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MESSAGE

Accountability, transparency, 
openness, and public consultation 
are critical elements for success in 
any development initiative. As an 
international development agency 
dedicated to eliminating poverty in Asia 
and the Pacific, the Asian Development 
Bank (ADB) constantly strives to 
enhance all of these aspects of its 
operations. 

In 2003, ADB took an important 
step forward with the adoption of 
the Accountability Mechanism, 
which formalized its commitment to 
these principles and provided clear 
processes for ensuring that the voices 
of people affected by ADB projects and 
programs are heard and acted upon. 
In 2012, following an extensive review, 
the Accountability Mechanism was 
updated to improve its accessibility, 
credibility, efficiency, and effectiveness.

The Accountability Mechanism has 
not only strengthened due diligence 
in projects; it has made ADB a 
stronger institution overall, with a 
greater emphasis on openness and 
accountability across all our operations.

It has also taught us some important 
lessons. In this regard, I cannot emphasize 
enough the importance of consultation. 
In the 10 years since adoption of the 
Accountability Mechanism, ADB has 
received 56 complaints, of which 26 
were eligible for problem-solving or 
compliance review. Almost all of these 
complaints stemmed from a lack of proper 
consultation with, and participation of, 
affected people. While we have been 
successful in resolving most complaints, 
it is critical to keep up our best efforts to 
maintain the integrity of our operations, 
and the trust and support of all our 
stakeholders.

Since assuming the Presidency of ADB, 
I have been promoting an 8-point 
development agenda that I believe can 
help developing Asia and the Pacific 
sustain high growth rates and build on its 
record of success in poverty reduction. 
Among these, I stress the need for good 
governance, inclusiveness in society, 
and a shared vision for development. 
Through the Accountability Mechanism, 
we can assure our member countries and 
development partners that we hold ADB 
itself to the highest standards in these 
areas to create maximum development 
impact.

MESSAGE FROM ADB PRESIDENT

TAKEHIKO NAKAO
President
Asian Development Bank
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MESSAGE THE ACCOUNTABILITY MECHANISM

ADB   Asian Development Bank
AM   Accountability Mechanism
AP   affected people
BCRC   Board Compliance Review Committee
CERDP  Community Empowerment for Rural Development Project
CRP   Compliance Review Panel
LARP   land acquisition and resettlement plan
NGO   nongovernment organization
NHA   National Housing Authority
OCRP   Office of the Compliance Review Panel
OD   operations department
OSPF   Office of the Special Project Facilitator
PAF   prevention, appraisal, and failure
SPF   Special Project Facilitator

ABBREVIATIONS
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THE ACCOUNTABILITY MECHANISM

ADB’s Accountability Mechanism (AM) provides 
people adversely affected by ADB-assisted 
projects with a forum for:

Requesting review of alleged 
noncompliance by ADB with 
its own operational policies and 
procedures that may have caused, 
or are likely to cause direct or 
material harm. 

The AM advocates clarity of the role of each stakeholder, consensus, good governance, partnerships, 
reciprocity, shared responsibility, and transparency in achieving ADB’s vision of ridding Asia of poverty.

Airing grievances that have 
inadvertently arisen as a result of 
project operations

The operational principles that guide 
the AM are:

Free and active participation

Open access to relevant information

Fairness to all stakeholders

Transparency, and

Independence

ACCOUNTABILITY MECHANISM
OBJECTIVES AND FUNCTIONS



8 |

MESSAGE

Why an Accountability 
Mechanism?
• Commitment to responsiveness 

and fairness to communities ADB 
serves

 Empowers communities to  
 engage with both ADB staff  
 and partners

• Measures ADB’s development 
effectiveness and project 
efficiency

 Reflects highest    
 professional and   
 technical standards in ADB staff 
 and operations

• Fosters cooperation, good 
governance, independence, and 
transparency 

  Complements other ADB  
 problem solving and   
 compliance systems 

Explores possible solutions
to the problem

THE ACCOUNTABILITY MECHANISM
ACCOUNTABILITY MECHANISM
OBJECTIVES AND FUNCTIONS

The AM’s facilitator 
has provided excellent 
mediation during 
negotiation, and 
communities are now 
more aware of their 
rights. It was good to see 
that the complainants 
admitted some mistakes 
they made rather than 
the project faults only. 
The negotiation process 
delivered a win-win 
solution to both sides: 
the executing agency, 
as owner of the Project, 
and the complainants as 
beneficiaries.

 “

 ”
H.S. Soewartono
Senior Project Officer
Community Empowerment 
for Rural Development 
Project, Indonesia

 “
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ADB’s ACCOUNTABILITY MECHANISM

Consults the complainants on
what harm was caused

Acts as a fact–finding body: 
Consults ADB staff and external 
stakeholders regarding issues raised 
by complainants

Explores possible solutions
to the problem

Prepares a report that complainants, 
borrowers, and ADB management
can comment on

Submits findings and conclusions 
to ADB’s Board of Directors (Board)

Monitors implementation of remedial 
actions agreed by the Board and 
reports progress to the Board

Achieves consensus from all
parties on agreed solutions

Monitors implementation
of agreed actions 

Complainants can authorize a local or regional nongovernment organization (NGO) to represent them. NGOs can facili-
tate communication by acting as intermediaries between affected people (AP) and the AM.

THE ACCOUNTABILITY MECHANISM
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ACCOUNTABILITY MECHANISM
OBJECTIVES AND FUNCTIONS
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Improves understanding of how a project can benefit a local 
community

Resolves issues at the community—level before they escalate; 
encourages communication and problem solving

Rallies stakeholders together; increases trust and cooperation

Provides ADB with constructive feedback that improves project 
designs and services delivered by projects

Promotes a culture of transparency among project beneficiaries, 
the borrower, and ADB

Allows project beneficiaries to help improve project design, 
implementation, and grievance redress systems

HOW PROJECT-AFFECTED PEOPLE CAN BENEFIT
FROM ENGAGING WITH THE AM:

Engaging with the AM improves the interface between local communities, government, civil society organizations, 
and ADB.

BENEFITS OF ENGAGING WITH THE
ACCOUNTABILITY MECHANISM



Our Journey
The AM’s First 10 Years of Operation
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2004
First three cases received
regarding ADB safeguards policy 
on large-scale infrastructure 
projects

2006
Priority given to outreach
programs in developing
member countries

2009
Record number of 14 
complaints received

2003
In-country consultations, 
series of reviews, and 
adoption of AM Policy
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Complaints Received by AM

12
10

8
6
4
2
0

OCRP 0 0 0 0 1 0 2 2 1 0

3 1 6 2 0 13 7 7 2 6 1OSPF

HIGHLIGHTS OF THE AM’S FIRST
10 YEARS OF OPERATION

AM=Accountability Mechanism, OCRP=Office of the Compliance Review Panel, 
OSPF=Office of the Special Project Facilitator

Resettlement, compensation, 
and land acquisition

Information

Consultation and Participation

Agriculture, natural resources,
environment

Village Infrastructure a

Community and social issues b

Livelihood

Others c

47

24

20

22

11

12

3

6

Subject of Complaints Number of Times Raised

a  Includes school reconstruction, bus stops, road alignment, providing underpasses for agricultural 
machinery, passes for cattle and other livestock, and road or footpath links for facilitating distribution 
of goods or services.
b  Includes issues relating to gender, health, indigenous peoples, social impact assessment and social 
uplift programs
c  Includes issues relating to unaffordable electricity rates, reform of the power sector, procurement, 
loans, and contracts.
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2010
Joint Board–Management 
Working Group established 
for reviewing AM Policy

2011
Complaint-handling for
development projects training 
manual pilot testing in Indonesia

2012
2003 AM policy reviewed;
Revised AM policy takes 
effect

2014
Cases in
total recorded

27
(48%)

12 (21%)

7 (12%)

2 (4%)

3 (5%)

1
(2%) 1

(2%) Multisector

Regional Technical Assistance

Education

Rural Infrastructure

Industry and Trade

Agriculture and Natural Resources

Energy

Water and Other Municipal 
Infrastructure Services

Road Transport

1
(2%)

Complaints Received by Sector
As of 30 June 2014

2 (4%)

HIGHLIGHTS OF THE AM’S FIRST
10 YEARS OF OPERATION

Southeast Asia

South Asia

East Asia

Central and West Asia

24
(43%)

2
(3%)

15
(27%)

15
(27%)

Complaints Received by Region
As of 30 June 2014
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The objectives of the Community Empowerment 
for Rural Development Project included upgrading 
Indonesia’s institutional capacity for community 
development, establishing community savings and 
loans organizations, upgrading infrastructure of 
various types, and supporting project management in 
11 districts of Kalimantan and Sulawesi. 

This project demonstrates how the AM can enable 
villagers to express project-related concerns.

In the case of this project, villagers from five beneficiary 
communities expressed their concerns through three 
NGOs they had selected as representatives. In short, 
the villagers felt that their voices were not being 
heard by government agencies at the local, district, 
provincial, and national levels, as they had previously 
communicated their concerns to these agencies. 
Specifically, they felt that they had not been adequately 
consulted about the infrastructure that was to be 
constructed under the project. Other complaints 
focused on the project’s alleged lack of provision for 
capacity building, community financing; and adequate 
information concerning project design.

Indonesia Issues

In response to the above concerns, OSPF facilitated 
a highly participatory consultation process. Using a 
village-by-village approach, the first step taken was a 
joint fact-finding mission followed by 
multistakeholder consultations that included 
participation by the villagers themselves, as well 
as their village heads and representatives of their 
associations. These consultations clarified the issues 
to be addressed, as well as the next steps to be taken 

Outcome
Intervention

CASE STUDIES
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CASE STUDIES

Feedback and complaints from project beneficiaries 
or NGOs are opportunities for rectifying issues or 
concerns at an early stage, thus preventing their 
escalation. Project implementation is a shared 
responsibility which demands openness among all 
stakeholders and their willingness to be involved.  

and their likely outcomes. The consultations also 
allowed feedback to be gathered from all parties. 

Small teams of villagers and engineers then inspected 
the infrastructure to be constructed or upgraded under 
the project. These inspections used the plans for the 
infrastructure concerned that had been generated 
during project design as their basis. Prospects for 
improving the design of the infrastructure were then 
assessed. Among the concerns uncovered by these 
inspections were long-term maintenance requirements 
for ensuring that the infrastructure would function as 
planned. Commitments as to how the infrastructure 
was to be maintained were then obtained from the 
villagers and district governments alike. 

In September 2005, the results of this fact-finding and 
review process were presented at plenary
multistakeholder consultations in each of the five 
villages. These consultations detailed the requirements 
and issues relating to both the existing and planned 
versions of the infrastructure financed under the 
project. The consultations likewise emphasized shared 
responsibilities and the setting of priorities. They 
also highlighted ADB’s justification for including the 
investments to be financed under the project. 
 
An immediate result of this intervention was both 
improved transparency and villager participation, 
particularly with regard to the project components that 
related to capacity-building and financial facilities. This 
included upgrading of complaint and recourse systems.
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As a result of open communication facilitated by project 
staff members, the NGOs concerned, and OSPF alike, a 
smooth transition was achieved from voicing complaints 
to concrete improvements to the project. Further, this 
process allowed both the project’s capacity-building 
and financial facility components to be implemented 
satisfactorily. 

Finally, the complaint resolution mechanism established 
under the project allowed all parties to continue 
reporting issues relating to implementation of the 
agreements reached, and for these to be successfully 
resolved. In this regard, intervention by the three NGOs 
that acted as intermediaries was critical to bridging 
cultural gaps and overcoming language barriers. This 
allowed active participation in decision making by the 
villagers, and potentially negative project impacts to be 
averted. 

At the community level, the AM enables stakeholders 
with concerns about project-related impacts to work 
together to resolve these concerns, or in many cases, to 
avert them entirely. In short, ADB’s Project Grievance 
Redress Mechanisms are a tool for both empowerment 
and encouraging accountability.

Outcome

The National Highway Development Sector Investment 
Program had several overall objectives. These were to 
establish regional connectivity, to promote economic 
growth, to improve policy toward Pakistan’s road sector, 
and to strengthen the overall institutional capacity of the 
National Housing Authority (NHA). 

One of the project’s major goals was to rid a number 
of sections of the national highway of bottlenecks that 
caused chronic traffic congestion. Of particular concern 
in this regard was the portion of National Highway 70 
linking Multan with Muzaffargarh in Punjab province.

Pakistan

CASE STUDIES
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CASE STUDIES

In response to the above concerns, multistakeholder 
consultations were convened with the complainants, 
ADB, NHA, and local government representatives all 
attending. These consultations were productive in that 
binding agreements were reached and signed. In short, 
these agreements included (i) release of an updated list 
of affected persons; (ii) construction of two underpasses; 
(iii) explanations by NHA of the proposed compensation 
rates, including the methods by which these were 
calculated; (iv) collection of applications for higher 
compensation rates; and (iv) disclosure of the revised 
resettlement plan. 

OutcomeIntervention

The subject of concern to approximately 53 villagers 
was that improvement of the Muzaffargarh Bypass 
would cause their homes to be displaced. Specifically, 
the complainants requested (i) alternate alignments of 
Highway 70 that would avoid their displacement, (ii) full 
transparency with regard to the project’s process of land 
acquisition and resettlement, (iii) detailed information 
about ongoing land acquisition and resettlement 
activities, and (iv) full compensation for their losses at 
market value paid in a single installment.

Issues
This intervention led to a number of desirable results. 
These included close communication by all parties, 
regular monitoring of implementation of the agreements 
reached, and briefing of complainants on the progress 
achieved in the resettlement and compensation process. 
All of these developments enabled beneficiaries who 
might be negatively impacted by the project to make 
informed decisions. 

For ADB’s part, the operations department concerned 
monitored the above developments by means of regular 
reports filed by a local observer. As a result, it was able to 
guide NHA in preparing a revised resettlement plan, and 
in implementing an appropriate action plan.
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further demonstrated that some form of field presence 
for operations departments is critical to ensuring that 
resettlement plans are implemented appropriately, and 
that compliance with safeguard policies is maintained.

Attending to a complaint early increases the chances of successful resolution. Delaying resolution of a 
complaint typically leads to more problems, as well as complications that can potentially make successful 
resolution impossible. In short, the key to successful complaint resolution is commitment on the part of all 
parties to joint resolution of the issue concerned.

The intervention described above allowed all 
complainants to feel that their complaints had been 
heard, as well as resolved. The value of their land 
was reassessed, and substantial adjustments to 
compensation rates were made. The two underpasses 
constructed by the government made crossing the road 
far safer than it would otherwise been, particularly for 
children and livestock. 

The intervention also led to significant improvement in 
the manner in which NHA interacted with beneficiaries 
who were negatively impacted by the project, 
particularly with regard to information-sharing and 
consultation. It likewise highlighted the importance of 
pragmatic grievance redress mechanisms that not only 
resolve complaints effectively and efficiently, but that 
also safeguard the rights of all stakeholders. This case 

Outcome

CASE STUDIES
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CASE STUDIES

The objective of the Central Asia Regional Economic 
Cooperation Transport Corridor 1 Project was 
improvement of the 39-kilometer Bishkek–Torugart 
road. This roadway is of particular importance as it 
is part of the road transport link between the Kyrgyz 
Republic and the People’s Republic of China. The 
project, which is located in the At-Bashy Region of the 
Kyrgyz Republic, was facilitated by a $20 million grant 
approved by ADB in November 2008.

The complainants asked for compensation for two shops, 
several tracts of land, and 15 trees that formed part of the 
roadway to be improved under the project. A local NGO 
leader who lived in the project area represented the 
complainants.

Issues

The primary focus of the intervention was preparation 
of a land acquisition and resettlement plan (LARP) 
in consultation with the complainants. Critical to the 
success of the LARP was ensuring that appropriate 
compensation was paid, and that a grievance redress 
mechanism was established. Orientation sessions carried 
out under AM auspices explained the policies in place for 
addressing involuntary resettlement. These sessions also 
included modules that helped prepare the members of 
beneficiary communities for participation in the remedial 
actions that were to address the complaints raised, as 
well as capacity-building sessions for all stakeholders.

OutcomeIntervention

The Kyrgyz Republic
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Ultimately, the LARP was formulated and implemented 
in coordination with all stakeholders. That said, the 
AM acknowledges that the lessons learned from this 
challenging project inspired greater resolve on the part 
of ADB to strengthen its policy dialogue, 
capacity-building efforts, and technical support to 
government agencies and other stakeholders, as well 
as to adopt sound land acquisition and involuntary 
resettlement policies and practices that are consistent 
with internationally accepted standards.

Outcome

The Accountability Mechanism enables 
stakeholders to identify remedies to the 
concerns raised by complainants. For their 
part, complainants often acknowledge that the 
benefits they receive from the AM process far 
exceed simple monetary compensation, in that 
they extend not only to capacity development, 
but to a sense of personal victory and efficacy 
in improving their own lives. Efficient handling 
of complaints thus delivers long-term benefits 
that far exceed monetary compensation.

CASE STUDIES
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OTHER ELIGIBLE CASES

Nepal
Melamchi Water Supply 
Project 
SPF’s Final Report: 
December 2004

Sri Lanka
Southern Transport 
Development Project
SPF’s Final Report:
 March 2005 
CRP’s Final Report: 
July 2005

Cambodia
Phnom Penh-Ho Chi Minh 
Highway Project
SPF’s Final Report:
June 2010

The People’s 
Republic of China
Fuzhou Environmental 
Improvement Project 
SPF’s Final Report: 
February 2010 
CRP’s Final Report: 
October 2010
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Pakistan
Rawalpindi Environmental 
Improvement Project, 
(Sewage Treatment Plant 
Component)
SPF’s Final Report: 
November 2010

Tajikistan
Education Sector Reform 
Project
SPF’s Final Report: 
October 2011

The Philippines 
Visayas Base-Load Power 
Project
SPF’s Final Report:  
June 2011 
CRP’s Final Report:  
April 2012

Pakistan
Southern Punjab Basic 
Urban Services Project
SPF’s Final Report: 
May 2012 (not public)
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OTHER ELIGIBLE CASES

Kazakhstan 
Central Asia Regional 
Economic Cooperation 
Transport Corridor 1
Investment Program
SPF’s Final Report: 
September 2012

Indonesia
Integrated Citarum Water 
Resources Management 
Investment Program 
SPF’s Final Report: 
February 2012
CRP’s Final Report:
April 2013

Cambodia
Rehabilitation of the 
Railway in Cambodia 
Project
CRP’s Final Report: 
February 2014
SPF’s Final Report: 
April 2014

India
Mundra Ultra Mega
Power Project
CRP’s Eligibility Report:
January 2014
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When a complaint is lodged, the AM responds with an appropriate intervention. The success of these 
interventions is measured by:

 Responsiveness of ADB to the project-affected people

 Level of participation: far-reaching, meaningful multistakeholder consultations

 Open communication: clarity and availability of information

 Intervention delivered at minimal cost, but in a timely manner

 Project continuity: disruption or termination of project avoided

 Inclusiveness of the intervention

 Feedback: explicit and formal expression of satisfaction with the intervention

 Positive impact: opportunities for long-term learning and engagement with the AM

 Institutional improvement: increase in both development effectiveness and operational efficiency

METRICS FOR MEASURING SUCCESS

The scope of the AM goes beyond environmental and social safeguards. It includes compliance with all ADB ‘s 
operational policies and procedures.



Engaging ADB’s
 Accountability Mechanism

How We Work
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The cost of intervening to address a 
project-related issue increases with 
each stage of the project cycle (see 
graph left). This “cost of quality” 
often exceeds the additional direct 
financial cost of intervening. In many 
cases, it includes disruption of the 
livelihood and income stream of 
beneficiaries.

The earlier a problem is detected 
and addressed, the fewer the 
remedies required, and the lower 
the cost of the intervention. 
Intervening during project 
implementation can be far 
more costly than during project 
planning.

THE COST OF QUALITY

Source: Based on the Qualitative Variation of Quality Costs according to the prevention, appraisal and failure (PAF) model. 
See http://www.fao.org/docrep/003/v8490e/v8490e10.htm
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Cost of Intervention

Project Stage

Opportunity for early
detection of problems.

Interventions in implementation 
stage can be costly. 
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HOW WE WORK

Receiving and 
registering
complaint

Requesting Management response1

COMPLIANCE REVIEW PROCESS
Office of the Compliance Review Panel (OCRP)

Acknowledgment
and Next Step

Forwarding the 
complaint

Informing the Complainants

2 Determining complaint eligibility

3 Board authorization of compliance review

4 Conducting compliance review

7 Board consideration of the 
Compliance Review Panel report 

8 Management’s remedial actions

9 Board decision

Determining complaint 
eligibility1

PROBLEM SOLVING PROCESS
Office of the Special Project

Facilitator (OSPF)

Review and 
assessment of complaint2

Problem solving 3

Implementation and 
monitoring4

10 Monitoring and conclusion

Conclusion5

5 Compliance Review Panel’s draft report

6 Compliance Review Panel’s final report

COMPLAINT
RECEIVING

PROCESS
Complaint Receiving 

Officer (CRO)

HOW COMPLAINTS ARE PROCESSED
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During the determination of eligibility of a complaint, which 
may include community consultations, you or your NGO may 
be asked to clarify or elaborate on the complaint. This is your 
opportunity to initiate solutions-oriented discussion with ADB’s 
Accountability Mechanism (AM).

Problem Solving Process Compliance Review

Is the issue clear to the
complainants?

Is there evidence that ADB 
has failed to comply with its 
own operational policies and 
procedures?

Are the complainants really 
being harmed by the project? 
Is there more information 
about the alleged damage to 
the community or its
members than has already 
been presented?

Did ADB's noncompliance 
result to direct and material 
harm?

Will ADB’s noncompliance 
with its operational policies 
and procedures result to
direct and material harm?

Have you tried to solve this problem first by engaging with the 
ADB operations department?

If your case is found eligible for compliance review, the CRP can 
investigate the alleged noncompliance by ADB and send to the 
ADB Board of Directors its findings and conclusions. For problem 
solving, review and assessment follows to determine whether it is 
purposeful to proceed with the problem solving process. 

There is a tracking system that 
helps ADB operations
departments and resident 
missions to document and track 
the progress of complaints. This 
is called the Project Complaint 
Tracking System. This system 
helps ADB staff to  promote 
transparency within and
outside ADB, and improves the 
delivery of services to
the communities that benefit 
from its projects.

The ADB operations department in 
charge of the project is responsible 
for  ensuring that the ADB 
operational policies and procedures 
are followed.
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Specifically refer to the ADB project in question
• Project details: location, people/communities affected
• Executing agency, if known

The complaint letter should be sent to the 
following address:
Complaint Receiving Officer
Accountability Mechanism 
Asian Development Bank
6 ADB Avenue, Mandaluyong City, 1500 Philippines
Email: amcro@adb.org; Fax +63 2 636 2086

Outline circumstances as basis of complaint
• Adverse impacts of the project on the community /affected 
people
• Harm caused by the project
• Other potential damages/losses arising from the project

State the perceived cause(s) of the damages and its
implications; including:
• Lack of information provided to community     
• Flaws in the project’s design

State the proposed remedies or compensation you are
requesting

Attach any other relevant documents in an Annex to your letter

Sign the letter, and provide the full contact details of the
complainant (s) or their representative . If a representative
submits the complaint, attach the letter of authority with names 
and signatures of the affected people being represented.

Suggested format for a complaint letter:

HOW YOU CAN ENGAGE COMMUNICATING
YOUR COMPLAINT
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The AM’s resources and learning assets, such as  annual reports, are all available online including:

Grievance Mechanisms: 
A Critical Component of Project 
Management

OSPF Case Study: 
A Primer on the Office of the 
Special Project Facilitator

Building Capacity for 
Grievance Redress 
Mechanisms

Urban and Environmental
Improvement Project (UEIP): 
Learning from an Ineligible Complaint

OCRP Case Study:
A Primer on the Office of the 
Compliance Review Panel

A full list of AM’s downloadable publications is available at our website: www.compliance.adb.org and www.adb.org/site/
accountability-mechanism/problem-solving-function/publications

AM RESOURCES AND
LEARNING ASSETS
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Over the past 10 years, the accountability mechanism (AM) has provided project-affected
communities across the Central and West Asia region with focused support to address grievances of 
these communities through dialogue and outreach. Since 2008, CWRD has been closely liaising with 
OSPF and OCRP in conducting 21 outreach programs in the countries to raise the awareness of 
stakeholders about the goals and principles of the AM. The project affectees have undoubtedly 
benefitted from the project complaint tracking (PCT) system, launched in 2011. The PCT provides the 
department with an effective system to manage both safeguards-and non-safeguards-related 
complaints, and monitor their solutions. CWRD has been closely engaged with OSPF and OCRP in the 
process of complaints’ resolution. It is imperative that the future CWRD operations will remain 
engaged with project affected communities through support provided by the AM.

 “

 ”
Klaus Gerhaeusser

Director General, Central and West Asia Department
Asian Development Bank

FROM THE FIELD
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Complaints are not to be avoided, as they are part of being and living; but they are to be managed 
by giving consideration to the human capital, values, social dynamics, and context of an area.

Robert May 
Special Project Facilitator, 2008-2011

In Complaint Handling in the Rehabilitation of Aceh and Nias (ADB, 2009)

 “
 ”

FROM THE FIELD



Our Journey Forward
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WE’RE ALL IN THIS TOGETHER
As we look back over our experience of the past decade, we are reminded of the countless lessons, benefits, and 
opportunities made available to us by engaging with the communities we have worked with. True to our mission, we 
believe that the Accountability Mechanism has helped ADB document, measure, and track its impact on the people 
it serves through the approaches outlined in this booklet.

A notable highlight of this experience is how some ADB member countries have used ADB’s Grievance Redress 
Mechanisms to their advantage. In fact, many of them now depend on it to help them detect and resolve problems 
with projects early on. These mechanisms are effective in this way because ADB is committed not only to addressing 
project-related issues that impact the communities it serves, but because it sincerely desires to leave as part of its 
legacy a culture of accountability, which is something that it also values in its internal operations.

The Accountability Mechanism works best when all stakeholders actively engage in consultations with ADB over the 
entire project cycle, but particularly during project planning and implementation. Over the past 10 years, our work 
has challenged us to continually update our response systems in tandem with the manner in which the needs of the 
communities we serve has evolved.  Thus, the lessons we have learned from on-the-ground resolution of project-
related issues have shown us how we can better help the communities that benefit from ADB projects.

All ADB operations departments have accountability systems of their own. However, since each of these systems 
is guided by the same principles that guide operation of the Accountability Mechanism, the manner in which 
accountability is implemented across ADB operations departments complements that of the AM. This ensures that 
the communities that benefit from ADB projects are provided with a means of expressing concerns about any harm 
that an ADB-assisted project may have inadvertently caused, and that an efficient system exists for responding to 
such concerns.

Finally, it is our belief that the Accountability Mechanism provides ADB with an avenue for strengthening 
cooperation with all of its stakeholders in a manner that consistently improves the services it provides to the 
communities it serves, and that allows us to translate our successes into yet more effective mechanisms that can be 
employed in the coming years. Continual engagement by ADB and the communities it serves is pivotal in this regard, 
simply  because we’re all in this together.

2014 AND BEYOND



| 35

To ensure effective outreach and information 
dissemination regarding its activities, the AM will 
continually provide the following resources to 
the people it serves:

 Seminars and Workshops

Briefings

Presentations

Project advice

Site visits

On-the-ground consultations

The AM is committed to engaging local communities 
in a way that provides them with a venue to voice 
out their concerns, as well as contributing to 
ongoing policy development. For this purpose, the 
AM conducts its outreach programs in developing 
member countries. These allows the AM to engage 
directly with local communities.

For details on how to contact us, visit the AM webpage at
www.adb.org/accountability-mechanism

INITIATIVES AND
OUTREACH PROGRAMS
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MESSAGEYOUR POINTS OF CONTACT

Compliance Review Panel

Dingding Tang
Head, OCRP 

Nirmal Ganguly
Advisor 

Jojo Miranda
Compliance Review Officer

Julie Villanueva
Associate Compliance Review Coordinator

Lalanath De Silva
Member, Compliance
Review Panel

Arntraud Hartmann
Member, Compliance
Review Panel

Dingding Tang
Chair, Compliance
Review Panel 

Office of the Compliance Review Panel
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Ronald Tabulog
Complaint Receiving Officer
amcro@adb.org

Jitendra Shah
Special Project Facilitator

Jennifer Francis
Senior Facilitation Specialist 

Lea Robidillo
Consultation Officer

Wilfredo Agliam
Associate Facilitation Coordinator

Complaint Receiving Officer

YOUR POINTS OF CONTACT

Office of the Special Project Facilitator

We can all leverage our strong cooperation to
consistently improve our services and response 
systems for the communities we serve.
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MESSAGEFROM THE FIELD

The extensive and tripartite one-on-one mediation process 
for affected households in the railway project in Cambodia 
addressed a core issue raised by affected households on 
compensation by walking them through the process of 
determining compensation, addressing what was unclear 
to them, and correcting the mis-categorizations that 
affected the amount of their compensation. It also built the 
capacity of stakeholders involved in handling grievances. 
Detailed measurement survey review processes triggered 
by the mediation is now being used by the Government 
moving forward in a compliance review process; and this 
will have a legacy of better resettlement implementation in 
future projects in Cambodia.

Ricardo Carlos Barba
Senior Safeguards Specialist (Resettlement) 

Cambodia Resident Mission, Asian Development Bank

 “
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ADB’s Accountability Mechanism: Strengthening Partnerships

This booklet highlights the first 10 years of the Accountability Mechanism of the Asian Development 
Bank (ADB)—including processes and procedures, experiences on cases received, and
lessons learned. This also features specific case studies on complaints handling of ADB-assisted 
projects, outcomes of compliance review and problem solving, and practical insights in engaging and 
strengthening partnerships with project stakeholders.

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 approximately two-thirds of the world’s poor: 1.6 billion people who live 
on less than $2 a day, with 733 million struggling on less than $1.25 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.
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