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Preface

During 2011, the Office of the Special Project Facilitator (OSPF) continued to receive 
a larger number of eligible complaints than in the early years of the Accountability 
Mechanism. The requirements of the Consultation Phase of the Mechanism have 
become more widely known and understood, and civil society organizations are 
devoting more attention to cases wherein projects are perceived as causing harm. 
Two complaints that were successfully concluded during the year—one in the 
Kyrgyz Republic and one in Tajikistan—offered important lessons that were alluded 
to in the respective final reports but deserve more complete documentation. While 
the various cases we have handled have often included only a small number of 
complainants, OSPF has observed that working together on resolving problems can 
generate changes in attitudes among stakeholders that can have an intangible but 
highly significant longer-term impact.  

With the buildup of ongoing cases, OSPF has been relying more and more on 
consultants and has found that identifying trained and experienced professionals 
in mediation and facilitation is an issue. OSPF therefore teamed up with the 
compliance advisor/ombudsman of the World Bank Group to conduct a training 
program in Tbilisi, Georgia, as a means of increasing the pool of trained dispute 
resolution professionals acquainted with international financial institutions’ 
requirements who can assist when complaints arise in the Central Asia region. 

Given its multiple mandates, including conducting outreach and providing 
generic advice to operations departments, in addition to handling complaints, 
OSPF has found it a challenge to balance the work on complaints with its 
other responsibilities. While continuing to handle ongoing and new complaints 
and pursuing an extensive outreach program (jointly with the Office of the 
Compliance Review Panel), during 2011, OSPF also pilot tested in Indonesia its 
training manual on complaint-handling mechanisms; convened a workshop on 
lessons learned from the Nam Theun 2 hydroelectric project in Vientiane, Lao 
People’s Democratic Republic; and conducted a training program on grievance 
redress mechanisms in Phnom Penh, Cambodia.   

OSPF introduced the Project Complaints Tracking System together with the 
South Asia Department and the Office of Information Systems and Technology in 
late 2009 as a tool that resident missions can use to log and track the complaints 
they receive. Usage of the system gradually increased during 2010 and expanded 
substantially in 2011, with its adoption by the Central and West Asia Department, 
which is now using it in all its resident missions. Working with the Department of 
External Relations, OSPF also upgraded its website during the year to make it more 
user-friendly and more fully integrated with the new ADB website.

The review of the Accountability Mechanism policy by a Board–
Management working group continued during 2011 and is expected to be 
concluded in 2012.

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 Accountability Mechanism on 29 May 2003. 
It became effective on 12 December 2003, 
replacing the Inspection Function, which had 
been established in December 1995. 

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 the CRP are 
parts of the same Accountability Mechanism, 
they function independently. The SPF reports  
to the President; the 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 inside back cover).

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 the consultation process 
regardless of whether ADB operational 
policies and procedures have been violated. 

However, complainants must first attempt to 
resolve their problems in good faith with the 
assistance of the concerned ADB operations 
department. The Consultation Phase does 
not supplant the operations department’s 
project administration and problem-solving 
functions. Furthermore, the SPF’s role is 
limited to ADB-related issues concerning 
ADB-assisted projects. The SPF does not 
interfere in the internal matters of any 
developing member country (DMC).

If the SPF determines that a complaint is 
ineligible, the complainants can file a complaint 
with the CRP. The CRP determines eligibility 
using its own criteria. Complainants can 
terminate the consultation process after the 
SPF assessment and file a complaint with the 
CRP. They also can file a complaint with the CRP 
during the SPF consultation process. During 
the consultation, the SPF can recommend 
to the President of ADB that the process be 
discontinued if the SPF determines that further 
consultation would be purposeless.

Project-affected people are at the core 
of the Consultation Phase, which was 
established for their benefit and to improve 
ADB’s development effectiveness. Affected 
people who have a complaint often belong 
to the most vulnerable groups. The Office of 
the Special Project Facilitator (OSPF) treats 
their complaints with maximum sensitivity. 
However, OSPF does not assume that ADB 
operations departments, the government, or 
private project sponsors are less sensitive to 
project-affected people’s concerns. In seeking 
solutions to problems, OSPF aims to win the 
confidence of all parties. OSPF has drawn 
up its own guiding principles to meet that 
objective. OSPF also seeks the assistance of 
civil society groups in solving problems.
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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.

Problem-Prevention Activities

In addition to its prominent role in handling 
complaints from project-affected people, OSPF 
is mandated to carry out proactive activities 
intended to strengthen the internal problem-
solving capacity of the operations departments. 
These activities include collating and integrating 
internal and external problem-solving 
experiences to be fed back into ADB operations, 
including the formulation, processing, 
and implementation of projects. OSPF also 
provides generic problem-solving 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.  

The OSPF team (from left): Ma. Roserillan S. Robidillo, Karin Oswald, Robert C. May, Grace S. San Agustin
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In 2011, OSPF received seven new 
complaints, bringing the total number of 
complaints received during the 8 years of its 
existence to 39. Two of the new complaints 
were found eligible, three were ineligible, 
and the eligibility of two complaints received 
late in the year was still pending at year-end. 
OSPF also concluded two complaints during 
2011 that had been received in earlier years. 

Conclusion of the 
Consultation Process  
for Earlier Complaints 

2/2010–Tajikistan: Education 
Sector Reform Project 

The project,1 implemented by the Ministry 
of Education, aimed to improve the quality, 
efficiency, and equity of primary and 
general secondary education; it included 
the rehabilitation of schools in five districts, 
one of them being Roshtkala in Gorno-
Badakhshan Autonomous Oblast, where six 
schools were rehabilitated. OSPF received a 
complaint on 5 August 2010 from Roshtkala 
District raising concerns about the quality 
of the rehabilitation works for schools and 
for the district education department (DED) 
building in Roshtkala. The complainants 
requested confidentiality. OSPF found the 
complaint eligible and conducted a review 
and assessment. At the same time a working 
group, with an OSPF consultant as observer, 
assessed in detail the repair works needed 

1 ADB. 2003. Report and Recommendation of the President to the Board of Directors: Proposed Loan to the 
Republic of Tajikistan for the Education Sector Reform Project. Manila (Loan 2053-TAJ for $7.5 million, approved on 
17 December).

Complaints

Children in one of the rehabilitated classrooms in 
Roshtkala District, Tajikistan. 

in each school and the DED building, 
and agreed on the allocation of funding 
responsibilities.  

After considering the review and 
assessment report (RAR), the complainants 
decided to proceed with the consultation and 
provided their comments on the RAR. The 
agreement reached by the working group 
formed the basis for repairing the schools 
and the DED building. Repairs funded by the 
contractors, by the schools themselves, and 
by additional allocations from the Ministry of 
Finance channeled through the region and 
district to the schools were undertaken as 
agreed upon, with necessary suspension of 
works during the harsh winter months. 

The working group went to the project 
area again in June 2011 to monitor and 
evaluate progress, and finally in October. The 
SPF joined the final visit in October, which 
confirmed that the agreed upon repair works 



O
SP

F 
A

nn
ua

l R
ep

or
t 

20
11

4

had been completed satisfactorily. OSPF 
closed the complaint and issued a final report 
in October.

4/2010–Kyrgyz Republic: 
Central Asia Regional 
Economic Cooperation 
Transport Corridor 1 (Bishkek–
Torugart Road) Project 

The Central Asia Regional Economic 
Cooperation (CAREC) Transport Corridor 1 
(Bishkek–Torugart Road) Project is a regional 
route linking the People’s Republic of China 
(PRC) to Central Asia and Europe. The project2 
has several components including physical 
improvement of a 39-kilometer road stretch. 
The executing agency is the Ministry of 
Transport and Communications (MOTC). 

OSPF received a complaint about loss of 
property due to improvement of the road, 
determined the complaint to be eligible, 
and conducted a review and assessment in 
early December 2010. The complainants, the 
Central and West Asia Department (CWRD), 

2 ADB. 2008. Report and Recommendation of the President to the Board of Directors: Proposed ADF Grant to the 
Kyrgyz Republic for the CAREC Transport Corridor 1 (Bishkek–Torugart Road) Project. Manila (Grant 0123-KGZ for 
$20 million, approved on 14 November).

and MOTC provided comments in January 
2011, and OSPF, with inputs from the  
parties, proposed a course of action.  
The parties agreed to the course of 
action, which included a series of capacity 
development sessions on communication 
and negotiation skills for the complainants, 
local leaders, elders, village organizations, 
members of village councils, the local police, 
and other villagers. Orientation sessions on 
the ADB policy on involuntary resettlement, 
the ADB Accountability Mechanism, principles 
of communication, disclosure of information, 
and how to conduct meetings were held 
in May and June 2011. Additional capacity 
development for complainants included a 
discussion of their interests and needs and 
preparatory activities to get their documents 
in order for the evaluation of their property, 
which took place in July 2011. 

MOTC paid compensation on 24 August 
2011. OSPF’s last mission took place from 
15 to 18 September 2011, confirmed 
the payments and the satisfaction of the 
complainants, conducted closure interviews 
with the different parties, and issued its final 
report in October 2011.

OSPF consultant facilitating the complainants’ recall of the 
complaint process

Villagers receiving payment for their losses
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Ongoing Complaints

3/2009–Pakistan: Southern 
Punjab Basic Urban Services 
Project 

This project3 sought to improve water 
supply, sanitation, solid waste management, 
and roads in low-income communities and 
to strengthen the institutional capacities 
of municipal agencies. OSPF received a 
complaint in February 2009 concerning one 
subproject, a wastewater treatment plant 
(WWTP) near Multan. OSPF determined 
the complaint to be eligible in May 2009; 
reviewed and assessed it in June 2009; and 
convened a multistakeholder consultation 
in August 2009, at which agreement was 
reached on several issues but not on the key 
questions of the location and design of the 
WWTP and compensation for damage to 
property. Meanwhile, ADB had suspended 
this subproject in February 2009 and closed 
the entire project in July 2009 because 
of lack of progress on safeguards issues. 
OSPF pursued the agreed upon actions by 
convening a meeting on environmental issues 
in February 2010 and leading a visit for the 
complainants to another WWTP in Faisalabad 
in April 2010. 

Severe floods in July and August 
2010 made follow-up difficult, but OSPF’s 
consultant interviewed all the complainants 
in November and documented their 
continuing concern about the WWTP 
and their desire to pursue the issue of 
compensation for damage. Compensation 
hinged on implementation of the revised 
resettlement plan (RP), but during the first 
half of 2011, progress was slowed by a 

3 ADB. 2003. Report and Recommendation of the President to the Board of Directors: Proposed Loans to Pakistan for 
the Southern Punjab Basic Urban Services Project. Manila (Loans 2060[SF]/2061-PAK for $45 million and $45 million, 
approved on 18 December).

The SPF meeting with complainants in Multan, Pakistan, 
October 2011

protracted RP approval process. Finally, at 
the end of June and in July 2011, further 
compensation payments were made, and 
OSPF fielded a consultant in August 2011 
to verify compensation payments to the 
complainants and determine their satisfaction 
with the outcome of the complaint process. 

Among the complainants, 23 had still 
not received compensation; while there 
was appreciation for OSPF’s help during the 
early stages of the consultation process, 
the complainants were not satisfied with 
the subsequent lack of progress in either 
relocating the project or making payments. 
By this time, with ADB having closed the 
loan, the project had become a purely 
government undertaking except for the 
implementation of the RP in accordance 
with ADB’s safeguard requirements. During 
a mission in October 2011, the SPF met 
with the complainants, the project director, 
concerned Pakistan Resident Mission staff, 
and the consultants and reached agreement 
that compensation payments would be made 
to the remaining unpaid complainants in the 
presence of OSPF’s consultant as a witness.  
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12/2009–Kazakhstan: Central 
Asia Regional Economic 
Cooperation Transport 
Corridor 1 Investment Program 

The CAREC Transport Corridor 1 Investment 
Program is cofinanced by the Islamic 
Development Bank, the Japan International 
Cooperation Agency, and ADB through a 
multitranche financing facility (MFF).4 OSPF 
received a complaint in November 2009 
about the Zhambyl Oblast section of this 
road5 relating to additional road crossings 
for livestock and agricultural machinery, 
conducted a review and assessment in January 
2010, and facilitated three subsequent 
consultations in March 2010. The Committee 
of Roads, the ADB operations department, 
and the complainants agreed on the location 
of one underpass for livestock, one additional 
underpass, and a dirt approach road for 
agricultural machinery that would not be 
part of the ADB-assisted project. It was also 

4 ADB. 2008. Report and Recommendation of the President to the Board of Directors: Proposed Multitranche 
Financing Facility to the Republic of Kazakhstan for the CAREC Transport Corridor 1 Investment Program. Manila 
(Loan 0024-KAZ for $700 million, approved on 12 November).

5 ADB. 2009. Report and Recommendation of the President to the Board of Directors: Proposed Multitranche 
Financing Facility and Administration of Loan to the Republic of Kazakhstan for the CAREC Transport Corridor 1 
(Zhambyl Oblast Section) [Western Europe–Western People’s Republic of China International Transit Corridor] 
Investment Program. Manila (Loan 2562-KAZ for $187 million, approved on 7 October).   

6 http://www.adb.org/documents/spf/Monitoring-Report-Kazakhstan-01Mar11.pdf

agreed that the location of culverts would be 
retained, and information would be provided 
to the community. 

The monitoring activities in 2011 
consisted of regular communication with 
the complainants through the Taraz Press 
Club; and CWRD safeguard specialists’ 
communication and visits during regular 
safeguard missions to the project. OSPF issued 
its first monitoring report in March 2011.6 
In July 2011, the complainants, through 
the Taraz Press Club, informed OSPF that 
the underpasses had been constructed and 
they were satisfied with them. However, 
one of the culverts had been removed, and 
this caused problems in irrigating barley, 
safflower crops, kitchen gardens, and trees. 
The Taraz Press Club had forwarded the issue 
also to a newly established joint monitoring 
committee. Various options to remedy the 
problem—the construction of a well, the 
deviation of another culvert to the area, and 
the restoration of the culvert—have been 
discussed. The parties are trying to find a 

The additional underpass for livestock The OSPF consultant and villagers discussing options 
to remedy the culvert problem 
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solution before the preparations for the next 
harvesting season begin to make sure that the 
villagers do not lose the 2012 harvest. In the 
meantime, a local OSPF consultant is training 
villagers, local government, contractors, 
and local Committee of Roads members in 
principles of effective communication and in 
analyzing problem situations.  

New Complaints

1/2011–Indonesia: Integrated 
Citarum Water Resources 
Management Investment 
Program 

This program will support a range of 
interventions necessary to pursue the 
introduction of integrated water resources 
management in the Citarum River basin. 
Project 1 aims at undertaking priority 
interventions, including the rehabilitation 
of the West Tarum Canal to improve the 
flow and quality of water. ADB supports this 
program through an MFF.7 

On 4 January 2011, OSPF received 
a complaint from three project-affected 
persons along the West Tarum Canal, who 
had been evicted from the West Tarum Canal 
in 2010 without receiving compensation.  
They are represented by Hamong Santono, 
a member of the People’s Alliance on 
Citarum (Aliansi Rakyat untuk Citarum 
[ARUM]). He is supported by another three 
members from ARUM. The complainants 
requested confidentiality. OSPF determined 
the complaint to be eligible, conducted a 
review and assessment, and issued the RAR 
in March 2011. The proposed course of 
action included preparatory activities and a 
multistakeholder consultation. 

7 ADB. 2008. Report and Recommendation of the President to the Board of Directors: Proposed Multitranche 
Financing Facility and Administration of Grant and Technical Assistance Grant to the Republic of Indonesia for 
the Integrated Citarum Water Resources Management Investment Program. Manila (Loans 2500/2501[SF]-INO for 
$470 million and $30 million, approved on 2 December). 

The complainants decided in April 2011 
to continue with the Consultation Phase 
and provided comments on the RAR. OSPF 
discussed the comments with the parties in 
May 2011, proposed a capacity development 
program to prepare the complainants for 
the updating and implementation of the RP, 
and prepared for the first tripartite meeting 
involving the complainants’ representative, 
the Indonesia Resident Mission, and the 
implementing agency. OSPF facilitated the 
tripartite meeting in July 2011, the objectives 
of which were to understand the (i) roles 
and responsibilities of the parties; and 
(ii) implementation arrangements of the 
program, focusing on the rehabilitation of 
the West Tarum Canal and the updating and 
implementation of the RP. 

In subsequent meetings, the complainants’ 
representative provided comments and 
suggestions on the tracer methodology and 
was kept informed of progress in updating 
the RP. This tracer methodology is necessary to 
find the persons earlier evicted by the district 
government. These evictions were unrelated 
to the project, but since the evictees were 

Along the West Tarum Canal
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The West Tarum Canal is used for many purposes. 

included in the 2008 RP, the government has to 
reassess and provide respective entitlements. 
After OSPF supported the complainants in 
getting identity cards and information about 
the responsibilities of OSPF, the operations 
department, and the government, the 
complainants determined that they did not 
need further capacity development. OSPF is 
now monitoring key resettlement activities 
through a local consultant to assure that the 
complainants are appropriately informed, are 
included in surveys and consultations, and will 
ultimately receive entitlements as determined. 

2/2011–India: North Eastern 
Region Capital Cities 
Development Investment 
Program

OSPF received a complaint about this 
program8 on 4 January 2011 from the head 
of a nongovernment organization (NGO), 
the Civil Society Women’s Organization, in 
Shillong, Meghalaya, India. The letter focused 
on the rights of indigenous peoples to 
land, and on proposed municipal elections, 
to which the NGO was opposed. OSPF 

8 ADB. 2009. Report and Recommendation of the President to the Board of Directors: Proposed Multitranche 
Financing Facility to India for the North Eastern Region Capital Cities Development Investment Program Tranche 1. 
Manila (Loan 2528-IND for $30 million, approved on 1 July).

9 ADB. 2009. Report and Recommendation of the President to the Board of Directors: Proposed Loan to the 
Philippines for the Visayas Base-Load Power Development Project. Manila (Loan 7303-PHI for $100 million, 
approved on 11 December).

acknowledged and registered the complaint 
on 10 January 2011, and requested 
clarification on the number of complainants, 
authority to represent them, and previous 
efforts to address the problem to the 
concerned ADB operations department, the 
South Asia Department (SARD). Subsequently, 
the complainant submitted another letter 
indicating that four additional NGOs were 
associating themselves with the same 
complaint. OSPF called the author of the 
original complaint letter and had a long 
telephone conversation with her, going over 
the issues of the complaint, and OSPF’s 
eligibility requirements. The call clarified 
several points, and OSPF and the complainant 
agreed that she should work further with 
SARD to resolve the issue she had raised in 
her complaint. OSPF followed the call with 
a letter on 26 January 2011 stating that the 
complaint was ineligible at that time, because 
efforts to resolve the problem with SARD 
were still ongoing. SARD subsequently fielded 
a large mission to the project area that held 
detailed discussions with the complainant 
and the other concerned NGOs, and 
explained the limited role of the ADB project 
in the issues of concern to them.

3/2011–Philippines: Visayas 
Base-Load Power Development 
Project

The Visayas Base-Load Power Development 
Project9 is intended to increase reliable 
power to meet growing demand through 
construction of a 200-megawatt coal-
fired power plant in the city of Naga, 
Cebu Province, Philippines. OSPF received 
a complaint regarding this project on 
28 February 2011, asserting that the 
project would lead to adverse impacts on 
the environment and the health of nearby 
residents. This was the first complaint 
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submitted to the Accountability Mechanism 
concerning a private-sector project. OSPF 
determined the complaint to be eligible on 
17 March 2011; reviewed and assessed the 
complaint with the help of a professional 
mediation group; and on 28 April 2011 
circulated an RAR that recommended a 
two-stage consultation process entailing 
capacity development, public consultations, 
and a planning workshop, to be followed 
in a second stage by a process to translate 
the workshop results into a concrete plan. 
During the review and assessment, the 
complainants informed OSPF that they did 
not wish to continue with the consultation 
process, and they confirmed this after 
receiving the RAR. They decided that 
consultative meetings and discussions were 
not appropriate. They did not see how the 
proposed course of action could help achieve 
their desired outcomes and remedies; some 
were concerned about compromising their 
request for confidentiality; and they did not 
accept OSPF’s consultants. In view of the 
complainants’ decision to withdraw from 
the consultation process, the SPF closed the 
complaint on 2 June 2011.

Coal-fired power plant in Naga City, Cebu Province, 
Philippines

4/2011–Pakistan: National 
Trade Corridor Highway 
Investment Program—
Hasanabdal–Havelian Section 
(Project 2)

This project10 supports the development and 
improvement of road connectivity along the 
main north–south national highway corridor 
and is intended to construct 50 kilometers 
of road linking Hasanabdal with Havelian. 
A group of complainants submitted a 
complaint to OSPF in October 2011 stating 
that the alignment and design of the road 
should be changed and asserting that the 
plans for land acquisition were flawed. ADB 
had not yet approved financing for this 
section of the road, and the complainants 
had not yet pursued their issues with the ADB 
operations department. The SPF met with 
the lead complainant in Islamabad, explained 
that, based on OSPF’s eligibility criteria, the 
complaint was not eligible at this time, and 
provided contact information to facilitate the 
complainants’ raising their concerns with the 
operations department.

5/2011–India: Kerala 
Sustainable Urban 
Development Project 

This project11 includes the improvement, 
upgrading, and expansion of existing urban 
infrastructure facilities and basic urban 
environmental services (water supply, 
sewerage and sanitation, urban drainage, solid 
waste management, and urban roads and 
transport) in five municipal corporations and 
53 urban municipalities of the State of Kerala. 
In October 2011, OSPF received a complaint 
that raised environmental and health issues 

10 ADB. 2007. Report and Recommendation of the President to the Board of Directors: Proposed MFF and TA Grant to 
the Islamic Republic of Pakistan for the National Trade Corridor Highway Investment Program. Manila (Loan 2400-
PAK for $900 million, approved on 17 December). 

11 ADB. 2005. Report and Recommendation of the President to the Board of Directors: Proposed Loan to India 
for the Kerala Sustainable Urban Development Project. Manila (Loan 2226-IND for $221.2 million, approved on 
20 December).
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with regard to a solid waste disposal site 
in the municipality of Kollam. OSPF found 
the complaint to be ineligible, because the 
complainant had not yet raised the issue with 
the concerned ADB operations department. 
In addition, according to the operations 
department, ADB had decided not to finance 
the solid waste facility in Kollam.

6/2011–Cambodia: Greater 
Mekong Subregion 
Rehabilitation of the Railway 
in Cambodia Project 

In November 2011, OSPF received a 
complaint from people affected by the 
Rehabilitation of the Railway in Cambodia 
Project.12 The project aims to restore  
Cambodia’s railway infrastructure by  
rehabilitating existing railway tracks and 
associated structures, reconstructing 
the destroyed railway line to Thailand, 
and constructing a direct railway access 
to the container terminal in the port of 
Sihanoukville. The railway consists of two 
lines: the Southern line, which connects 
Phnom Penh to Sihanoukville; and the 
Northern line, which links Phnom Penh  
with Battambang in northwestern Cambodia 
and Poipet on the border with Thailand, 
where it connects with the railway in 
Thailand. The Ministry of Public Works and 

12 ADB. 2006. Report and Recommendation of the President to the Board of Directors: Proposed Loan and 
Administration of Loan to the Kingdom of Cambodia for the Greater Mekong Subregion Rehabilitation of the 
Railway in Cambodia Project. Manila (Loan 2288-CAM for $42 million, approved on 13 December); and ADB. 
2009. Report and Recommendation of the President to the Board of Directors: Proposed Supplementary Loan 
and Administration of Grant and Technical Assistance Grant to the Kingdom of Cambodia for the Greater Mekong 
Subregion Rehabilitation of the Railway in Cambodia Project. Manila (Supplementary Loan 2602-CAM for 
$42 million, approved on 15 December).

13 ADB. 2009. Report and Recommendation of the President to the Board of Directors: Proposed Multitranche 
Financing Facility and Administration of Loan to the Republic of Kazakhstan for the CAREC Transport Corridor 1 
(Zhambyl Oblast Section) [Western Europe–Western People’s Republic of China International Transit Corridor] 
Investment Program. Manila (Loan 2562-KAZ for $187 million, approved on 7 October). 

14 Complaint number 1/2010 on Kazakhstan: CAREC Transport Corridor 1 Investment Program.

Transport (MPWT) is the executing agency 
and also implements the project through a 
project implementation team set up within 
MPWT. ADB supports the project through a 
loan and a supplementary loan.  

An NGO submitted the complaint, which 
is related to resettlement, compensation, 
information, and consultation on behalf 
of project-affected people. OSPF has 
acknowledged receipt, registered the 
complaint, and will determine whether the 
complaint is eligible in January 2012. 

7/2011–Kazakhstan: Central Asia 
Regional Economic Cooperation 
Transport Corridor 1  
Investment Program

This is the third complaint that OSPF 
has received about the Zhambyl Oblast 
section of the CAREC Transport Corridor 1 
Investment Program13 (see above, complaint 
12/2009; and complaint 1/2010, which was 
ineligible).14 The complaint concerns the 
construction of a borrow pit by contractors, 
which the complainants say has prevented 
them from receiving the water they need to 
irrigate their crops. OSPF acknowledged and 
registered the complaint, which was received 
in late December 2011, and in early January 
2012 will determine whether it is eligible.
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Client Support Activities

OSPF actively informs external and internal 
stakeholders about its functions and activities 
through outreach sessions, and also provides 
generic support to ADB operations departments 
in their problem-solving activities. 

Source: OSPF-ADB.

Table 1: Clients Reached, 2011

Origin Number

ADB staff and interns 430

Governments 211

Nongovernment organizations 186

Project beneficiaries 3

International financial institutions 61

Others (academe and consultants) 48

Total 939

Source: OSPF-ADB.

International Financial Institutions Others (Academe and Consultants)

ADB Staff and Interns Governments
Project BeneficiariesNongovernment Organizations

46%

22%

20%

1%
6%

5%

Outreach
In 2011, OSPF outreach sessions covered 939 
persons (Table 1 and Figure 1).

Figure 1: Distribution of Participants in Outreach Sessions, 2011
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Accountability Mechanism 
Outreach Strategy 

OSPF and the Office of the Compliance 
Review Panel (OCRP) continued to implement 
their joint strategy, issued in 2010, covering 
both internal and external outreach. The 
outreach missions to Fiji, Papua New Guinea 
(PNG), and Tonga (see below) benefited from 
prior research and facilitation conducted 
under regional technical assistance that was 
processed and administered by OCRP.  

Nongovernment and  
Civil Society Organizations 

Meetings with Nongovernment 
Organizations
In February, the SPF met with a representative 
of the NGO Forum on ADB together with NGO 
representatives from Cambodia and Indonesia, 
and an affected person from Cambodia.  
The meeting discussed NGO concerns about 
road projects in Cambodia and Indonesia.  
In September, the SPF delivered a briefing on 
the Accountability Mechanism to a visiting 
group of Nordic members of Public Services 
International; and in November and December, 
the SPF and lead facilitation specialist met 
with members of Human Rights Watch. 

The SPF briefing members of Public Services International  

Participation in ADB Annual Meeting
The SPF attended the 44th Annual Meeting  
of the ADB Board of Governors in 
Ha Noi, Viet Nam, in May. During the 
meeting, the SPF met with civil society 
organizations (CSOs) and, together with the 
chair of the Compliance Review Panel (CRP) 
addressed a session on 4 May under the 
Civil Society Program organized by the 
NGO and Civil Society Center (NGOC). 
During this session, the SPF updated 
participants on OSPF’s activities during 
the year, described two new knowledge 
products—the illustrated brochure and video 
on how a complaint was resolved, and the 
training manual for complaint-handling 
mechanisms in development projects—and 
answered questions about the Accountability 
Mechanism and the Consultation Phase.

Briefing for Nongovernment Organization 
Interns 
Six interns from the Republic of Korea, the 
Kyrgyz Republic, Pakistan, Tajikistan, and 
Viet Nam visited OSPF in August under the 
auspices of the NGO Forum on ADB. The SPF 
briefed them regarding the Accountability 
Mechanism, particularly the Consultation 
Phase, and answered questions about the 
Mechanism’s policy and OSPF’s operations.
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Networking

Annual Meeting of Principals of 
Independent Accountability Mechanisms
For the past 8 years, the independent 
accountability mechanisms (IAMs) of the 
international finance institutions (IFIs) 
have met informally to discuss issues of 
common interest. In June, the SPF and the 
principal facilitation specialist attended the 
annual meeting hosted by the Independent 
Consultation and Investigation Mechanism 
of the Inter-American Development Bank 
in Washington, DC. The agenda covered 
challenges facing IAMs in the context of 
development effectiveness, conducting 
both problem solving and compliance 
review, complaint eligibility and accessibility, 
measuring results and future directions, the 
IAMs’ advisory function, and the possible 
participation of IAMs in the Rio+20 Summit 
in 2012. The presentations and discussions 
were lively and substantive and enabled the 
IAMs to exchange information, compare 
practices and recent developments, and 
maintain a community of practice.

The 2-day IAM meeting was followed by 
a 1-day public symposium on the Challenges 
of International Accountability, hosted by the 
American University Washington College of 
Law and the World Bank Inspection Panel. 
The symposium considered the work of the 
IAMs and opportunities for transferring 
lessons to other organizations, including the 
private sector. Participants included members 
of the IAMs and others from the financial, 
development, civil society, and academic 
communities. 

Strengthening Communication with 
Stakeholders 
OSPF continued to maintain and update 
its database with about 1,000 entries of 
local and international NGOs, facilitators, 
mediators, consultants, and IFI members. 

Resident Mission and 
Developing Member Country 
Sessions

Joint Missions with the Office of the 
Compliance Review Panel

Papua New Guinea
In April, the SPF participated in a joint 
outreach mission to PNG together with the 
chair of the CRP and staff of OCRP and NGOC. 
Staff from the PNG Resident Mission (PNRM) 
supported and participated in the sessions. 
The mission conducted three outreach 
sessions: two half-day sessions in Port 
Moresby and one daylong session in Mount 
Hagen. One session in Port Moresby was 
attended by persons from the government 
and executing agencies as well as staff from 
PNRM and some NGOs; the other session 
was attended mostly by representatives 
from NGOs. The all-day session in Mount 
Hagen was intended primarily for NGOs. The 
sessions in Port Moresby were organized as 
presentations followed by question-and-
answer time. For the Mount Hagen session, 
the consultants designed an innovative 
format that was highly participatory. All 
the sessions elicited great interest and 
many questions, and served to clarify the 
operations of the Accountability Mechanism 
and its underlying policy. 

Fiji and Tonga 
In May, the SPF participated in another joint 
outreach mission to Fiji and Tonga, together 
with staff of OCRP and NGOC. Staff from the 
South Pacific Subregional Office in Suva, Fiji, 
supported and participated in the sessions 
in both countries. The participation of NGOC 
has become a valued part of Accountability 
Mechanism outreach, as NGOs are a key 
target group. The mission conducted 
two outreach sessions in each of the two 
countries: one half-day session primarily 
for government officials and one daylong 
session for NGOs. The all-day sessions with 
NGOs followed an interactive pattern and 
were particularly well received and effective. 
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OSPF’s impression is that outreach is effective 
in apprising stakeholders of the existence 
and role of the Accountability Mechanism. 
It appears that at least some of the cases 
received by the Accountability Mechanism 
have resulted from outreach efforts. Joint 
outreach by OSPF, OCRP, and NGOC is 
efficient and well appreciated by participants.

Lao People’s Democratic Republic  
and Viet Nam
OSPF, together with OCRP and NGOC, 
conducted outreach missions to the 
Lao People’s Democratic Republic (Lao PDR) 
in November and to Viet Nam in December. 
Each of the missions held two half-day 
sessions, one mainly for government officials 
and the other for NGOs. Staff of the Lao PDR 
Resident Mission and the Viet Nam Resident 
Mission participated in the sessions. OSPF 
and NGOC also held separate meetings with 
several local NGOs in each country.  

Attendees at the joint outreach session with NGOs  
in Vientiane, Lao PDR

Outreach session in Ha Noi, Viet Nam

Orientation Sessions at 
Headquarters 

Briefings on the Accountability 
Mechanism for ADB Interns and  
New Staff 
During the year, the SPF, together with 
OCRP, gave six joint briefings on the 
Accountability Mechanism for 255 new ADB 
staff as part of the Budget, Personnel, and 
Management Systems Department’s regular 
Induction Program, which was organized 
every 2 months. They also presented the 
Mechanism to 14 ADB interns in July. 

Publications

Complaint Handling in Development 
Projects—Building Capacity for Grievance 
Redress Mechanisms 
This publication presents a framework and 
practical suggestions on how best to build the 
capacity of an organization (with a focus on its 
personnel) to manage an effective grievance 
redress mechanism (GRM). It also includes an 
explanation of what is meant by the often 
misunderstood term “capacity,” and how it 
applies to the tasks associated with making 
a GRM work well. The publication has been 
translated into Khmer, and printed copies will 
be available in 2012. 
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Complaint Handling in Development 
Projects—Grievance Mechanisms: 
A Critical Component of Project 
Management 
This publication provides background 
information on grievance mechanisms. It talks 
about the rapid adoption of such mechanisms 
among international organizations, 
international financial institutions and the 
world’s leading corporations. Grievance 
mechanisms are not substitutes for good 
community engagement, but they are an 
essential component of projects that are 
respectful of the rights of those affected by 
project design and implementation, reducing 
risk and contributing to long-term support 
for public and private sector activity.  Printed 
copies of the Bahasa Indonesia version will be 
available in 2012. 

Website 

The OSPF website (www.adb.org/spf) was 
viewed 7,744 times in 2011 (Table 2). The most 
visited pages were the sample complaint letter, 
complaints registry, and home page. Peak 
activity was recorded in February and March.

Table 2: OSPF Website, 2011

Month Page Views

January 849
February 1,411
March 1,591
April 683
May 523
June 267
July 362
August 490
September 383
October 655
November 403
December 127
Total 7,744

Translations

Consultation Primer 
The OSPF Consultation Primer, which provides 
an easy-to-digest description of the step-by-
step procedure OSPF follows once a complaint 
is declared eligible, was translated into Hindi, 
Kazakh, and Kyrgyz. The booklet is now 
available in seven DMC languages.

Source: OSPF-ADB.
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Generic Support

Training and Information 
Sessions

Orientation on ADB Safeguards
OSPF and OCRP presented the Accountability 
Mechanism during orientation sessions on 
ADB safeguards organized by the Regional 
and Sustainable Development Department 
in March, September, and November. The 
presentations included case studies of 
problem solving and of compliance review.  

Involuntary Resettlement Training for 
Social Development Specialists 
As part of the involuntary resettlement 
training for social development specialists in 
February and June, the principal facilitation 
specialist conducted 2-hour training sessions 
about GRMs. Starting off by asking the 
audience “GRMs—Mandatory since 1995: 
What worked? What did not work?” the 
group discussed whether grievances are 
burdens or gifts, what the benefits of GRMs 
are, and why to set them up. The main 
elements as well as major steps in setting 
them up were presented, and the participants 
worked in groups to apply the learning to 
review missions, where they have to find out 
whether GRMs are functioning.

Capacity Development for Grievance 
Redress Mechanisms – Cambodia  
A 2-day workshop in November was in 
response to a request from the Cambodia 
Resident Mission in view of grievances related 
to ADB-assisted projects. It was designed 
for ADB resident mission staff, but at the 
Southeast Asia Department’s request OSPF 
agreed to the inclusion of a number of 
government officials who had expressed 
interest. The workshop was facilitated by 
OSPF and a dispute resolution consultant.  
It utilized participatory activities and exercises 
in addition to lectures, and covered the 
principles and good practices for GRMs as 
well as dispute resolution and negotiation 
skills. A total of 37 persons attended. 

Briefing on good practices during the GRM workshop 
in Phnom Penh, Cambodia 

Group presentation during the GRM workshop  
in Phnom Penh, Cambodia 

Pilot Test: Training Manual on Complaint-
Handling Mechanisms in Development 
Projects 
The training manual was pilot tested in 
Manila and Jakarta. Two pilot tests on the 
2-hour module were conducted in Manila in 
February and on the two modules (2-hour 
and full day) in Jakarta in September. The 
experience-based, participatory style of the 
training suited the participants and was 
appropriate in helping them understand 
their roles and responsibilities in a grievance 
redress system. However, some issues like time 
management need to be addressed, especially 
when translation is required. Suggestions and 
recommendations were recorded and will be 
considered in the manual’s revision.
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The lead facilitation specialist addressing the  
NT2 Lessons Learned workshop

Experience and Lessons Learned from 
Nam Theun 2 
A workshop in November was a follow-up to a 
2008 OSPF mission that identified the GRM of 
the Nam Theun 2 Hydroelectric Project (NT2) 
in the Lao PDR as a source of useful lessons 
for GRMs that might be replicated in other 
projects. The workshop was attended by 
a carefully selected group of 30 persons 
with NT2 experience and was successful in 
bringing out lessons and good practices that 
have emerged from this large and carefully 
implemented project. OSPF circulated the 
proceedings of the workshop and will use 
the findings to improve its advice to the 
operations departments on establishing GRMs.

The compliance advisor/ombudsman of the World Bank Group delivering a talk to ADB staff 

Visit of the Compliance Advisor/
Ombudsman, World Bank Group
On 9 December, the compliance advisor/
ombudsman (CAO) of the International 
Finance Corporation and Multilateral 
International Guarantee Agency and Vice 
President of the World Bank Group visited 
OSPF, OCRP, and the CRP and delivered 
a talk to about 40 ADB staff members. 
The talk covered the operations of the 
CAO, particularly experience in handling 
complaints, and included a question-and-
answer session. A film was shown describing 
the successful resolution of a decades-long 
dispute at the Ambuklao–Binga hydroelectric 
power plant in northern Philippines.

Regional Facilitation Capacity 
Development Seminar for Mediators
OSPF and the World Bank Group’s CAO jointly 
conducted a 3-day seminar on 23–25 May 
2011 in Tbilisi, Georgia for mediation 
professionals and other conflict resolution 
practitioners from Central Asia and the South 
Caucasus to inform them about the work of 
the independent accountability mechanisms of 
ADB and the World Bank Group, and the role 
of these mechanisms in providing grievance 
redress and dispute resolution services to 
citizens affected by development projects.

The training explained how the 
mechanisms work with civil society, their 
respective complaint-handling processes, 
and what local mediators can expect from 
involvement in a dispute resolution process 
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facilitated by these mechanisms. The 
seminar aimed to achieve the joint goal of 
building a network of local mediators in 
Central Asia while developing the capacity 
of those mediators to work on potential 
future cases with the mechanisms. Sixteen 
conflict resolution professionals from 
Armenia, Azerbaijan, Georgia, Kazakhstan, 
Kyrgyz Republic, Tajikistan, and Uzbekistan 
participated. The seminar used formal 
presentations, case studies, conflict 
situations, role playing, simulations, and 
group work to train participants, and it 
provided opportunities for networking. Many 
participants noted that the work was useful, 
and that they received new and practical 
knowledge about applying a mediation 
procedure to conflict resolution.

Capacity Development Seminar for High-
Level Officials of the People’s Republic  
of China
In July, the SPF and the associate secretary 
of OCRP delivered a briefing on the 
Accountability Mechanism as part of a 
capacity development seminar for 14 visiting 
high-level officials from the PRC. The briefing 

was followed by a question-and-answer 
session.

Project Complaints Tracking 
System for Headquarters and 
Resident Missions 

OSPF, together with the India Resident 
Mission and the Office of Information 
Systems and Technology, developed this 
mainframe-based system in 2009 for tracking 
complaints received by resident missions and 
headquarters divisions. It allows staff to record 
and monitor the complaint-handling process, 
maintain up-to-date information on the status 
of a complaint, and make timely decisions. 
The system’s usage started out slowly, with 
the first complaints being logged in December 
2009, but picked up in 2010 and increased 
particularly during 2011. Initially the system 
was used only in the South Asia region, but 
in 2011 resident missions in Central and West 
Asia adopted it. During 2011, the SPF gave 
briefings and demonstrated the system to 
the Regional Management Team of the East 
Asia Department and to staff of the Lao PDR 
Resident Mission.

Participants from Central Asia and the South Caucasus introducing themselves through self-portraits
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Statistical Update 

OSPF received the same number of 
complaints in 2011 as in 2010, and 
the eligible number was also the same 
(Figure 2), although the eligibility status 
of two complaints was still pending at the 

end of the year. The complaint numbers 
continue to be at a somewhat higher 
level than during the first few years of the 
Accountability Mechanism. This may reflect 
wider awareness, consequent upon the 

Figure 2: Eligible and Total Complaints, 2004–2011

a Eligibility determination pending for two complaints as of 31 December 2011.
Source: OSPF-ADB.

ongoing joint outreach program of OSPF 
and OCRP, together with monitoring of 
ADB-assisted projects by CSOs. During 2011, 
the geographical distribution of complaints 
seemed to be random, although from 2004 
to date South Asia has contributed the 
largest number of complaints (almost half; 
Figure 3). Complaints are a reflection of 
perceived problems and can come at any 
time and from any of ADB’s DMCs.  

Most complaints submitted to OSPF 
continue to stem from infrastructure projects, 

with a preponderance coming from the 
transport sector (Figure 4). The main subjects 
of the complaints have also remained 
the same—issues related to resettlement, 
followed by information, and consultation and 
participation (Table 3). CSOs have played a 
part in well over half of all complaints received 
(Figure 5), and the importance of their role has 
been increasing: in 2010 and 2011, all  
the eligible complaints involved CSOs.  
In many instances, people adversely affected 
by projects need help in becoming aware of 
available recourses and in pursuing remedies. 
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Source: OSPF-ADB.

Figure 3: Complaints Received by Region, 2004–2011

Source: OSPF-ADB.
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Figure 4: Complaints Received by Sector, 2004–2011

Table 3: Issues Raised in Complaints, 2004–2011

Issues
Number of Times 

Raised in Complaints

Resettlement 30

Information 14

Consultation and participation 13

Agriculture, natural resources, environment 11

Community and social issuesa 9

Energy 3

Othersb 8

a Includes gender issues (raised once).
b  Includes the following issues: distributary link, flooding, procurement, loan suspension, education, and termination of 

contract.
Source: OSPF-ADB.
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Statistical U
pdateCSOs often play a vital role in assisting and in 

some cases representing them.

The outcomes of OSPF’s complaint 
handling have been reasonably favorable, 
with most eligible complaints being either 
fully or partly resolved (Table 4). The “partly 
resolved” category reflects the difficulty 
of categorizing the outcomes in complex 
situations where circumstances change  
(such as projects being closed or revised 

before effects are felt or before resolution 
can be achieved). From OSPF’s experience, 
one other fact is noteworthy: complaints 
generally cannot be resolved quickly. 
Especially where the situation is complex, 
as is usually the case when adverse impacts 
have occurred or are expected, resolving 
complaints requires considerable time 
to build relationships among multiple 
stakeholders, to work out solutions to 
problems, and to implement solutions.

56% (22)

44% (17)
Civil Society Organizations and Affected Persons

Affected Persons

Figure 5: Complaints Received from Affected Persons  
and Civil Society Organizations, 2004–2011

Source: OSPF-ADB.

Table 4: Complaints Received, 2004–2011

Eligible Number
 Outcome:

 Resolved 4
 Partly resolved 3
 Ongoing 3
 Unresolved 1
 Withdrawn 2

     Total 13
Ineligible
 Reasons for Ineligibility:

  Complainants have yet to address problem with concerned operations 
department

17

 Complainants are not materially and adversely affected by project 3
 Project/program completion report has been issued       2
 Procurement related 2

     Total 24
Eligibility Pending as of 31 December 2011 2
Total Complaints Received 39

Source: OSPF-ADB.
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Budgetary Information

OSFP used a total of $436,459 in 2011.  
Of this amount, $332,410 went for 
complaint-related expenses; $92,014 for 
outreach, studies, and support activities in 
setting up GRMs; and $12,035 to support 
OSPF’s operations.



Step 1: Filing of the complaint

Step 3: Determination of eligibility

Step 4: Review and assessment

TWO OPTIONS

7 days from receipt

21 days from receipt

49 days from receipt

7 days from receipt
of findings

7 days from receipt
of comments from

the operations
department and
the complainant

If the complaint
is ineligible,

the complainant
can file a request for
compliance review

If the complainant
finds the consultation

process not
purposeful, the

complainant may
file a request for

compliance review

If the complainant
finds the consultation

process purposeful
but has serious
concerns about

compliance issues,
the complainant may

file a request for
compliance review

14 days from date
of notification

Step 2: Registration and
acknowledgement

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

process

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

process

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

by the Special Project Facilitator

Step 8: Termination of the
consultation process

The Consultation Process

Source: OSPF-ADB

The Consultation Process

Source: OSPF-ADB.



Consultation Phase of the ADB Accountability Mechanism  
OSPF Annual Report 2011

The Office of the Special Project Facilitator (OSPF) is responsible for the Consultation Phase 
of the ADB Accountability Mechanism. OSPF’s core function is to facilitate problem solving 
concerning ADB-assisted projects and programs using consensus-based methods, seeking 
agreement among all parties. In 2011, OSPF concluded the consultation process for two 
complaints, received and processed seven new complaints, and worked jointly with the 
Office of the Compliance Review Panel to inform stakeholders about the Accountability 
Mechanism through outreach sessions, both at ADB headquarters and in several countries. 
OSPF produced two new publications in 2011 and translated the Consultation Primer into 
the languages of three developing member countries to disseminate information about the 
complaint process and to promote the use of effective grievance redress mechanisms.
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