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How it all started 

A section of a large highway project included 
the construction of a bypass around a town. 
This bypass was needed to avoid big trucks and 
other heavy traffic going through the town.



We knew even less.  
Sometimes our husbands would 

tell us the little they knew. 

We lived peacefully and earned  
our living from agriculture and livestock 

until we learned about the government’s 
plan to construct a bypass. We received 

only bits and pieces of information.  
And every now and then a short article  

on this plan was published in our  
local newspaper.



We tried to find out more, but it was 
very difficult to get information from the 

government. We wrote letters but did not 
get responses. Some people visited the 
village a few times and provided some 

information. They said they were consultants 
working for the Asian Development Bank 
(ADB). We somehow learned that ADB  
was lending money to the government  

to do this project.



I am the only computer literate person in our 
village and I helped find the ADB address. 
We wrote to ADB but did not get answers 

from ADB either. 

One day, surveyors came and marked the new road alignment, which made  
us even more worried. Markers were placed in our backyards, in our fields,  

and even at the cemetery. 

I understood that I might even lose parts of my house and a few of my  
neighbors would lose their entire place of residence. 



When I found out that ADB has an Accountability Mechanism and that people 
affected by the project could complain, we wrote a letter to the Office of the 

Special Project Facilitator (OSPF).  We explained that we were afraid of losing our 
land, our houses, and our precious mango trees and that we could not be sure 

at all that we would be compensated for our losses. We also said that we did not 
know what was going to happen and when the construction would start. And we 

feared that this bypass would not bring us any benefits, only harm.



How OSPF’s consultation process started.

After OSPF sent a local consultant to verify the complaint, OSPF staff 
in Manila came to check whether the complaint met OSPF’s eligibility 

criteria. During its first visit, OSPF talked to the complainants and 
informed the government and the ADB operations department about 

the complaint. The complainants showed OSPF the letters they had 
written and a map they had drawn.

We also suggested that the 
bypass be built elsewhere on 
barren land that belonged to 

the government.



Staff from OSPF usually visit to get to know the people who 
complain and learn from them what their concerns are. Talking 
to each other and listening thoroughly are the best ways to 
understand the situation and the issues. OSPF also has to find 
out whether the harm to complainants is caused by something 
that ADB did or didn’t do, whether they are really affected by an 
ADB-financed project, and whether they also tried to solve their 
problems with the ADB operations department responsible for 
the project. If a project is already completed and a completion 
report has been issued, OSPF can no longer facilitate a solution 
to the problem. OSPF also explains its problem-solving process 
to the affected people and makes sure they ask questions until 
they understand everything.

We were a bit nervous and  
hoped that OSPF would help us 

and determine that our complaint 
was eligible.

Eligibility – What does it mean? OSPF has 
to find out first if a complaint is genuine and 

meets OSPF’s requirements. If you are far from 
Manila, how would you even know whether 

the complainants really exist? 



Two weeks later we 
received a letter from 

OSPF in our language that 
informed us our complaint 

was eligible. 

The next step in the process is 
the review and assessment of 

the complaint.



OSPF came back with a team of local consultants, 
including female interviewers, and interviewed us. We 

all provided our views and suggestions on how the 
problems could be solved.  



OSPF also interviewed the government 
and the ADB staff in Manila. In the 

interviews OSPF assessed the willingness 
of the different parties to solve the 

problems. If one of the parties did not 
want to be constructive and help find a 
solution, the whole OSPF process would 

not work. 



Then OSPF prepared a report. This report 
described the views of the villagers, the 

government, and the ADB operations department 
in a neutral way and summarized the suggestions 

about how the issues could be resolved.

Not very long after the review and assessment 
were completed, OSPF sent the report to the 

complainants. This report was not only in  
English but also translated into the  

language of the community.



OSPF also sent the local consultants to sit with us. 
They explained the report. This team also helped 

us discuss whether we wanted to continue with the 
OSPF consultation process. We argued that we had 
not received anything from ADB or the government 

and we had no assurance whatsoever that the 
bypass would be built somewhere else. So it was 

easy for us to decide that the consultation  
process should continue. 



Comments on the review and assessment report. 
Once the complainants had decided to continue with the 

consultation process, they had to comment on the review and assessment 
report. In this case, the OSPF team helped the complainants prepare their 

comments. Two small groups were formed for women and men to discuss the  
matter separately. The comments were documented and submitted to OSPF.

The ADB operations department and the government also provided comments.

OSPF took all the comments into account and sought the ADB President’s approval 
to move ahead and work out a way forward together with the complainants, 

ADB operations department, and the government. OSPF could also have 
recommended that the process be discontinued, if OSPF had 

determined that it would not be useful to continue and 
that no solution could be found.



A 1-day multistakeholder consultation. The next step was for the 
complainants, the ADB operations department, and the government to discuss 
suggestions and work out a way to solve the problems. In this particular case, 
OSPF organized and facilitated a consultation with all the parties present. The 
complainants received information from the government about the design of 

the bypass, how the current alignment was selected, and why it was not possible 
to use an alternative alignment.  It took a full day for the parties to exchange 

information and work out a way forward. 



OSPF wrote down this 
agreement on a poster 

and all participants signed.  
OSPF called the activities 

they all agreed to a “course 
of action”.

At the end of the day and after lots of arguments, we reached 
an agreement that said: 

•	 Villagers would receive regular information
•	 The government would provide the updated list of affected persons.
•	 The government would provide the preliminary compensation rates for the 

land, the methods by which they were calculated, and explanations of how the 
affected persons could apply for higher rates. 

•	 The government would also provide an underpass for the village.

The women had requested this underpass because they were afraid that their 
children would not be able to cross the road safely.



OSPF monitored the course of action both through 
the local consultant team and by going to the area 

and checking directly the status, the progress, 
and the reasons for delays. The ADB operations 
department also closely monitored the progress 

of the agreement.

OSPF closed the complaint 3 years later. The activities 
had been conducted as agreed and the villagers 

were very happy. 



What did we achieve?
We were informed regularly about the project and the 
progress of the construction. We understood why the 

bypass could not be constructed elsewhere.

We complained to the government about the 
preliminary compensation rates for the land. The 

rates were reviewed and the assessments had to be 
corrected. We received much higher rates for our 

land. We were also paid for our other losses, like trees, 
houses, and standing crops. 



We also received this 
underpass which the women 

had requested. 
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This publication was prepared by the Office of the Special  
Project Facilitator, which is part of the Asian Development Bank’s Accountability  

Mechanism and handles complaints from people negatively affected by ADB-financed  
projects. It tells the true story of a community that was fortunate enough to have a computer-

literate citizen living in its village with access to the internet and knowledge of how to use search 
engines. It illustrates a real complaint case that happened not exactly like this but in a similar way 
and with the positive outcome described. This publication is meant to encourage villagers to use 
their rights to complain, although OSPF does not promise that any specific case can be resolved 

the same way as the one described here.

OSPF would like to thank the artist, Jaime Marpa for making the illustrations comprehensive  
and for his patience in responding to our requests for change. 




