
Consultation Phase of the Accountability Mechanism: Annual Report 2008

The Office of the Special Project Facilitator (OSPF) is responsible for the consultation phase 
of the ADB accountability mechanism. The core function of OSPF is to facilitate problem 
solving using consensus-based methods, seeking agreement among all parties in identifying 
the matters in dispute, ways to resolve problems, and the time frame required. In 2008, OSPF 
continued the consultation process for two complaints, held another complaint in abeyance 
at the request of the complainants, and worked jointly with the Office of the Compliance 
Review Panel to inform stakeholders about the accountability mechanism through outreach 
sessions held in several countries and at headquarters. The approval during 2008 of the ADB 
long-term strategic framework, Strategy 2020, encouraged a fresh look at the role of OSPF 
and underscored its mandate to strengthen problem-solving functions within ADB. The office 
intensified work on its supportive function, with particular emphasis on determining and 
disseminating best practices for project grievance mechanisms. 
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Preface

During 2008, the Office of the Special Project Facilitator (OSPF) received no new 
complaints but continued work on three complaints from previous years: one in 
Pakistan, one in Nepal, and one in Cambodia. Despite the absence of new complaints, 
the office was kept busy fulfilling its mandate to strengthen internal problem-solving 
functions in the Asian Development Bank (ADB).  

The supportive role of OSPF gained added significance in April 2008 with the 
approval by ADB of its new long-term strategic framework (2008–2020), Strategy 2020. 
In our analysis, the emphasis of Strategy 2020 on infrastructure and private sector 
operations may result in more projects with significant social and environmental impacts 
and thus increase the importance of dealing with social and environmental issues.

Our previous experience, particularly with the Earthquake and Tsunami Emergency 
Support Project (ETESP) in Aceh, Indonesia, showed that building grievance mechanisms 
into complex projects can facilitate project implementation by helping to identify and 
address problems early. Thus, consistent with its proactive function, OSPF launched 
programs to determine best practices in project-specific grievance mechanisms and 
undertook a pilot project in proactive complaint handling. First, we tried to learn as 
much as possible about the experiences under the ETESP by working with involved 
staff members and convening a series of workshops to discuss the project’s grievance 
mechanisms. Results of these efforts are posted on the OSPF website (www.adb 
.org/spf). We also (i) launched a program to review  grievance procedures under the 
Southern Transport Development Project in Sri Lanka, (ii) planned investigations of 
grievance mechanisms in several projects in India (originally programmed for 2008 
but now scheduled in early 2009), (iii) performed field reconnaissance to explore 
grievance mechanisms under the Nam Theun 2 Hydroelectric Project in the Lao People’s 
Democratic Republic, (iv) examined the grievance mechanism under the Melamchi Water 
Supply Project in Nepal, and (v) worked with the India Resident Mission and the Office 
of Information Systems and Technology to develop business processes for handling 
complaints in the resident missions. These initiatives will be continued during 2009  
to promote improved problem solving within projects.

Outreach is an important area of OSPF operations and has been receiving increased 
attention. Emphasizing that the accountability mechanism is a single mechanism with 
two parts, during 2008 OSPF and the Office of the Compliance Review Panel continued to 
conduct joint outreach sessions, including numerous briefings in headquarters and missions 
to Azerbaijan, Canada, India, Kazakhstan, United States, and Uzbekistan.

Finally, OSPF has been interested for some time in assessing how well its procedures 
have been working, and so during the second half of the year the office began an 
internal review of its consultation practices.

Robert C. May
Special Project Facilitator
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Role and Mandate of the Special 
Project Facilitator

Background

The Asian Development Bank (ADB) approved 
its new accountability mechanism on 29 May 
2003. It became effective on 12 December 
2003, replacing the inspection function that 
had been established in December 1995.  

The accountability mechanism’s scope is 
wider than that of the inspection function. 
While the latter applied only to public sector 
loan projects, the accountability mechanism 
applies to both public and private sector 
operations. People who might be adversely 
affected by ADB-assisted projects can now 
seek to resolve their concerns through 
a simplified process that emphasizes 
consensus-based problem solving.

The accountability mechanism has two 
key components: (i) a problem-solving 
role (the consultation phase), handled by 
the special project facilitator (SPF); and 
(ii) an investigative role (the compliance 
review phase), which is the responsibility 
of the compliance review panel (CRP). 
Although the SPF and CRP are parts of 
the same accountability mechanism, they 
function independently. The SPF reports to 
the President; CRP reports to the Board of 
Directors.

The consultation phase has rules 
governing (i) complaints; (ii) eligibility of 
complaints; (iii) scope and exclusion of 
complaints; and (iv) eight procedural steps 
including time frame, confidentiality, and 
reporting requirements (see Figure 1 on  
page 4).

Mandate

Problem-Solving	Activities

The SPF promotes consensus-based problem 
solving, seeking agreement among all parties 
in identifying the matters in dispute, ways 
to resolve the problems, and the time frame 
required. People who believe they have been 
adversely affected by an ADB-assisted project 
can use this consultation process regardless 
of whether ADB operational policies and 
procedures were violated. However, they 
must first attempt to resolve their problems 
in good faith with the assistance of the ADB 
operations departments. The consultation 
phase does not supplant the operations 
departments’ project administration and 
problem-solving functions. Further, the 
SPF’s role is limited to ADB-related issues 
concerning ADB-assisted projects. The SPF 
does not interfere with the internal matters 
of any developing member country (DMC).

If the SPF determines that a complaint 
is ineligible, the complainants can take their 
case to CRP, which determines eligibility 
using its own criteria. Complainants can 
file a complaint with CRP after terminating 
the consultation process, either after the 
SPF’s assessment or during the consultation. 
During the consultation phase, the SPF can 
recommend to the President that the process 
be discontinued if further consultation seems 
purposeless.

People affected by ADB projects are 
at the core of the consultation phase, 
which was established for their benefit 
and to improve development effectiveness. 
Complainants often belong to the most 
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vulnerable groups. The Office of the Special 
Project Facilitator (OSPF) exhibits maximum 
sensitivity to their complaints and aims to 
win the confidence of all parties. OSPF has 
drawn up its own guiding principles with that 
objective (see right column). OSPF also seeks 
the assistance of civil society organizations 
(CSOs) in solving problems.

Problem-Prevention	Activities

In addition to its prominent role in handling 
complaints from people who may be adversely 
affected by ADB projects, OSPF also carries out 
proactive activities designed to improve the 
operations departments’ internal problem-
solving functions. These activities include 
collating and integrating internal and external 
problem-solving experiences into ADB project 
formulation, processing, and implementation 
processes. OSPF also provides generic support 
and advice to the operations departments, but 
not for specific cases under review by those 
departments. In addition, OSPF conducts 
outreach programs to the public.    

Guiding	Principles

OSPF is guided by the principles of 
• enhancing ADB accountability  

in development assistance;
• being responsive to the concerns of 

project-affected people, and treating 
all stakeholders fairly;

• reflecting the highest professional 
and technical standards in its 
staffing and operations;

• being independent and transparent; 
and

• being cost-effective, efficient, 
and complementary to the other 
supervision, audit, quality control, 
and evaluation systems at ADB.

3

The OSPF staff
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Figure	1:	 The	ADB	Consultation	Process

Step 1: Filing of the complaint

Step 4: Review and assessment

TWO OPTIONS

Step 3: Determination of eligibility

If the complainant
�nds the consultation
process purposeful
but has serious
concerns about
compliance issues,
the complainant may
�le a request for
compliance review

If the complainant 
�nds the consultation
process not
purposeful, the
complainant may 
�le a request for 
compliance review

If the complaint
is ineligible,
the complainant
can �le a request for
compliance review

Step 8: Termination of the
consultation process

Step 7: Implementation of the
course of action in the consultation

process

Step 6: Comments on �ndings by
the operations department and the
complainant and recommendation

by the special project facilitator

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

process

Step 2: Registration and
acknowledgment

7 days from receipt

21 days from receipt

7 days from receipt
of comments from
the operations
department and 
the complainant

14 days from date
of noti�cation

7 days from receipt
of �ndings

49 days from receipt
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Complaints

Pakistan:	National	
Highway	Development	
Sector	Investment	
Program
–   Continuation of the Consultation 

Process

Action continued on the complaint against 
this project,1 lodged in September 2006, 
with consultation missions in mid-November 
2007 and in early February, late March, and 
May-June 2008 by OSPF staff and by a local 
consultant. After a joint meeting among 
the complainants, the National Highway 
Authority (NHA), and the Board of Revenue in 
November 2007, the district revenue officer 
ordered a reassessment and a resurvey of the 
area. The reassessment of the land corrected 
the earlier assessment considerably in favor 
of the complainants.

In early February 2008, NHA distributed 
the final asset inventory and asked 
the affected persons (APs) to verify its 
correctness and report discrepancies to 
NHA’s resettlement consultant. At the end 
of March 2008, the two underpasses were 
specified: one in Basti Guja for the use of 
pedestrians and animals, and one in Basti 
Hinjrawali that will be wide enough for 
tractors to pass. Designs for the underpasses 
have been prepared. NHA has informed 
the complainants individually of the prices 

for land, structures, crops, and trees, and 
has also provided a flyer explaining the 
process and next steps. On 2 June 2008, 
the amount of land to be acquired by NHA, 
the compensation for the land, and the 
different allowances were announced at an 
award ceremony. APs were asked to submit 
individual complaints if they disputed the 
measurements or rates. OSPF prepared a 
monitoring report and submitted it to the 
Board in June 2008. 

5

1 ADB. 2005. Report and Recommendation of the President to the Board of Directors on a Proposed Multitranche 
Financing Facility and Loan to the Islamic Republic of Pakistan for the National Highway Development Sector 
Investment Program. Manila (Loans 2210-PAK[SF] and 2231-PAK for $773 million, approved on 13 December 2005 
and 15 February 2006, respectively; the loan agreements were signed on 14 June 2006, and the loans became 
effective on 27 July 2006).

Meanwhile, NHA has paid the 
compensation and taken possession of the 
land, structures, crops, and trees. OSPF 
and the Central and West Asia Department 
(CWRD) Infrastructure Division’s local 
consultants did the external monitoring  
of the process, which consisted of  

Awarding ceremony
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(i) verifying with each AP whether 
appropriate compensation and allowances 
had been paid, (ii) assessing the overall 
process of land acquisition through village 
meetings and making sure that women 
were included in the feedback sessions, 
(iii) following up on individual grievances, 
and (iv) conducting a full household 
satisfaction survey. In November 2008, the 
OSPF local consultant confirmed that each 
individual complainant was satisfied with the 
compensation received.  

A participatory process for the  
underpass design is well under way. At  
the complainants’ request, NHA has revised 
the height of the Basti Guja underpass.  
The community in Basti Hinjrawali was 
concerned that their privacy would be 
disturbed due to the height of the road, 
and it was agreed that a parapet wall will 
be constructed to maintain the privacy of 
adjacent houses.

In November 2008, OSPF retained 
a consultant to study the impact of this 
complaint on the stakeholders. The complaint 
is expected to be closed in 2009 after 
construction of the underpasses is completed.  

6

Disbursement of compensation to affected persons
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Construction of underpass
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2 ADB. 2002. Report and Recommendation of the President to the Board of Directors on a Proposed Loan to the 
Kingdom of Nepal for the Urban and Environmental Improvement Project. Manila (Loan 1966-NEP[SF] for  
$30 million, approved on 10 December 2002).

7

ADB officer explaining issues

UEIP lessons learned workshop

Nepal:	Urban		
and	Environmental	
Improvement	Project
–    Lessons Learned from the Complaint

A mission from OSPF in June 2008, together 
with the Nepal Resident Mission, conducted 
a session to discuss lessons learned from a 
complaint against the Urban Environmental 
Improvement Project (UEIP),2 which OSPF  
had received in 2007 and declared ineligible.

The project officer highlighted issues 
related to safeguard measures, the need for 
information dissemination and disclosure, 
improved consultation and participation with 
communities, and appropriate representation 
of different stakeholder groups (including  
the poor, different castes, and women).  
It was emphasized that trust, relationships, 
reputation, and values play important roles 
in community decision making, but are often 
overlooked. 
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The executing agency for the project, 
the Department of Urban Development and 
Building Construction in the Ministry of 
Physical Planning and Works, also stressed 
that the political situation in Nepal hindered 
implementation, and there were a number 
of design flaws (no budget for social 
preparation, consultation, or the required 
social officer responsible for the project).

The executing agency and the 
implementing agencies (nine municipalities) 
have drawn conclusions from the initial 
problems, improved consultations, increased 
the participation of communities, and shown 
flexibility in adapting designs to needs. 
Grievance mechanisms have also been 
established in the municipalities. 

One of the joint secretaries stressed 
that there is a wealth of lessons learned 
that need to be considered in preparing the 
successor project, which is in the pipeline. 
He also stressed that political changes have 
fostered people’s empowerment, and more 
complaints can be expected in the future.  
He said that it is the government’s 
responsibility to listen and react 
appropriately; the ministry needs to build 
capacities at the municipal level and in 
the departments now, during this political 
transition phase. 

OSPF prepared a brochure, The Urban 
and Environmental Improvement Project:
Learning from an Ineligible Complaint in 
Nepal, which summarizes the lessons learned 
from this complaint (see page 14).

3 ADB. 1998. Report and Recommendation of the President to the Board of Directors on Proposed Loans to the 
Kingdom of Cambodia and to the Socialist Republic of Viet Nam for the Greater Mekong Subregion: Phnom Penh  
to Ho Chi Minh City Highway Project. Manila (Loan 1660-VIE[SF] for $100 million, approved on 15 December 1998).

4 ADB. 1998. Report and Recommendation of the President to the Board of Directors on Proposed Loans to the 
Kingdom of Cambodia and to the Socialist Republic of Viet Nam for the Greater Mekong Subregion: Phnom Penh  
to Ho Chi Minh City Highway Project. Manila (Loan 1659-CAM[SF] for $40 million, approved on 15 December 1998).

Cambodia:	Greater	
Mekong	Subregion:	
Phnom	Penh	to		
Ho	Chi	Minh	City	
Highway	Project
–   Continuation of the Consultation 

Process

The project is intended to improve the road 
and border-crossing facilities on the highway 
linking Phnom Penh to Ho Chi Minh City.  
Two loans were provided, one to Viet Nam3  
and one to Cambodia,4 the latter financing 
105 kilometers of National Road No. 1 from 
the eastern landing of the Mekong River ferry 
crossing to the Viet Nam border.

The reconstruction of the Cambodian 
portion of the road led to the resettlement of 
a number of families. In spite of a resettlement 
audit in 2004-2005 and the provision of 
additional compensation in 2005-2006,  
63 APs sent complaint letters to OSPF in July 
2007 requesting additional funding, land titles, 
a job creation project, and a survey of affected 
households. The APs submitted additional 
documents in August 2007, and an OSPF 
eligibility mission visited Cambodia in August 
and September 2007. The SPF declared the 
complaint eligible on 19 September 2007  
and issued a review and assessment report the 
next month. 

In early 2008, the complainants requested 
that OSPF postpone the consultation process 
while other efforts to solve their problems 
were under way. Those efforts, pursued by 
the government and the Cambodia Resident 
Mission together with the APs, continued 
during 2008. The APs consider that the 
ongoing process may solve their problems, 
and at their request OSPF, while keeping the 
case open, has held the consultation process in 
abeyance.

8th proof_OSPF annual.indd   8 2/23/2009   6:45:57 PM
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Client Support Activities 

Table	1:	 Client	Support	Activities

Clients	Reached	in	2008
Type Number

ADB Staff 441

Government 145

Nongovernment Organizations 179

Trade Unions/Federations 32

Private Sector 51

Others 74

TOTAL 922

OSPF actively informs stakeholders about its 
functions and activities through outreach 
sessions, and also provides generic support to 
ADB through briefing and training sessions. 
In 2008, these activities combined reached a 
total of 922 persons (see Table 1 and Figure 2).

Outreach

Nongovernment	and	Civil	
Society	Organizations

Ad	Hoc	Sessions
The NGO Forum on ADB is an Asian-led 
network of nongovernment organizations 
(NGOs) and community-based organizations 
that support each other to amplify their 
positions on ADB policies, programs, 
and projects. The SPF met with Forum 
representatives during the 2008 NGO Lobby 
Day, and at their request OSPF oriented  

11 Forum interns in two batches in 2008.  
The interns came from various organizations 
in Azerbaijan, Indonesia, Kyrgyz Republic,  
Lao People’s Democratic Republic, and 
Myanmar. 

Meetings	with	Japanese	NGOs
In conjunction with consultations on the 
safeguard policy update, a mission briefed 
the Japan Center for Sustainable Environment 
and Friends of the Earth on OSPF reflections 
on its work over the last 4 years. The mission 
encouraged these NGOs to communicate 
directly with OSPF if they have questions or 
concerns. In addition, the mission briefed 
the Japan NGO Center for International 
Cooperation (JANIC) about the accountability 
mechanism. JANIC, a network of 78 NGOs, 
expressed its readiness to disseminate 
information about OSPF to its members. 
Finally, the mission met with the Ministry of 
Finance, which welcomed the information 
that NGOs could communicate directly with 
OSPF.

8th proof_OSPF annual.indd   9 2/23/2009   6:45:57 PM
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Participation	in	ADB	Annual	Meeting
As part of the program for NGOs organized 
by the NGO and Civil Society Center at ADB’s 
41st Annual Meeting in Madrid, Spain, the 
SPF, the CRP secretary, the auditor general, 
and the Operations Evaluation Department 
director general briefed and answered 
questions from about 36 CSO delegates on a 
variety of topics including the accountability 
mechanism. The SPF and CRP secretary 
also met separately with a small group of 
NGO delegates to specifically discuss the 
accountability mechanism.

Meetings	with	Trade	Unions		
and	Federations
The senior project facilitation specialist 
participated in a meeting organized by 
the Rural and Sustainable Development 
Department at the request of Building and 
Woodworkers International. The meeting 
discussed labor concerns related to ADB 
operations such as (i) core labor standards 
issues and how these are incorporated in 
projects, (ii) mechanisms by which trade 
unions can help monitor compliance with 
core labor standards in projects, (iii) HIV/AIDS 

components in projects, and (iv) status of 
identified projects.

OSPF attended the meeting in early 
December between ADB and Public Services 
International (PSI), a global federation 
of more than 600 labor unions. PSI 
presented findings from a study it had 
made on the Madhya Pradesh Power Sector 
Investment Program—an ADB-supported 
project in India—and OSPF staff clarified 
the requirements of the accountability 
mechanism. The meeting was part of an 
ongoing dialogue between ADB and PSI on 
employee and trade union issues in  
ADB-assisted projects.

Networking

Results-Focused	Project	Design		
and	Management	Course
The consultation coordination officer 
attended this 8-day intensive seminar to 
examine the concepts and application of the 
design and monitoring framework (DMF), 
build on facilitation competencies, and 

10

Figure	2:	 Distribution	of	Participants

ADB Staff

Nongovernment Organizations

Government

Private Sector
Trade Unions/Federations

Others

Headquarters

Resident Missions

48%

19%

16%

6%

3% 8%

70%

30%
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network with other facilitators. After in-depth 
study of the DMF, demanding situations in a 
workshop scenario tested the participants’ 
competencies as facilitators. The consultation 
coordination officer gave a brief presentation 
on the ADB accountability mechanism and 
learned about FaciliNET (e-mail: FaciliNet 
@yahoogroups.com), a web-based network 
of facilitators in results-based projects that 
might be a resource for OSPF.

Mediation	and	Dispute	Resolution
The senior project facilitation specialist 
participated in a 5-day workshop at the 
Center for Dispute Resolution in Boulder, 
Colorado, which included situation 
assessment, an assessment of whether 
mediation is useful, and the creation of an 
appropriate environment that will support 
mediation. Each step in the mediation 
process was practiced in small groups, 
emphasizing the skills of probing, framing, 
reframing, and active listening. The dynamics 
of closure, writing the agreement, ethics of 
mediation, and the cultural variables that 
influence problem solving were discussed. 
The senior project facilitation specialist held 

discussions with the center on how they 
could support OSPF.

Annual	Meeting	of	Principals	
of	Independent	Accountability	
Mechanisms	from	International		
and	Bilateral	Development		
Finance	Institutions
The SPF and the senior project facilitation 
specialist attended a meeting hosted by  
the Compliance Review and Mediation  
Unit of the African Development Bank  
in Tunis, Tunisia, on 24-25 June 2008,  
followed immediately by a 2-day civil society 
seminar on community awareness and 
accessibility.  

Since 2004, the principals of the 
accountability mechanisms of the major 
international financial institutions (IFIs) 
have met annually to exchange information 
on experiences and developments in their 
institutions. The meeting this year covered 
a broad array of topics including self-
assessments by the participating institutions, 
monitoring, cofinanced projects, future harm, 
and the impact of country systems. 

11

The civil society seminar was attended 
by representatives of 19 CSOs and 
25 officials from 7 international and 
bilateral financing institutions. The IFIs 
briefly presented their accountability 
mechanisms, with emphasis on 
their promotion of awareness and 
accessibility. This was followed by 
presentations and extensive comments 
from the CSOs on their experiences 
with the mechanisms, and small group 
sessions that yielded recommendations 
for improving accessibility.

When is mediation useful?
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Strengthening	Communication	with	
Stakeholders
In its effort to come up with a current, more 
reliable, and searchable database, OSPF 
reviewed and updated the list of NGOs and 
CSOs it has culled from various sources 
over the past 4 years, expanding its contact 
system to three more categories: colleagues 
from IFIs, facilitators, and consultants it has 
engaged so far. The system will enable OSPF 
to communicate more effectively with its 
stakeholders. It will also be used to provide 
information and to distribute publications 
and updates regarding the work of the office. 
OSPF’s contact system now has 1038 entries.

Resident	Mission		
and	Developing	Member	
Country	Sessions

Joint	Missions	with	the	Office	of	the	
Compliance	Review	Panel
OSPF participated in joint outreach missions 
with the Office of the Compliance Review 
Panel (OCRP) to India in February; to 

12

Azerbaijan, Kazakhstan, and Uzbekistan in 
September; and to Canada and the United 
States in October. During these visits, the 
joint missions met with staffs of executing 
and implementing agencies of ADB projects, 
as well as with representatives of government 
departments and agencies, CSOs, private 
sector groups, and staff members of ADB 
resident missions. These visits afforded 
an opportunity to widen awareness and 
understanding of the accountability 
mechanism and answer questions from 
stakeholders.   

Participants in the Tunis meeting

Outreach in Azerbaijan
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Orientation	for	Executing		
and	Implementing	Agencies		
in	Pakistan
OSPF joined the CWRD Safeguards Unit for a 
mission to Pakistan in August and September 
to orient stakeholders on resettlement and 
to discuss the status of the complaint against 
the National Highway Development Sector 
Investment Program with the local OSPF 
consultant. A total of 56 participants from 
NHA, the Earthquake Emergency Assistance 
Project, the Multisector Rehabilitation Project, 
the National Transmission and Despatch 
Company, provincial distribution companies, 
and the Pakistan Electric Power Company 
attended the sessions. Participants emphasized 
that ADB should orient clients as early as 
possible about its policies and provided other 
useful feedback. For OSPF, teaming up with 
CWRD was an efficient and effective way of 
conducting outreach.

OSPF and OCRP gave joint briefings 
about the accountability mechanism during 
the induction programs for new ADB staff 
members in February, May, and November, 
and for DMC officials in October. 

Publications

Consultation Field Guide
The Consultation Field Guide is an easy-
to-understand and easy-to-reproduce 
explanation of the steps and procedures 
once a complaint is filed with OSPF. It also 
guides APs on what to consider before 
submitting a complaint to OSPF. The Field 
Guide is translated as needed. In 2008, it 
was translated into Azeri, Kazakh, Tajik, and 
Uzbek—making a total of 17 DMC languages.

Brochures	on	Lessons	Learned
OSPF began publishing a series of brochures 
on lessons learned from its experience with 
complaints. The first, Handling Complaints 
Efficiently: Lessons Learned from the 
Earthquake and Tsunami Emergency Support 
Project in Indonesia, is described on page 17. 

Orientation on safeguards and the accountability mechanism
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Orientation	Sessions		
at	Headquarters

In view of the growing importance of private 
sector operations in ADB projects and the 
thrust under Strategy 2020 to scale up 
private sector development in all operational 
areas, the SPF, together with the CRP 
secretary, presented an orientation session 
on the accountability mechanism for Private 
Sector Operations Department staff in July.  
Also in July, the SPF and CRP secretary briefed 
ADB interns on the mechanism.
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The Consultation Field Guide is tailor made for various countries

The second, The Urban and Environmental 
Improvement Project: Learning from an 
Ineligible Complaint in Nepal, shows how 
a complaint, taken seriously, can supply 
important information about a project and 
lead to improvements in implementation, 
even if found ineligible under the 
accountability mechanism. Several similar 
pamphlets are planned for 2009. 

Consultation Primer
OSPF produced a guide to the steps in 
the consultation process both for internal 
use and as an aid for stakeholders to 
understand the process. Short write-ups 
cover registration and acknowledgement, 
determining the eligibility of a complaint, the 
review and assessment process and report, 
the complainants’ decision to continue the 
consultation process, complainants’ and 
the operations department’s comments 
on the findings, criteria for the SPF’s 
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recommendation  at step 6 (see Figure 1 
on page 4), implementation of a course of 
action, and termination of the consultation 
process.

Website

The OSPF website (www.adb.org/spf) received 
59,123 hits in 2008. Peak months were July 
and October (Table 2).

and processes involved if a complaint reaches 
the consultation phase. 

Results-Focused	Design	and	
Management—Thailand	and	India
In keeping with the Paris Declaration 
commitment to managing for development 
results, the Central Operations Services 
Office designed an 8-day facilitators’ 
training course to develop facilitation 
competencies through a hands-on rehearsal 
of typical events in participatory project 
design and implementation. Two such 
courses were held in 2008, one in HuaHin, 
Thailand and one in Goa, India. At both, 
OSPF introduced the consultation phase 
of the accountability mechanism and 
facilitated a topic on “Dealing with Conflict: 
ADB’s Complaint Mechanism” to a diverse 
group of participants coming mostly from 
government, NGOs, oversight agencies, 
freelance consultants, and resident mission 
staff. In Thailand there were 24 participants; 
in India, 34.

Complaint	Handling	for	Resident	
Missions—Sri	Lanka,	Nepal,	India,	and	
Indonesia
OSPF mounted four missions in 2008 to train 
resident mission staff in complaint handling. 
The first was to Sri Lanka in February. It was 
requested by the Sri Lanka Resident Mission 
(SLRM) during preparation of its Consultation 
and Participation Plan, and the design 
followed the needs expressed by SLRM staff: 
preventing or minimizing complaints, dealing 
with verbal complaints, dealing efficiently 
and effectively with written complaints, and 
understanding the usefulness of complaint-
handling systems. Twenty SLRM staff 
participated, including the country director 
and the head of the Project Administration 
Unit (PAU). Actual complaint cases were used 
for practice sessions.

A similar program was held at the Nepal 
Resident Mission (NRM) in June. Sixteen NRM 
staff members participated, including the 
PAU head. A complaint case provided by NRM 
and other cases from OSPF files were used in 
the practice sessions.

Months Hits
January 4,873
February 4,344
March 3,960
April 4,884
May 5,275
June 5,125
July 5,511
August 5,112
September 4,793
October 5,694
November 5,093
December 4,459
TOTAL 59,123

Table	2:	OSPF	Website	Performance		
in	2008

Source: WebTrends log records on ADB.org/SPF

Generic	Support

Training	Sessions

Complaint	Management	Training	in	
Project	Implementation	Seminars
As in the past 3 years, OSPF trained a total 
of 88 staff members from headquarters and 
resident missions in 4 half-day sessions on 
complaint management over the course of 
the year. OSPF explained how to deal with 
and prevent complaints, presented the 
consultation phase to create awareness  
and help participants understand their roles 
under the policy, and discussed procedures 

8th proof_OSPF annual.indd   15 2/23/2009   6:46:04 PM



16

C
lie

nt
 S

up
po

rt
 A

ct
iv

it
ie

s

The same approach was used in 
September for 20 staff of the India Resident 
Mission (INRM). A pre-seminar questionnaire 
elicited expectations. A warm-up activity 
demonstrated that solutions for one problem 
are often just as effective when applied to 
other problems. A multifaceted approach 
was used, incorporating PowerPoint 
presentations, flip charts, small group 
discussions, handouts, rating charts, 
exercises, self-help tools, definitions, role 
playing, preparing responses to complaints, 
practical tools, assessment mechanisms, and 
a model complaint mechanism. 

In November, 12 Indonesia Resident 
Mission (IRM) staff participated in a similar 
training session, with a focus on responding 
to verbal and written complaints.

Safeguard	Policy	Update

The SPF and the senior project facilitation 
specialist participated in the safeguard policy 
update workshops in India, Indonesia, Japan, 
and Pakistan, especially to clarify the relation 
of the safeguard policies to the accountability 
mechanism. They also participated in 
the consultation at ADB headquarters in 
November.

Resident	Mission	Systems

Resident missions are the first point of 
contact for many persons in DMCs, including 
those who have issues or complaints to 
raise. With help from OSPF in 2007, IRM 
had established a system for receiving and 
handling complaints that is working well 
and helping to clarify the actions taken in 
response to issues raised by local people.  
The benefits of a structured complaint-
handling system for resident missions are 
clear, and thus during 2008 OSPF worked 
with INRM and the Office of Information 
Systems and Technology to develop a 
business process showing the detailed flow 
of activities for handling complaints.  

A summary of this system was described to 
the government at the Tripartite Portfolio 
Review Meeting in Bangalore, India, in 
November 2008, and the system will be pilot 
tested during 2009. After pilot testing, OSPF 
will work with the South Asia Department to 
put similar systems in place in other resident 
missions in South Asia, and ultimately in 
other regions.

Grievance	Mechanisms:	
Resources	and	Best	Practices

National	Systems	

Sri	Lanka. OSPF engaged a consultant 
to assess the local context in Sri Lanka for 
complaint handling and grievance procedures 
to help OSPF identify mechanisms that 
might be relevant for its own operations. 
The findings showed that formal grievance 
mechanisms are used mainly in the 
government sector, while NGOs and private 
sector institutions resort most often to 
informal mechanisms. It was recommended 
that OSPF pursue two main strategies to 
optimize complaint handling within ADB 
operations: (i) promote better complaint-
handling systems within ADB-supported 
projects by working with resident mission 
staff and their counterparts in implementing 
agencies, and (ii) conduct more outreach 
activities among stakeholders. 

OSPF supported the SLRM Stakeholder 
Consultation and Participation Plan, 
formulated in 2007, with four activities in 
February 2008: (i) facilitators’ orientation 
session on the ADB/OSPF accountability 
mechanism, (ii) SLRM staff training on 
complaint handling, (iii) stakeholder 
orientation session (national), and  
(iv) stakeholder orientation session 
(Southern Province).
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Stakeholder workshop in Galle, Sri Lanka

5 www.adb.org/Documents/Brochures/ETESP-Indonesia/brochure.pdf
6 www.adb.org/Documents/Translations/Indonesian/ETESP-Indonesia-brochure-ID.pdf

Singapore. A mission met with 
organizations in Singapore working in  
the field of complaint handling and conflict 
resolution to discuss the reasons for 
establishing their grievance mechanisms, how 
those mechanisms function, their experiences 
and successes, and strategies for outreach 
and staff training. Some of the organizations 
encountered could provide excellent input 
and innovative ideas for ADB operations. The 
mission also gained useful ideas for outreach, 
such as electronic information dissemination.

Project-Specific	Systems

Southern	Transport	Development	Project,		
Sri	Lanka. OSPF engaged the Centre 
for Poverty Analysis to evaluate the 
accessibility, efficiency, and effectiveness 
of grievance redress mechanisms in the 
Southern Transport Development Project 
and to prepare a guide for instituting such 
mechanisms in resettlement planning and 
implementation in ADB-assisted projects in 
Sri Lanka. A draft guide will be discussed 
with government institutions involved in 
resettlement and with ADB project officers, 
then finalized and disseminated through a 
workshop-cum-training session in Sri Lanka in 
2009.

Earthquake	and	Tsunami	Emergency	
Support	Project	(ETESP),	Indonesia.  
The ETESP social safeguard advisor, a 
local consultant, presented four seminars 
to professional staff at headquarters on 
the subject of the grievance mechanisms 
under this project. The seminars were 
held for the Office of the General Counsel, 
Regional and Sustainable Development 
Department, Southeast Asia Department, 
and a brownbag seminar open to all. In total, 
59 staff attended. The participants raised 
many cogent questions about the complaint 
process, which have been fed back into 
the project. A detailed report, Earthquake 
and Tsunami Emergency Support Project—
Grievance Mechanism, was produced and 
is available in both English5 and Bahasa6 
Indonesia.  

A brochure based on the detailed report, 
Handling Complaints Efficiently: Lessons 
Learned from the Earthquake and Tsunami 
Emergency Support Project in Indonesia, 
was produced in both English and Bahasa 
Indonesia to train ADB and project staff and 
to explain the grievance mechanism to all 
stakeholders. The brochure focuses on the 
lessons learned from the project regarding 
complaints: (i) set up an effective mechanism 
at the very beginning, (ii) avoid or minimize 
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complaints through timely communication, 
and (iii) assure proper functioning of the 
mechanism. All are affected by the attitude 
of project implementors about receiving  
and reporting complaints.

In November, OSPF convened three 
workshops at the University of Siyah Kuala in 
Banda Aceh to discuss the experiences of the 
ETESP and of other agencies with grievance 
mechanisms in the context of the earthquake 
and tsunami rehabilitation efforts.  
The workshops were attended by NGOs 
participating in the ETESP, by other local and 
international NGOs, and by local government 
officials. The workshops highlighted the 
advantages and effectiveness of project-
specific grievance systems, emphasized the 
importance of continuing these systems 
even after the main rehabilitation efforts 
have been concluded, and provided a 
range of useful lessons learned that will 
be summarized and published. OSPF also 
worked with ETESP and IRM staff to set up 
a popular exhibit highlighting the ETESP 
grievance mechanism as well as those of 
various NGOs and other agencies.

An NGO booth at the exhibit

Workshop and exhibit
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Nam	Theun	2	Hydroelectric	Project,		
Lao	People’s	Democratic	Republic.  
As part of the OSPF response to Strategy 
2020, in which the office is determining best 
practices in complaint-handling systems as 
feedback for operations departments, the SPF 
visited the Lao People’s Democratic Republic 
in August to review its experience with this 
project’s grievance mechanism.

The mission found that the project’s 
grievance procedure has been operating 
effectively. A total of 480 complaints 
had been received since November 2007, 
showing that APs are quite willing to express 
themselves. The Nam Theun 2 grievance 
procedure was built on an existing traditional 
system that is hierarchical, with village, 
district, and provincial levels. The system 
emphasizes information dissemination and 
documentation, and provides an example of 
how systems adapted to local conditions and 

traditions can overcome an innate cultural 
reluctance to refer problems to authorities. 
The grievance procedure needs to be 
reviewed again after the power plant begins 
operations, when further environmental 
impacts are expected.

Melamchi	Water	Supply	Project,	Nepal.  
A mission briefly examined the grievance 
mechanism established under this project. 
A grievance process is in place related to 
road construction, tunnel construction, 
and community grievances, including 
classification, registration, and verification 
of complaints. During field verification, 
the grievance management officer can 
make decisions within a certain mandate 
or refer complaints to the next higher level. 
Grievances and requests are abundant, but 
many are not project related. A more  
in-depth examination is planned for 2009.
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The Office of the Special  
Project Facilitator and ADB’s  
Long-Term Strategic Framework
Strategy 2020, approved by the Board of 
Directors in April 2008, provides ADB’s 
strategic directions to the year 2020 and 
sets its operational and institutional goals. 
The lending portfolio will evolve to be 
more heavily weighted in new strategic 
and operational areas.  In particular, by 
2012, 80% of lending will be in five core 
areas—infrastructure, environment, regional 
cooperation and integration, finance sector 
development, and education. Private sector 
development and operations will be scaled 
up in all areas, by 2020 reaching 50% of both 
the number of projects and the amount of 
annual operations.

Almost all complaints received through 
the ADB accountability mechanism have 
involved infrastructure projects, particularly 
roads. The experience of other multilateral 
development banks (MDBs) has been 
similar: most formal complaints have come 
from infrastructure projects, especially in 
energy, water supply and sewerage, oil and 
gas pipelines, and roads. The MDB that 
has received the most complaints is the 
International Finance Corporation, which 
deals with private sector projects. These 
trends are not surprising. Infrastructure 
projects, whether undertaken in the public 

or private sector, tend to be larger and to 
generate negative side effects on more 
people than other types of projects, primarily 
due to resettlement and environmental 
impacts.

Some of the sectors emphasized in 
Strategy 2020 are those that tend to 
generate side effects and hence complaints. 
Given the projected change in ADB’s 
portfolio, OSPF will focus more strongly on 
its mandate to improve institutional problem-
solving capabilities. OSPF strategy is to assist 
the operations departments in addressing 
complaints early, at the project and resident 
mission levels. This will be done incrementally 
through a pilot project on proactive 
complaint handling at the project level 
and a best practices program to determine 
the parameters of effective, project-
specific grievance mechanisms. OSPF will 
provide feedback from these efforts to the 
operations departments with the objective of 
establishing mechanisms to address problems 
early and thereby avoiding more difficult 
problems later on. This approach is consistent 
with the experience of OSPF and others that 
identifying and dealing with issues as early as 
possible facilitates their resolution.

Budgetary Information
OSPF used a total of $283,015.81 in 2008. 
Of this amount, $50,327.02 went for 
complaint-related expenses and $89,927.98 
for outreach and training activities. OSPF also 

spent $105,070.81 for studies and follow-
up activities regarding project grievance 
mechanisms, and $37,690.00 to assess and 
upgrade OSPF systems.
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Consultation Phase of the Accountability Mechanism: Annual Report 2008

The Office of the Special Project Facilitator (OSPF) is responsible for the consultation phase 
of the ADB accountability mechanism. The core function of OSPF is to facilitate problem 
solving using consensus-based methods, seeking agreement among all parties in identifying 
the matters in dispute, ways to resolve problems, and the time frame required. In 2008, OSPF 
continued the consultation process for two complaints, held another complaint in abeyance 
at the request of the complainants, and worked jointly with the Office of the Compliance 
Review Panel to inform stakeholders about the accountability mechanism through outreach 
sessions held in several countries and at headquarters. The approval during 2008 of the ADB 
long-term strategic framework, Strategy 2020, encouraged a fresh look at the role of OSPF 
and underscored its mandate to strengthen problem-solving functions within ADB. The office 
intensified work on its supportive function, with particular emphasis on determining and 
disseminating best practices for project grievance mechanisms. 

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 substantially reduce poverty and improve the quality of life of their people. 
Despite the region’s many successes, it remains home to two thirds of the world’s poor. 
Nearly 877 million people in the region live on $1.25 or less a day. 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.

Asian Development Bank
6 ADB Avenue, Mandaluyong City
1550 Metro Manila, Philippines
www.adb.org
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