regional Coordinator; Isabelle Louis, Deputy Regional Director; Dingding Tang, 
Chair, Compliance Review Panel; and Nirmal Ganguly, Advisor, Office of the Compliance Review 
Panel.
Source: CRP.
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CLOSURE REPORT UPDATE: Para. 196 of the AM Policy states: “At the end of the process of addressing the ineligible complaints forwarded to the operations 
departments by the OSPF or CRP, the operations department will produce a report summarizing the complaint, issues, actions taken to address the problems or issues, 
decisions or agreements by parties concerned, results, and lessons.”

The Closure Report for the complaint involving the Kyrgyz Republic CAREC Corridor 1 (Bishkek-Torugart Road) Project 3, Loan 2755 (SF ), which was declared ineligible 
by the SPF on 30 July 2013, was submitted on 29 October 2015 and is available at: http://www.adb.org/site/accountability-mechanism/problem-solving-function/
ineligible-complaints-closure-registry. The complaint involved the Environmental Impact Assessment and Environmental Monitoring Plan for the project.

COMPLAINT RECEIVING OFFICER
Visit to Wailotua Village where residents are benefitting from ADB's Third Fiji Road Upgrading Project through tourism  development and trade opportunities 
Source: NGOC.

AM = Accountability Mechanism, CRO=complaint receiving officer, CRP = Compliance Review Panel; OAI = Office of Anticorruption and Integrity; OD = operations department;  
OSFMD = Operations Services and Financial Management Department; SPF = Special Project Facilitator
* Some complaints belong to two categories, but only their primary category is used in the statistics.
Source: CRO’s Complaints Registry (http://www.adb.org/site/accountability-mechanism/complaint-receiving-officer/complaints-registry )

Figure 2: Summary of 2015 Complaints

24

Forwarded 
to OSPF

1

Forwarded 
to OCRP

1

Nepal Melamchi Water 
Supply Project

———————-
Loan Nos. 3110/1820/8235

Cambodia GMS: Rehabilitation of 
the Railway in Cambodia Project

————————
Loan Nos. 2288 and 2602/ 

Grant No. 0187        

Issue:
Difficult road 
access
resulting from 
incomplete
pipeline repair. 

Issue:
Compensation 

and 
resettlement

Within the scope of  the AM Outside the scope of  the AM 

Complaints received 
by the CRO in 2015

21
Procurement Issue
(sent to OSFMD or 

OD; withdrawn)
9

Corruption Issue
(sent to OAI)

1

Mode of ADB-
assistance Issue

(sent to OD)
1

Incomplete 
complaint/complainant

s failed to respond
1

Not ADB-
assisted projects

4

Withdrawn (complainants 
decided to first address 

the issue to OD)
3

Of the 21 complaints received by the CRO in 2015, 2 complaints were within the scope of the AM, and forwarded to 
the SPF and CRP respectively, while 19 were beyond the scope of the AM, and forwarded to relevant ADB offices or 
returned to the complainants.
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FINANCIAL REPORTING
A customer counts Malaysian ringgit at a cafe in Melaka, Malaysia. The former Malaysian dollar was replaced by the Ringgit in 1993. 
Source: ADB.

Figure 3: Composition of OSPF Expenses During 2015

Salaries and Benefits

Sta� Consultants

Business Travel

Representation

Translation Services

0.11%

7.04%

16.27%

76.52%

0.06%

2015 OSPF Budget 
Utilization

Total OSPF expenses in 2015 were $888,502. 
Of this amount, $62,548 went to travel, which 
included (i) a mission to initially review the 
complaint on the DRILIP; (ii) joint outreach 
missions with OCRP to the GMS and the PRC; 
(iii) capacity-building workshops in Myanmar, 
Nepal, and Viet Nam; and (iv) OSPF’s mission 
to Fiji; the United Kingdom; and Washington, 
DC. About $144,539 was used for staff   
consultants assisting OSPF in processing its 
ongoing case in Samoa, in developing the 
problem-solving toolkit designed for staff in 
the operations departments, and in developing 
a methodology for analyzing the costs and 
benefits of the problem-solving function.

Table 1: OSPF Expenses During 2015

OSPF Budget Item Expense ($)
Salaries and Benefits 679,912
Staff Consultants 144,539
Business Travel 62,548
Translation Services 956
Representation 547
Total 888,502
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Figure 4: Composition of CRP Expenses  
During 2015
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Figure 5: Composition of OCRP Expenses  
During 2015

Salaries and Benefits
Business Travel
Sta� Consultants
Representation
Administrative Expense

5.88%
6.68%

86.55%

0.5%
0.84%

2015 OCRP /CRP Budget Utilization

In 2015, OCRP and the CRP spent a total of $1,162,118. Of this amount, OCRP accounted for $479,128, while 
expenses incurred by the CRP accounted for $682,990. Briefly, these expenses relate to the (i) finalization of the 
compliance review report and the initial monitoring of remedial actions on the Mundra Ultra Mega Power Project; 
(ii) monitoring missions for the Cambodia Railway Rehabilitation Project, Visayas Base-Load Power Development 
Project, and the Integrated Citarum Water Resources Management Investment Program Project 1; (iii) determining 
the eligibility of the second request for compliance review of the Cambodia Railway Rehabilitation Project; 
(iv) participation at the 12th Annual Meeting of Independent Accountability Mechanisms in Paris; and (v) conduct 
of joint AM outreach activities to PRC, Lao PDR, Thailand, and Viet Nam.

Table 2: CRP Expenses During 2015

CRP Budget Item Expense ($)
Salaries and Benefits
and Professional Fees* 662,819
Business Travel 20,171
Total 682,990

*Professional fees of part-time CRP members include travel 
expenses.

Table 3: OCRP Expenses During 2015

OCRP Budget Item Expense ($)
Salaries and Benefits 414,696
Staff Consultants 28,187
Business Travel 31,992
Representation 216
Administrative Expenses 4,037
Total 479,128
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OUR TEAM

Office of the Special Project Facilitator Office of the Compliance Review Panel

Jitendra Shah
Special Project Facilitator

Dingding Tang
Head

Jennifer Francis
Principal Facilitation Specialist

Nirmal Ganguly
Advisor

Lea Robidillo
Consultation Officer

Jojo Miranda
Compliance Review Officer

Willie Agliam
Associate Facilitation Coordinator

Julie Mapilisan-Villanueva
Associate Compliance Review 
Coordinator

Dae Rubinos
Complaint Receiving Officer
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BOARD COMPLIANCE REVIEW COMMITTEE

Richard Edwards, Chair 
(from 21 July 2014 to 30 June 2015)

Mario Sander, Chair 
(from 1 July 2015 to present)

Umesh Kumar, Member 
(from 1 July 2013 to present)

Dingding Tang  
Chair, CRP

Zhongjing Wang, Member 
(from 1 August 2015 to present)

David Murchison, Member 
(from 1 July 2015 to present)

Arntraud Hartman 
Member, CRP

Johannes Schneider, Member 
(from 4 August 2015 to present)

Rokiah Binti Haji Badar, Member 
(from 16 July 2015 to present)

Lalanath De Silva 
Member, CRP

COMPLIANCE REVIEW PANEL MEMBERS
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ASIAN DEVELOPMENT BANK

Building Skills and Capacity 
Accountability Mechanism Annual Report 2015

The Accountability Mechanism in 2015—the 12th year of its implementation—concentrated on building skills 
and capacity, both within ADB including resident mission staff and externally among implementing agencies 
and other stakeholders. Country-specific training programs, outreach, workshops, and consultations were 
held in and for Cambodia, People’s Republic of China (PRC), Fiji, Kyrgyz Republic, Lao People’s Democratic 
Republic, Myanmar, Nepal, Pakistan, Samoa, Thailand, and Viet Nam. Coordination was initiated with the 
two new development banks in the PRC: Asian Infrastructure Investment Bank and New Development 
Bank. Office of the Special Project Facilitator (OSPF) resolved one complaint in Nepal, while Office of the 
Compliance Review Panel (OCRP) submitted one compliance review report for India, an eligibility report 
(Cambodia), and annual monitoring reports on several cases (Cambodia, India, Indonesia, Philippines). And 
a joint learning report was prepared by OSPF, OCRP, Independent Evaluation Department, and Sustainable 
Development and Climate Change Department. 

About the Asian Development Bank

ADB’s vision is an Asia and Pacific region free of poverty. Its mission is to help its developing member 
countries reduce poverty and improve the quality of life of their people. Despite the region’s many successes, 
it remains home to the majority of the world’s poor. ADB is committed to reducing poverty through inclusive 
economic growth, environmentally sustainable growth, and regional integration.

Based in Manila, ADB is owned by 67 members, including 48 from the region. Its main instruments for 
helping its developing member countries are policy dialogue, loans, equity investments, guarantees, grants, 
and technical assistance.

BUILDING SKILLS 
AND CAPACITY
ACCOUNTABILITY MECHANISM
ANNUAL REPORT 2015
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