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THE PCM

What is the Project Complaint Mechanism?
The EBRD established the Project Complaint Mechanism (PCM) as
part of its commitment to the transparency and accountability of its
operations. Organisations and individuals who believe that a project
financed by the Bank has caused or is likely to cause harm to people
and/or the environment may file a complaint to the PCM.
The PCM has two functions:
Problem-solving

1. A person located in or having an economic, social or cultural interest
in a project-impacted area may submit a complaint requesting a
Problem-solving Initiative. The objective of the Problem-solving function
is to restore dialogue between the Complainant and the Client to resolve
issues of mutual concern without attributing blame or fault.
Compliance Review

2. A person or organisation may submit a complaint requesting
a Compliance Review. The Compliance Review function seeks to
determine whether or not the EBRD has complied with applicable
environmental, social and disclosure policies in respect of its projects.
A Complainant may ask for both functions, provided that the request
satisfies the relevant eligibility requirements.
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The PCM provides
individuals and
organisations with an
opportunity to file
complaints in relation
to EBRD-funded
projects.

PCM roles and responsibilities
The PCM is independent from the EBRD’s operations. The PCM Officer
is responsible for the day-to-day administration of the PCM. Up to
10 independent Experts may be appointed by the EBRD Board of
Directors on the recommendation of the President. The PCM Experts
are responsible for serving as Eligibility Assessors, Compliance
Review Experts or Problem-solving Experts, and may be responsible,
on delegation by the PCM Officer, for any follow-up monitoring and
reporting. These Experts specialise in areas such as economic, legal,
social, environmental and related fields and operate externally to
the Bank.
The PCM Officer and an appointed Expert assess the eligibility of
registered complaints. If a Compliance Review is warranted, a PCM
Expert conducts it. If a Problem-solving Initiative is appropriate then,
subject to the prior approval of the Bank’s President, a PCM Expert
begins facilitating settlement between the Client and the Complainant.

Who can make a complaint?
• One or more project-impacted individual(s) may submit a complaint
seeking a Problem-solving Initiative.
• One or more individual(s) or organisation(s) may submit a complaint
seeking a Compliance Review.

When can a complaint be accepted by the PCM?
If seeking a Problem-solving Initiative, a complaint can be submitted:
• only after the EBRD has clearly shown that it is interested in financing
the project, and
• not later than 12 months after the last disbursement of EBRD funds,
or in the case of equity funding, where the Bank has not sold or exited
from its investment.
If seeking a Compliance Review, a complaint can be submitted:
• only after the EBRD has approved financing of the project, and
• not later than 24 months after the date on which the Bank ceases to
participate in the project.
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The PCM is
independent from
the EBRD’s operations
– a dedicated PCM
Officer and external
Experts are involved in
the review of PCM
complaints.

What can a complaint be about?
A complaint can be made about any type of Bank-financed project,
including loans, equity investments, guarantees or technical assistance.
The subject of a Problem-solving Initiative is a dispute between the
project-affected person(s) (Complainant(s)) and the project sponsor
(the Bank’s Client). The Initiative aims to restore dialogue between the
Complainant and the Client to resolve underlying concerns without
attributing blame or fault.
The subject of a Compliance Review is an alleged non-compliance
by the EBRD with its Environmental and Social Policy and/or projectspecific provisions of the Public Information Policy. A Compliance Review
determines whether or not the EBRD has complied with these policies.

PCM does not register complaints that:
• raise allegations of fraud or relate to procurement matters (in which
case the complaint will be redirected to the appropriate department
within the Bank)
• relate to Article 1 of the Agreement Establishing the Bank, the portfolio
Ratio Policy or any other specified policy as may be identified by the
Board from time to time
• relate to the adequacy or suitability of EBRD policies
• relate to matters in regards to which a complaint has already been
processed by the PCM or its predecessor, the Independent Recourse
Mechanism (IRM), unless there is new evidence or circumstances not
known at the time of the previous complaint.

Prior efforts to address concerns
Prior to filing a Complaint the Complainant must have made efforts
to bring the concerns to the attention of the Bank and/or Client.
Complainants are required to show that they have tried to address
issues with the Bank or project sponsor, or to provide a sound reason as
to why approaching the Bank or the Client was not appropriate.
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What happens after a complaint has been received?
Complaint received

Non-registrable

Registration of the complaint

Eligibility Assessment
(if registered)

Ineligible

Problem-solving Initiative
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Compliance Review

No agreement

Agreement reached

No agreement

Agreement reached

Complaint closed

Monitoring

Complaint closed

Monitoring
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WHAT IS EXPECTED OF THE
CLIENT FOLLOWING RECEIPT
OF A COMPLAINT?
The PCM Officer informs the Client that a complaint
has been registered.
The PCM Officer informs the Client that a complaint has been registered
concerning its project. The PCM Officer forwards a copy of the complaint
to the Client as soon as practicable. After a complaint is registered it is
posted on the PCM webpage on ebrd.com.

Eligibility Assessment stage
After registration the complaint enters the Eligibility Assessment stage.
The Eligibility Assessors (that is, the PCM Officer and an external PCM
Expert) determine whether the complaint is eligible for a Compliance
Review and/or a Problem-solving Initiative, based on the eligibility
criteria set out in the PCM Rules of Procedure.
It is important to note that the Eligibility Assessors do not judge the
merits of the allegations in the complaint and do not make a judgment
regarding the truthfulness or correctness of the complaint.
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The Eligibility
Assessors do not
judge the merits of the
allegations in the
complaint and do not
make a judgment
regarding the
truthfulness or
correctness of the
complaint.

The Client’s response to the complaint
During Eligibility Assessment, among other documents and information,
the Assessors consider the position of the EBRD’s Management on
the issues raised. The PCM Officer also asks the Client to prepare a
response, outlining the Client’s position on the matters raised in the
complaint.
There is no template or specific form for the Client’s response. The
response provided by the Client is included in the Eligibility Assessment
Report, which is published on the PCM’s webpage on ebrd.com.

If applicable,
Clients are asked
to prepare
a response outlining
their perspective on
the matters raised in
the complaint.

Communication with the PCM Officer and Experts
During Eligibility Assessment, Compliance Review or Problem-solving
activities, the PCM Officer and/or Experts engage with the Client to
obtain information, clarifications or documents relating to the project
and to the issues raised in the complaint.
During the processing of the complaint they may also request meetings
with the Client and/or relevant consultants working on the project. They
may carry out site visits and employ other methods that they consider
appropriate for a thorough and impartial review of the complaint.
The cooperation of the Client with the PCM is essential in helping to
ensure a comprehensive and unbiased review of the complaint.
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Who has access to information or documents
provided by the Client?
The PCM Officer and Experts have full access to relevant Bank staff and
files; this includes documents and information received from Clients.
However, the PCM’s use and disclosure of information are subject to the
Bank’s Public Information Policy and other applicable requirements to
maintain confidentiality of sensitive information.
The PCM asks for the Client’s permission before disclosing any
information or documents which are subject to confidentiality
agreements, or other confidentiality commitments between the Client
and the Bank.

Outcome of PCM processes
Compliance Review
If the PCM Expert concludes that the Bank was not in compliance with
a relevant EBRD policy, the Expert issues a set of recommendations to
address the findings of non-compliance. The EBRD’s Management is
required to develop an Action Plan to address the recommendations.
Implementation of the Action Plan may involve the EBRD working
together with the Client in addressing findings of non-compliance in
the scope or implementation of the project, taking account of prior
commitments by the Bank or the Client in relation to the project.
The PCM monitors the implementation of the Management Action Plan
and issues public monitoring reports.

Problem-solving
During a Problem-solving Initiative, the PCM Expert engages with the
Complainant and the Client to facilitate dialogue and to try and assist
them to reach an agreement on issues of mutual concern. The Problemsolving Initiative is considered complete when the parties reach an
agreement or when, in the opinion of the Expert, no further progress
towards resolution of the issues is possible.
The PCM monitors implementation of agreements reached as a result
of a Problem-solving Initiative and issues reports until satisfied that the
agreement is fulfilled.
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