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“We have been affected by an ADB-assisted project. We didn’t know this 
would ruin our farms, the source of our livelihood, our culture, and our 
environment. What should we do?”

Discuss your problem first with the project staff. If you are 
unsatisfied with their responses, you should address your 
concerns to

At least two persons from your community can write a letter of complaint.

The complaint may also come from a local organization, association, or 
other group of individuals from your community.

Some people find it easy to appoint a representative who can duly 
represent them.

• We, at the Office of the Special Project Facilitator, are 
ready to listen to your complaints with the aim of finding 
satisfactory solutions to problems.

• We provide an independent forum for people and 
communities who have been adversely affected by an 
ADB-assisted project.

• We handle the Consultation Phase, which involves 
a series of activities and dialogue with all concerned 
parties to reach a good resolution.

The Offi ce of the Special Project Facilitator 
(OSPF)

Asian Development Bank
6 ADB Avenue, Mandaluyong City 1550

Metro Manila, Philippines
Tel: (+632) 632-4825 
Fax: (+632) 636-2490

E-mail: spf@adb.org 
Website: www.adb.org/spf



In situations where there is an Implementing Agency 
at the local level, your complaints should fi rst be 
addressed to the

Remember

Before approaching OSPF about a complaint, 
discuss your problem with the project staff of the 
Implementing/Executing Agency 
involved in the project, and with the Project 
Officer from the ADB Operations Department:

Document and attach correspondence, details of meetings, 
emails, and other communications.

Implementing
Agency (IA)

Executing
Agency (EA)

ADB Operations
Department

Offi ce of the Special
Project Facilitator

(OSPF)



“ What do we have to prepare and consider before 
deciding to write a complaint to the Office of the 
Special Project Facilitator (OSPF)?”

We want to act on your complaint as efficiently as 
possible. So make sure you have done the following:

• Before approaching OSPF about a complaint, discuss 
your problem with the project staff of the Executing/
Implementing Agency involved in the project, and with 
the Project Officer from the ADB Operations Department. 

• Talk to other members of your group, neighbors, or 
community. Thoroughly assess the situation and 
determine if the problem you are experiencing is caused 
by an ADB-assisted project.

• It is important to note how many of you are affected and 
in what way you have experienced harm.

• Write down detailed factual and verifiable descriptions 
of the harm you have experienced to support your 
complaint. This may include specific adverse effects on 
your livelihood, environment, or community.

• Identify the name of your group or the complainant.

• If you choose to have somebody represent you, for 
example an NGO or a local leader, make sure you 
provide your representative with a letter of authority.

• Indicate the complainant’s and authorized 
representative’s name, contact address, and other 
relevant information.

• Indicate the name and location of the ADB-assisted 
project that has caused you harm.

• If you decide to keep your name confidential, indicate it 
in your letter. We assure that all matters will be kept in 
confidentiality.

• Agree with your group/community what action or 
outcome you expect from ADB.

• Write your letter-complaint in either English or your 
national language.



Date:

Office of the Special Project Facilitator
Asian Development Bank
6 ADB Avenue, 1550 Mandaluyong City 
Metro Manila, Philippines

Tel: (+632) 632-4825
Fax: (+632) 636-2490
Email: spf@adb.org

Dear Special Project Facilitator,

We, , whose 

names and addresses are attached, live in .

We hereby present this complaint to the Special Project Facilitator. [If the complaint is fi led through a 
representative, please provide the names of the project-affected people with their addresses and 
evidence of authority to represent them.]

1. We are currently experiencing problems due to an ADB-assisted project [specify name and description 
of project, and specify the site and country where it is located].

2. The direct harm we experience is/are the following: [describe the problem].
3. We seek the following outcomes and remedies through the help of the Special Project Facilitator: 

[describe what you would like to happen, how the harm or problem can be resolved].
4. We have previously made efforts to address our problem with the EA/IA and ADB Operations 

Department concerned in the following manner: [list and attach correspondence, details of meetings, 
emails, and other communications].

5. We do not request that our identities be kept confidential
 [or]
 We request that our identities be kept confidential for the following reason: [state reason].
6. You can contact us at: [specify directions how to set a meeting with you and/or your authorized 

representative].

Signatures:
Names:  
Addresses:
Other contact information:
Tel:   
Fax:
Email:
Attachments: [complete list of complainants and addresses; representative’s letter of authorization, if any]

 [(name of your group) or name of representative authorized by your group]

[location and country]

SAMPLE LETTER OF COMPLAINT 

Some matters not eligible for 
complaints/requests
• Allegations of fraud and corruption
• Procurement of goods, services, and consulting services
• Projects with a project completion report
• ADB personnel matters



“What happens when our letter of 
complaint is filed at OSPF?”
1. Within 7 days from receipt of your letter, we will register the complaint and 

we will send you an acknowledgment letter.
2. Within 21 days, we will determine the eligibility of your complaint. 

• We will verify, in good faith, your first efforts to address the problems with the concerned  
ADB Operations Department and Executing Agency/Implementing 
Agency.

• We will study pertinent documents and analyses regarding the 
issues mentioned in the complaint.

• We may visit and discuss the complaint with you and other 
concerned parties.

3. Once we determine that the complaint is eligible, we will come again 
and conduct a review and assessment. This will help us determine 
the nature of the problem; the parties involved; the remedies you are 
seeking; and, most important of all, the proposed action to resolve the 
problem.
• From the time we receive your complaint, it will take about 49 

calendar days to complete the review and assessment. If the matter 
is complicated, it might take longer. But we will discuss this with you.

4. Upon completion of the review and assessment, we will send you or your representative our findings and 
recommendations.

5. When you receive the findings and recommendations, discuss these with your group.
• Write down your comments and suggestions.
• Collectively, you have to decide whether to continue (or not) with the consultation process.
• Inform us of your decision. We must receive your decision within 14 days after you receive the report.

 If you decide to continue,
6. We will agree on possible courses of action or resolution together with all parties involved.
7. Thereafter, all parties will follow the agreed upon course of action until the problem is resolved.

“When does the consultation process stop?”
As much as possible, we will continue the consultation process until all parties agree to terminate it.

If you have serious concerns about compliance, you may file your  
complaint with the Compliance Review Panel. 

Address your letter to

The Secretary
Compliance Review Panel
Asian Development Bank
6 ADB Avenue, Mandaluyong City 1550 Metro Manila, Philippines
Tel: (+632) 632-4149  •  Fax: (+632) 636-2088
Email: crp@adb.org  •  Website: www.compliance.adb.org



Consultation Phase of the ADB Accountability Mechanism 

About ADB and its Accountability Mechanism
ADB is a development finance institution whose mission is to help its member countries reduce poverty and 
improve their living conditions. ADB also provides policy dialogue, loans, and technical assistance.

To help assure the smooth flow of ADB support to its member/partner countries, and to address complaints 
that are raised by people who may be adversely affected by a project, ADB has established an Accountability 
Mechanism.

The Accountability Mechanism has two offices: 

• The Office of the Special Project Facilitator (OSPF) has a problem-solving role and handles the Consultation Phase.

• The Compliance Review Panel investigates requests concerning policy violations. It handles the Compliance Review 
Phase.

An action-oriented dialogue toward achieving appropriate 
solutions to complaints from project-affected people.


