
2012 Annual Report
Office of the Ombudsman & Mediator

Managing Conflicts, Stress and Fear
in a Challenging Work Environment

Office of the Ombudsman 
& Mediator



2012 Annual Report
Office of the Ombudsman & Mediator

Managing Conflicts, Stress and Fear 
in a Challenging Work Environment

Office of the Ombudsman 
& Mediator





3MANAGING CONFLICTS, STRESS AND FEAR IN A CHALLENGING WORK ENVIRONMENT

• An Ombudsman is a designated neutral and impartial
conflict resolution practitioner whose primary function
is to provide confidential, independent and informal
assistance to staff on grievances and complaints
related to human resources and workplace issues.
The Office facilitates dispute or conflict resolution
among staff and between staff and management
through mediation and conciliation and supplements
the formal staff recourse systems for conflict
resolution, such as the Staff Appeals Committee and
the Administrative Tribunal. 

• The objective of the Office of the Ombudsman, when
a complainant visits, is to work with him/her to explore
ways and options he/she is comfortable with pursuing
to arrive at a solution to the problem. The options
might include referral to another organization unit that
can better assist the staff. 

• All conversations with the Office are held in strict
confidentiality unless authorized by the complainant to
do otherwise for the purpose of resolving the issues
raised. The only exception, which is determined at the
sole discretion of the Ombudsman, is where “there
appears to be imminent risk of serious harm.” For that
reason, the Office keeps no records on behalf of the
Bank and proceeds to destroy all documents that may
contain information identifying enquirers as soon as
the case is closed. 

• The Office does not serve as an advocate for 
any person in a dispute within the organization;
however it advocates for fair processes and their fair
administration.

• As an early warning agent, the Office of the
Ombudsman while adhering to tenets of confidentiality

and neutrality provides unfiltered and independent
upward feedback to Management on case trends,
patterns, systemic issues, policies and practices
observed and ascertained in the organization. This
feedback enables Management to introduce timely
preventive or corrective measures that forestall
unnecessary adversarial recourses, help to improve
the general workplace environment and introduce
necessary systemic changes. 

• Thus although it is outside of the normal power
structure of the Bank, the Office has no decision-
making powers, and neither formulates nor changes
policies; the Office through its feedback and
recommendations causes Management to make
improvements in human resource policies, procedures
and practices. Thus the Office works closely with
Human Resources Department, Staff Council and
Ethics Office to promote harmonious work
environment across the Bank.

• The services of the Office are available to all staff past
and present, irrespective of professional stratum,
gender, geographic origin and type of contract.
Interaction with the Ombudsman is voluntary and not
imposed. 

• The Office of the Ombudsman also pursues
continuing education and training to remain current
and maintain the standards of practice of the
profession and fosters communication about the role
of the Office to all those served by the Office. 

• The Office administers the Values Promotion
Champions (VPC) program which enables field office
staff to have preliminary conflict management services
from their selected peers.

How the Office of the 
Ombudsman and Mediator Functions 
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Dear All,

In accordance with our Terms of Reference (see Annex 2) we are pleased to share
with you the 9th Annual Report of the Office of the Ombudsman. This covers the 
period January to December 2012. As required it ‘describes in general terms the 
issues dealt with and the outcome of the Ombudsman intervention”. Upon publication
it will be available to staff and Management.

We have premised the theme of the 2012 Annual Report as Managing Conflicts, Stress and Fear in Challenging Work
Environment”. This theme was chosen  because it reflected the undertones of the different types of grievances brought
to our attention and issues that we had to grapple with alone as an Office and at times collectively involving other
partners in the internal recourse system to resolve. Be it Conduct & Abuse of Authority, Career &Job Security, Benefits
& Compensation, and Performance Evaluations, conversations with complainants revealed underlying fears and related
stress sometimes on matters relatively benign and readily /rapidly dispensable as we gave them attention. More 
specifically, in 2012, the socio-political tensions in Tunisia and Cote d’Ivoire within the context of Accelerated
Decentralization and Return to Abidjan agendas created additional anxiety to staff as they considered the future of their
careers with the Bank and safety of their families. 

Most of the time, the fear and accompanying stress and frustrations had lingered on for a while hindering focus on
work and productivity before the Complainant resorted to our services. This required the Thrust of our support to 
providing supplementary information and clarification on policies and procedural guidelines, offering assurances, 
engaging in conciliation through shuttle diplomacy, counseling and coaching services rather than engaging in mediation
of inter-personal conflict cases which in any case were minimal. In fact in some instances we had emboldened/
empowered complainants to confront their opponents be it supervisor, peer or subordinate to resolve their areas of 
disagreements personally through non-violent communication methods. 

Our communications approach, specifically through our periodic Newsletters, Advocacy & Outreach sessions and 
interactions with visitors was to build trust, remove any stigmas concerning conversations with the Ombudsman and
encourage staff to use our Office to resolve personal and/or group conflict. Thus it became normal practice during field
missions to hold individual informal and confidential discussions with all staff while maintaining our neutrality, impartiality
and independence from the management, to understand the sources of any of their fears and stress and explore with
them appropriate solutions. We have been encouraged by the extent at which some staff had opened up and shared
concerns as well as made proposals for improvements at their respective work places. Importantly we had designed
the 2012 Conflict Competency Week which was graciously honored by Senior Management, to address the heart of
the theme of “Management of Conflict, Fear and Stress at the Workplace” also flagged by the 2010 Staff Survey. The
event enabled staff to acquire practical and invaluable knowledge, understanding, skills and techniques from in-house
prolific experts on Non-Violent Communications, Managing Stress and Personal Conflict by taking Control, as well as
Dealing with Security Concerns and Understanding Financial Future from the perspective of the Staff Retirement Plan.

An important feature in our work program during the year was the selection of a large number of Values Promotion
Champions as most of the pioneers arrived at the end of the term of their mandate and others were transferred to other
work stations. Thus, 18 new VPCs were nominated and had to be provided with proper induction and training to enable 

A Word from the Ombudsman & Mediator

Amabel Orraca-Ndiaye 
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them to be effective in their respective roles. Our major training and capacity building event during the year with funding
from CHRM was therefore organized for the elected VPCs in Addis Ababa. The training was conducted in partnership
with the Ethics Office, CHRM, and SCO who also served as resource persons. This event was successfully hosted
under the gracious auspices of ETFO to whom I reiterate our gratitude in this report. 

Turning to our performance outcomes in quantitative terms, we handled a total of 251 caseloads representing 
approximately 10.9% per staff at post. This showed a 28% increase of the absolute number of caseloads handled and 
compares with 10.6% per staff at post registered last year. Caseloads from field offices featured prominently mainly
due to our approach of meeting every staff during Outreach and Problem-Solving sessions. The caseloads breakdown
showed more cases from male compared to female staff; regional compared to non-regional staff; and GS compared
to PL categories of staff. On case types, grievances on Conduct & Abuse of Authority as well as Career Development
& Job Security were the largest. There was also variance in the severity of handled cases ranging from benign information
sharing, clarification of rules and procedures governing staff employment to more complex grievances requiring deeper
enquiry and intervention in order not to degenerate into cases ending up at the Administrative Tribunal.  In terms of 
outcomes, 97% of all the cases handled were closed within an average of 4 weeks against OMBU established KPI of
95% within that duration. Depending on their complexity a few cases exceeded the four weeks however the majority
took less time. 

As required by Ombudsman Standards of Practice to keep professionally current and competent, the OMBU Team
maintained its external networking relations with other members of the International Ombudsmen Association, the 
UNARIO and the World Bank. The events hosted by these bodies were used to hone our skills by experiencing and
emulating good standards of practice in conciliation, mediation and handling of office and visitors. The two Ombudsmen
also completed the in-house Leadership and Capacity Enhancing sessions offered by Cranfield University.

We would like to underscore and express gratitude here for the valuable attention and support received by the Office
in the course of the year from the President provided through our periodic reports and occasionally from the Senior
Management Coordination Committee (SMCC). We would also mention that the various high-level information sessions
by top management on the Road Map and Return to Abidjan provided the necessary framework for our discussions
with complainants and in allaying staff  fears and stress in that regard. 

In conclusion we wish to continue encouraging you to come to us to share your concerns, suggestions for improvements
as well as voice your fears and grievances. Through our informal and confidential channel you will be availed with an
opportunity of having your concerns raised with the top and senior management levels. Through our conversations
you should be empowered to manage your personal conflict, fear and stress without anyone knowing the source of
your strength and technique. Importantly, we would also urge you to make conscious effort to be more conversant or
gain clearer understanding of the various guidelines, rules and procedures governing your employment with the Bank.
Often, staff ignorance, unfamiliarity and therefore non-adherence to these guiding principles contained mostly in the
Staff Code of Conduct, Staff Manual and Employment Contract terms and conditions, have been the source of the
fear, grievance and stress.  You have a personal responsibility therefore in this regard.
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Amabel Orraca-Ndiaye

Additionally, we would like to point out that since our function dwells mostly on grievances and complaints, in going
through this report some may question whether our Bank is still an Employer of first choice. I wish therefore to assure
you that on the whole majority of staff worked normally and were successful in managing their fear, conflict and stress
as attested to by the relatively low magnitude of caseload per staff at post handled by the Office. Furthermore allow me
to emphasize that in a prestigious and high performing organization such as ours the types of grievances, fears and 
stress described are part of the work terrain. Indeed it is the rational for creating Offices in the Internal Recourse 
Mechanism including ours and their ensuring that these issues are competently managed to preserve staff morale and
productivity as well as the image and reputation of the Bank.

Finally, this occasion is used, once again, to thank our collaborating partners, The Ethics Office, the Staff Council, Staff
Appeals, the Secretariat of the Administrative Tribunal, CHRM and particularly this year, the Medical Center, ERCU,
SECU and SRP who enabled us accomplish the activities of the Conflict Competency Week, one of the function set
out in the 2012 work program. We hope to count on similar support from all of you as we engage in the implementation
of the 2013 work program. 

Yours sincerely,
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Section A: Conciliation and Mediation Services 
to Visitors

Case and Visitor Trends, Types and Outcomes

The total number of caseloads (complaints) handled by
the Office in 2012 from January to December was 251,
an increase of 28% from the previous year and the 
highest recording during the period 2008-2012 as can
be visualized in Fig 1. 

The increased numbers of cases was largely as a 
result of continued advocacy work with staff at induction
and during the Outreach, Problem-Solving &Sensitization
missions to field offices. The sessions enabled staff 
to come forward to receive advice on personnel matters,
register employment related grievances and to express
professional concerns. In this respect, the effort made
by certain Country Directors, Regional Directors, 
Resident Representatives and the Values Promotion
Champion (VPC) program to ensure broad access 
of staff to the informal recourse services offered through
the Ombuds Office, like the previous year, was 
commendable.

Thus during the year, as can be deduced from Fig.2,
74% of the total number of cases handled were from the
field offices and recorded largely during field missions
(FM), over  telephone conversations with field office staff
and  through the VPC channels. About 26% were from
the TRA Headquarters (HQ).

During the year, the origin of complaints received as can
be deduced from figs 3-5 showed dominance of: Male
(M) compared to Female (F); Regional (R) versus 
Non-Regional (NR)  and General Service(GS) compared
to  Professional Level (PL).

Analysis of Main Activities Carried out in 2012
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The largest segment of the cases/complaints during the
year as shown in Fig 6 were matters related to Conduct
and Abuse of Power (37%) followed by Career Develop-
ment and Job Security (34%). Matters having to do with
Policy Practices (12%); Compensation and Benefits
(10%); and Performance Evaluation (7%). Although 
relatively low Performance Evaluation issues were major
sources of grievance and stress to those complainants
who brought them to our attention.

The caseload trend in Fig: 7 reveals the share of issues
on Conduct and Abuse of Authority and Career Deve-
lopment and Job Security escalating in 2012 from that
of 2011. It should be pointed out that all the cases re-
quired conciliation coupled with counseling and at times
referral to more appropriate offices for consideration.

Outcomes

As at 31 December 2012, the office handled 251 cases.
About 97% of the 251 cases handled in the year were 
terminated with consent of complainants and only  (3%)

Fig. 4: 
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carried over to 2013, exceeding the 95% KPI introduced
in 2010. (Ref. Fig 8).The average duration of a case was
4 weeks. Although a few cases exceeded that average
in view of their complexity, the majority took much less
time to bring to closure. 

Section B: Values Promotion Champion (Vpc) 
Program

Performance and Contribution to Conflict Management

With the VPC Program entering its fourth year, the role
of the VPCs has gained significance by providing informal
assistance to staff facing work related grievances and
conflict issues in the field office. As at 31 December
2012, 26 out of the 31 fully functional field offices have
their VPCs. Three more VPCs from newly operational
field offices including a Regional Center are expected in
2013.

As indicated earlier (ref. Fig.2), of the total caseloads
dealt with only (5%) were channeled through the VPCs.
This was due to a good number of the VPCs being new
to the function and having difficulty handling and logging
complaints. Others had difficulty to have their presence
felt due to the demands of their respective workloads
while others relocated to other field offices or ATR in
Tunis. Altogether these factors necessitated intervention
of the Ombudsmen in cases at times by telephone or

through outreach missions to bring VPCs up to speed
and /or reinforce their role in their respective work 
stations. These teething problems aside, on the ground,
the VPCs were relied on and gained gradual 
recognition by certain Regional Directors, Resident
Representatives and Co-workers as vital to the manage-
ment of work-related grievances.

Renewal of VPCs

The selection process of large number of new VPCs was
triggered this year largely because: (a) the 21 pioneer
VPCs reached the end of their statutory term in March;
(b) replacements were made for a couple of them 
relocated to other field offices and ATR; and (c) 
nominations were made by a few newly opened and
functional field offices.

VPC Training and Capacity Building

Altogether 18 new nominees were trained and equipped
with materials necessary for their function. The training
was held in Ethiopia Addis Ababa from 17-18 May and
was facilitated jointly by OMBU, Ethics Office, CHRM and
Staff Council. Those whose selection took place after the
Addis Ababa training sessions were provided with 
specialized induction sessions by the Ombudsmen and
have been slated to join the 2013 VPC training sessions
envisaged for newcomers.

Section C: Internal Networking, Outreach, 
Problem-Solving & Team-Building 
Activities

Internal Networking

Top Management

During the year the Ombudsman and Mediator conti-
nued to submit the monthly and periodic reports to the 
President flagging various systemic issues and channe-
ling comments and recommendations on perceived
short comings in employment policies procedures and 

Fig. 8: 
2012 Caseload Outcome
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practices in the Bank. The President was responsive and
provided guidance when deemed necessary to issues
brought to his attention.

First Vice President/Chief Operating Officer (COO)

The Ombudsman and Mediator met with the First Vice
President. The latter was also involved in the closing 
ceremony of the Conflict Competency Week co-hosted
by OMBU where he called on staff to put into practice
what they had learnt. He also joined in the issuing 
of Certificates of Completion to participants in the 
Communication/Non-Violent Communication training
sessions that took place during the event. OMBU was
also actively involved in the PRST/COO Complex consul-
tations on the Long Term Strategy process aimed to 
define its approach and issues for discussions. Cues
taken from these deliberations were integrated in defining
OMBU work plan for the medium and long terms.

Senior Management Coordination Committee (SMCC)

In response to an invitation from the Secretariat of the
SMCC, the Ombudsman together with the Ethics Officer
and the Executive Secretary of the Tribunal attended the
regular meeting that deliberated on the Mercer Evaluation
and Implementation Status report of the 2010 Staff 
Survey on 12 April 2012. The 2011 Annual Report of the
Ombudsman was tabled on that Agenda thus giving it
due visibility and importance by the senior body. The
forum was used to share OMBU perspectives on HR 
related issues encountered in the discharge of duties and
to solicit senior management indulgence in seeking 
solutions to exposed problems.

Secretary General/Vice-President (SGVP)

The Secretary General and Vice-President delivered the
Opening remarks of the President at the 2012 Conflict

Competency Week. She spoke on the merits of competent
conflict management and shared knowledge, concrete
techniques and skills in fear and stress management as
well as non-violent communications drawing on her own
experiences as she interacted with staff.

Corporate Services vice Presidency (CSVP)

The Ombudsman & Mediator paid a courtesy visit on the
Corporate Services Vice President. The meeting was used
to explore prospects of bilateral and multilateral 
involving SCO, Ethics and CHRM working relations that
would assist to resolve grievances that require intervention
of the Vice President. It was also an opportunity for the
Ombudsman to share insights gained from field missions
that would be beneficial to the Accelerated Decentraliza-
tion and Bank Return to Cote d‘Ivoire agendas.

CHRM

The Ombudsman& Mediator held fortnightly meetings
with the Director CHRM during which several HR matters
brought to the attention of OMBU were followed through.
Several cases/issues were resolved through this fortnight
consultation process. In addition, several policy docu-
ments including the Staff Manual prepared by CHRM
were shared for comments and peer reviewed by OMBU. 

Ethics Office (COEO)

Joint outreach missions were undertaken with the Ethics
Officer to various field offices to sensitize staff on the 
different mandates of the Offices. Such missions enabled
our Offices to arrive at common understanding and 
coordinate our approaches to dealing with certain staff
grievances. Relatively successful and well- appreciated
team- building sessions were also held together with the
Ethics Office to the benefit of several organization units
based in ATR during the year.



17MANAGING CONFLICTS, STRESS AND FEAR IN A CHALLENGING WORK ENVIRONMENT

The Administrative Tribunal (TRIB)

The Ombudsman participated in the Annual retreat of TRIB
held in Tunis on 19th June 2012 as well as the 21st 
Sessions of the Administrative Tribunal in Tunis from 4-17
October 2012, in its usual observer capacity. The retreat
offered an opportunity to enlighten participants of the types
of systemic, procedural and policy flaws and breaches 
detected at the level of the Ombudsman as well as aggrie-
ved cases resolved in order to minimize cases reaching the
tribunal. At the Tribunal more of such breaches, flaws and
ill-managed cases as well as lessons from the rulings were
identified which were then used in the informal resolution
of employee work related grievances.

Outreach, Problem-Solving & Team Building Activities

Induction & Pre-posting Sessions, Young Professional
Program

During the year under review, OMBU participated in six
(6) CHRM Inductions and Orientation Sessions where a
total of 187 newly recruited staff were sensitized on the
significance of sustaining a respectful and conflict 
competent workplace. OMBU goals in this respect were
to: (a) elucidate the ombudsman and mediation functions
as an avenue for informally resolving employment related
grievances; (b) clarify the role of the Values Promotion
Champions (VPCs) in the Field Offices; and (c) unders-
core the merits of competent conflict management in
terms of time and cost savings to the Bank. New staff
members were also encouraged to assume individual
and collective responsibility for managing personal
conflict and use the informal recourse facility available to
them.

Outreach, Problem-Solving Sessions & Team Building

As part of the approved 2012 Program, the Office 
undertook Outreach and Problem-solving missions to 

ten (10) field offices including one (1) Regional Resource
Centre. At the TRA, it reached out to eight (8) 
Departments where the focus was on team building. 
The Outreach and Problem-solving sessions were 
mostly done by OMBU alone while forces were joined
with the Ethics Office in mounting the Interactive team-
building, communications and fact-finding sessions. 
The sessions were designed to help staff build more co-
hesive and energized teams to implement the respective
work programs. On the whole, these fora that were
mostly well-attended were perceived by participants 
to address problems of Fear, Inadequate Upward 
Communications, Mistrust, Operating-in-Silos, Work-
Associated Tensions and Stress, all cited in the 2010
Staff Survey and the 360 Degrees feedback to mana-
gers. 

 Conflict Competency Week (CCW)

The Office of Ombudsman and Mediator successfuly 
organized the 2012 Conflict Competency Week from 
3-7 December 2012 in collaboration with other Units and
Departments. The theme chosen was: “Reducing Fear
and Stress in a Challenging Workplace”; and the focus
was on skills and techniques enhancement rather than
outreach and sensitization. Over one hundred (100) staff
members from ATR attended in person   and 11 Field 
Offices participated via video conference. Given the
unique nature of the theme, Staff were able to engage
with in-house resource persons from the CHRM, SCO,
COEO, SECU SRP and the Medical Centre and benefit-
ted from expertise of professional Coaches and the Bank
Clinical Psychologist. The topics covered included: Non-
Violent Communications/Compassionate Communica-
tions; Managing Conflict and Stress by Taking Control;
Addressing Security Concerns of Staff; and Understan-
ding Financial Future from the Staff Retirement Plan. The
feedback from the week-long event was encouraging as
the theme was deemed both timely and appropriate; and
the delivery of knowledge, skills and techniques found to
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be quite effective and beneficial. This was to such an ex-
tent that some staff at the ATR have requested for similar
sessions to be organized for those who missed that op-
portunity.

Other Activities

In the course of the year, the Office participated in select
complex meetings. The Ombudsman & Mediator also
chaired a Question and Answer session on “Promoting
a Culture of Integrity within the Bank” during the obser-
vation of the International Anti-Corruption Day Celebra-
tions. 

Section D: External Networking

The Office maintained its contacts with the International
Ombudsmen Association (IOA) and collaboration 
with the United Nations and Related International 
Organizations (UNARIO). At the IOA, the two Ombuds-
men represented the Bank in different committees inclu-
ding the International, Legal and Legislative, Professional
Ethics, Standards of Practice and Best Practices. The 
alliances with these two bodies enabled the Office not
only to uphold International Standard of Practices in the
provision of its functions but also to disseminate them
Bank wide.

Taking advantage of the existing Bank Strategic partner-
ship with the World Bank one OMBU support staff 
together with two others from SCO and OSAN attended
the WB Forum of Secretaries and Administrative Assis-
tants entitled "Excellence Administrative Client Support
(ACS)-Making the Mission Possible". The occasion was
used to imbibe good professional practices that augur
well for excellence in service delivery. The staff also 
examined the characteristic features and general impact
of the Network and explored ways of emulating the 
initiative to the benefit of other AfDB Support Staff.

Section E: Training and Skills Development

In the year under review, the Office conducted various
tailored sessions to staff in one Regional Resource 
Centre, the Field Offices and at the TRA. The purpose of
the sessions where to enhance capacity of staff in 
dealing with employment related grievances. The staff
were also empowered on how to engage the perpetrator
in an informal manner and seek to attain resolution 
without escalating the issue. Given the Work Program for
the year, two VPCs were inducted into the VPC program
through intense hands on personalized training. In line
with the Ombudsman and Mediator tenets of practice
and as per 2012 personal development objectives, the
two Ombudsmen pursued individual skills enhancement
sessions internal and external to the Bank.

Section F: Systemic Issues and Upward Feedback

Conduct and Abuse of Power

As indicated earlier, this category of cases represented
(37%) in 2012, the highest share of the total caseloads
brought to the attention of the Ombudsman and Media-
tor over the year, a significant 12 % increase from the
previous year. In our view, relationship challenges 
between subordinates and supervisors, both upwards
and downwards as well as between peers led to some
grievances that at times bordered on display of poor
communication skills. These grievances were considered
as harassment and/ or disrespectful behavior by the
complainants.

Harassment 

Some complaints were received from staff who felt 
morally harassed by their Managers not deeming their
work professional enough yet failing to provide them
necessary guidance and coaching expected from their
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supervisory function. Other complaints boarded on their
supervisor’s micro-management, unnecessary pressure
to deliver on agreed assignments, not providing them
with adequate space to perform professionally with some
margin of error. The reactions received from certain 
Managers for their part were that at times their actions
had been misunderstood or that a few Staff engaged in
activities that were of no direct benefit to the Bank and
when confronted with these issues they then alleged 
harassment.

Respectful Treatment

Some staff also felt that the communication and 
treatment from persons in position of authority at times
did not convey a message of professional candor. Some
staff felt that Managers communicated issues concerning
them without their knowledge or indeed without giving
them an opportunity to state the reason for their actions.
This often led to unwarranted exchanges of emails. In
certain cases managers complained of insubordination,
arrogance, lack of discipline and non-adherence to Bank
rules and procedures of subordinates that made it extre-
mely difficult to manage them and provide necessary gui-
dance. When confronted with heavy work schedule and
tight delivery time-lines, such “difficult” staff especially
those with low productivity, tended to be a source of
huge stress and permanent nightmare to them as super-
visors. A couple of disrespectful acts between peers of
the General Services categories were also brought to our
attention for intervention.

Solution

During the year, the Office in dealing with some of the
concerns from staff and managers put in place a pro-
gram of Team Building and Communication exercises for
departments in all complexes. Given the success at
Headquarters, the sessions were replicated in some field

offices including one of the Regional Resource Centers.
Often these were done jointly with the Ethics Office to
enrich the discussions. These efforts were augmented
with the special sessions held during the Conflict Com-
petency Week on Non-violent Communication/Compas-
sionate Communications opened to all staff categories.
It was also observed that CHRM training sessions 
organized for the General Services category of staff on
“Working in Multicultural and Diverse Work Environment”
did make marked impression on some staff sensitizing
them to uphold the high ethical, respectful and profes-
sional standards of the Bank.

Career Development and Job Security

Issues on career development and job security formed
the next large segment of concerns brought to the at-
tention of the Office of the Ombudsman and Mediator.
They can be summarized as:

2011 In situ Promotions 

Specifically, OMBU observed that out of the 68 promo-
tions, a fair number represented former cases of Career
Development & Job Security that were successfully hand-
led. However after the release of information on those pro-
moted, OMBU received some complaints from aggrieved
staff that felt eligible but did not obtain in situ promotion.
The general feedback was that the two-prone set of crite-
ria used for selection by the Promotion Board should have
been more transparent and communicated to staff to an-
chor the fairness and credibility of the system. Furthermore
there was an expressed sentiment that the application of
Clause 5 of the PD04/2010 discouraged the advance-
ment for staff at the PL 3 category that are ineligible for in
situ promotion more so as the function of Lead Expert 
remained suspended in the Bank. It was explained that
the Clause so applied failed to compensate for the 
absence of a clear parallel career path for non-managerial
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positions.  Related to this was an observation by
OMBU that the distribution of promoted staff in 2011 was
skewed towards non-core operational staff with 
the sector complexes receiving the least number of 
promotions.

Solution

OMBU advised that the Promotion Board  consider the
distribution of in situ promotions by Complex with COBS
Retrospective Review of 2011 Bank Group Performance
and Complex Achievement of KPIs. Such a comparison
would enable the Board to ensure more equitable 
distribution of such career advancements and better 
alignment with corporate achievements. It would also
provide the basis for exploring possible supplementary
staff recognition or reward mechanism commensurate
with attainment of strategic and operational priorities in
future. These issues were discussed with the Acting
CSVP as well as Director CHRM and planned as subject
of discussion with the Promotion Board. 

Re-entry or Reinsertion after service in the Field Office

Some staff also complained that after completing 
the normal three-year term in the field office some 
experts on the eve of their tenure were still unsure of the
location on their next assignment. A few others were 
recalled to Tunis but with no definite work stations thus
leaving them shuttling in between organization units 
and feeling insecure in their jobs and careers in the 
Bank.

Solution

An advance announcement by ORVP of field office 
posts coming to term and requesting incumbent and 
interested staff to show preferences was perceived by
some as an appropriate attempt to deal with some 
aspect of the frustrations of the reintegration/ reinsertion
after field service.

Benefits and Compensation

Negotiation of Salaries or Grades at Entry

A few complaints were received from staff who felt that
they had been ill-informed during the negotiation of their
salaries upon acceptance of the Offer of Employment.
Some complained of being placed at a particular level in
a grade, with specific duties and responsibilities yet saw
marked differences in their salaries with colleagues who
entered at the same time as they did. Others felt that new
staff without Bank experience came in with better salary
offers yet they were required to mentor them. For some
the Chief expert position was confused with Division
Chief Position and even that of the EL Chief Economist
as none of these were clarified by the negotiating officer.
Their frustration was compounded in when on assump-
tion of duty they expected managerial responsibility and
found out that they were managed as technocrats.

Severe Salary Deductions

Some staff pointed out that sometimes due to oversight
on their side or errors by treating staff, deductions from
their salaries due to over-payment, delays in mission claim
submissions, or loan reimbursements they were suddenly
faced with zero or near zero salaries. This situation, some-
times prolonged caused them enormous frustration and
cash flow/financial difficulties in- between pay periods. 

Education and Health Benefits

On the whole, staff especially nationals in field offices 
expressed appreciation of the benefits offered under the
Education and Health grants. The only complaints recei-
ved were by some local General Services category staff
in relation to the high cost of living in the host countries
and the limitations they faced to send their offspring to
similar educational setups as their professional col-
leagues. A couple of Short Term Staff in field offices also
complained of absence of any assistance to meet the
very high cost of medical expenses in the host country. 
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Solution

Among the several initiatives embarked upon by CHRM in
2012, the Management Guidelines for the Implementation
of Salary at Entry Policy and Payment of a Non-Pensiona-
ble Recruitment Bonus when approved and adopted
could go a long way in addressing some of the inconsis-
tencies complained about salaries at Entry Point. Specific
to the confusion in the titles, grades and responsibilities
we suggest more thorough discussions on the Job Des-
cription, Terms and Conditions between CHRM Recruiting
Officer, the Recruiting Department and prospective staff
prior to signing the Employment Contract.

On the deductions from salaries, although staff are 
expected to be personally responsible for managing their
financial situations it would be immensely helpful if inbuilt
prompters were introduced into the system that would
alert staff ahead of time about the pending deductions
that might result in them going with no salaries. This
could enable them renegotiate the reimbursement sche-
dule or at least avoid any surprises and desperate finan-
cial situations. In certain specific instances it is proposed
that loans made out to staff be insured so that in case of
death of the staff member, usually the main bread winner
of the household, the debt is not passed on to the be-
reaved family. It should also be pointed out that only a
small number of staff have been confronted with this
issue.

The Office was able to raise staff awareness of the major
strides made by management and the Board to sustain
and even improve the benefits and compensation
package of staff within a context of global financial crisis.
Increasingly we observed CHRM experts working in the
Bank Compensation and Benefit packages also having
information sessions with staff to sensitize and respond
to discrepancies pertaining to these benefits which in
certain countries remain premium.  Finally it is worth
mentioning here that in those cited field offices, local 
insurance policies were eventually procured for the STS

staff to enable them receive relatively decent medical 
attention when needed.

Performance Evaluation

Although the share of performance evaluation cases
handled this year was low, issues relating to the manner
and timing of the process continued to cause frustra-
tions, enormous stress and strain in inter-office relations
for those who felt aggrieved and brought the cases to
our attention. Prevalent amongst this was alleged failure
by Supervisors to observe the process of evaluation na-
mely:  not discussing the Objectives with staff; not un-
dertaking Midterm Reviews or using the Midterm Review
as a time to rate staff; instead of using the period to eva-
luate how well the deliverables /work activities for the
year are being met. In addition, a few excessive delays
were flagged on completing the evaluation exercise and
informing staff about the outcomes especially during pro-
bation, confirmation and/ or renewal of contract period
as a source of huge stress and apprehension and adver-
sely affecting staff morale and productivity.

Other issues raised by staff included instances where the
Performance Management Review Committee upheld a
“Needs Improvement” rating and Performance Improve-
ment Plan (PIP) that should follow suit was not jointly pre-
pared by the Manager and the CHRM representative
who was present at the deliberations of the Committee.
As those PIPs did not adequately reflect areas flagged
during the review by Managers as requiring improve-
ment, there was confusion and staff were aggrieved. The
situation was aggravated when the required managerial
guidance, coaching and the upward and downward
feedback that should accompany the PIP were equally
ignored until close to its term. 

Solution

These matters were followed up with CHRM and concer-
ned Managers to ensure the entire PE exercise was
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handled properly. Our intervention permitted both Mana-
gers and Staff to maximize the values of the evaluation
function and not wait until the Staff was apt to seek 
formal recourse for the bench marks to be observed.

Specific to the PIPs, OMBU did advise that the HR 
representative present at the Management Review fully
participate in the PIP preparation as required by the 
manual to ensure that new issues not raised at the 
evaluation review were not later introduced such that staff
members were not in the process unfairly disadvantaged.
In this respect, we foresaw future planned clinics by
CHRM for managers and offices in the internal recourse
mechanism on the Performance Evaluation process as
a worthwhile initiative that would address the heart of
these issues.

Policy Implementation

Contract Renewal

The Office received some grievances with respect to de-
lays in contract renewal and the non-renewal of contracts
after completion of Probation Periods and Midterm Re-
views. It was reported that delays in notification of rene-
wal of contracts sometimes exceeded 6 months; and the
renewed contract duration was at times shortened with
no apparent explanation when staff performance had
been registered as Fully Satisfactory. 

Solution

The OMBU advised that these cases that demonstrated
blatant breach of Bank rules and procedures merited im-
mediate Senior Management attention to avoid escala-
tion to the level of the Administrative Tribunal. Meanwhile
OMBU continued to work with CHRM and used the in-
formal channel through shuttle diplomacy to attempt re-
solution of some of the cases.

Decentralization

The decentralization exercise began to attract some
reaction from the field offices, prime among the com-
ments received were:

a. Request for a revision of Terms of Reference/Job
Descriptions of certain positions in some field offices
perceived to have been overtaken by the expan-
sion/new dimensions of Bank operational activities
and increasing demands of the Offices.

b. Recurrent problems associated with the dual reporting
and coordination between Resreps, Regional experts,
Sector Managers and Regional Directors concerning
work objectives, work program and basis for perfor-
mance evaluation of Sector Experts in the field.

c. Operational handicaps of some international staff 
recruited directly to the field office without due
consideration of their limited knowledge and expe-
rience of Bank operations and policy and at times
working language of host country; and

d. Frustrations with delayed arrangements for reinser-
tion/ reintegration at the Head Quarters or reassi-
gnment to another field office after serving a term at
the field (ref page 17).

Solution

These issues were discussed with relevant organization
units as well as PECOD. Commendation should be given
to Management for coming up with the Enhanced 
Decentralization Strategy that seeks to consider some of
the concerns raised by staff. CHRM induction sessions
organized for targeted new groups namely, Young 
Professionals, Resident Representatives and Country
Program Officers were also considered worthy efforts to
get staff better equipped to deliver in the field.
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CHRM Reorganization: 

OMBU received some reactions from staff to the recently
ended CHRM Re-Structure Exercise and was also 
solicited for counsel and guidance on the policy docu-
ments that guided the process.

Solution

OMBU continued to monitor the progression of this 
exercise more so as a potential source for conflict and to
encourage CHRM partner focal points to engage in more
active consultations with counterpart user organization
units to clarify HR procedures. OMBU is engaged to 
collaborate with CHRM partner focal points to resolve outs-
tanding grievances related to this reorganization in future. 

Return to Headquarters

Some staff raised concerns about the security situation
at the TRA, and the pending relocation of the Bank to its
Headquarters. The following were among the concerns:

a. Whether the TRA host Authorities would readily fa-
cilitate expedition of staff properties acquired during
their stay in Tunis as there were fears that artificial
delays could be imposed on departing Bank staff.
Related to this were expressed fears from previous
experience where for example land lords, and do-
mestic staff extorted Bank staff, once the details
such as dates of evacuation /relocation were made
public.

b. Concerns that the Abidjan Headquarters security si-
tuation in terms of free circulation of arms and tar-

geted armed robbery of Bank staff would not have
subsided by the time of return and if not whether
trained staff would be permitted to carry arms for
self-protection.

c. Worries at the prevailing poor conditions of health
services and perception of widespread medical mal-
practice at the Headquarters; and 

d. The need to reinforce the capacity of the Office 
of the Official Representative (ROSA) to handle 
potential demand pressures for services in protocol,
port & customs clearance of personal effects of 
returnee staff; housing accommodation; and
consultation/negotiation with the government official
and donor partners on socio-economic matters of
the Country.

Solution

The OMBU provided complementary explanations and
necessary assurances to address fears and concerns ex-
pressed through the Office on the return to Abidjan and
the Accelerated Decentralization processes. The counse-
ling session followed up on the critical information sessions
held by the President and Senior Management on the
roadmap for the Bank return to Abidjan, the Open Space
concept to be adopted at the Bank premises in Abidjan,
and a Retreat by PECOD on the Bank Decentralization
Agenda. In this regard, management creation of a special
function in the Office of the Corporate Services Vice Pre-
sidency devoted entirely on the Return to Abidjan as well
as the interactive websites to receive and address  staff
concerns and suggestions for ensuring smooth and suc-
cessful return.
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Conclusions and Way Forward

Last year we stated in our Annual Report that OMBU
Work Program in 2012 onwards would seek to centre 
its program on the following action Plans: (a) Better 
quality mediation and Ombuds Services; (b) More 
effective Outreach and Sensitisation Efforts; (c) Enhanced
Capacity building and Training; (d) Leverage External 
Networks; and (e) Enhanced partnership with Offices 
in the Internal Recourse Mechanism. From the preceding
description of the activities undertaken in the year 
2012 it is evident that most of the items in the action plan
were accomplished.

Looking forward to 2013, while these five guiding princi-
ples will continue to shape our work programme, our

focus would be to contain, and better manage 
grievances that generate fear, stress and reduce staff 
vitality and productivity particularly as they gear them-
selves for the Bank return to Abidjan. Thus through: (a)
expedient handling of grievances from ATR and field 
offices; (b) more effective induction and skills enhance-
ment sessions of values promotion champions and newly
recruited staff; and (c) better targeted skills and technique
oriented in partnership with other offices during the
Conflict Competency Week for staff at large, we aspire
to empower and equip staff with tools to manage perso-
nal conflict and resultant fear and stress. We are hopeful
that these efforts will contribute towards reducing the
hard and soft costs of conflict and directing staff energies
to development on the African continent, the mandate of
the Bank. 

Conclusions and Way Forward

OMBU Team: From left to Right: Mercy, Alisand, Jeannette, Amabel

Contact:
Office Location:  ATR A, 2nd Floor – Offices 233-237

Phone numbers: 7110 2114 ; 71102141; 

7110 2944 ; 7110 3403. - Fax: (+216)-71348905

Dedicated E-mail address: ombudsman@afdb.org
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Ombudsperson

(a) There shall be an Ombudsperson in the Bank appoin-
ted by the President, whose function shall be to facilitate
conflict resolution, using mediation and conciliation or
other appropriate means for the primary objective of 
settling grievances on employment matters between a
staff member and the Bank. The Ombudsperson shall
also be responsible for advising and recommending to
Management solutions to shortcomings in employment
policies, procedures and practices.

(b) The duties of the Ombudsperson shall be as follows:

(i) To consider employment related grievances of a
staff member. "Grievance" is to be construed in a
broad sense and includes matters pertaining to the
administration of benefits as well as professional
concerns and staff relations.

(ii) To provide informal assistance with grievances
when consulted before they get to the Staff 
Appeals Committee or in circumstances where the
Staff Appeals Committee decides, with the agree-
ment of the parties, to delay its proceeding spen-
ding an effort at informal resolution by the
Ombudsperson.

(iii) To prepare and submit reports on comments
and recommendations on any shortcomings 
identified in employment policies, procedures and
practices in the Bank. Such reports shall be 
submitted to Management and to the responsible
Organizational Unit, provided that they shall have
no binding effect.

(iv) To provide advice on any personnel matter or
issue referred by Management.

(v) At the request of Management, to participate in
the elaboration of Bank personnel rule regulations,
policies or practices.

(vi) To publish an annual report on the activities of
his/her office.

(c) The Ombudsperson shall report directly to the 
President and shall be independent of any Department
or staff member. When required, the Ombudsperson
shall have direct access to the President of the Bank.

(d) In the discharge of his/her functions, the Ombuds-
person may deal directly with all Heads of Departments
and other supervisors as well as with all categories of
staff members at the Headquarters and in the Field Of-
fices, and shall:

(i) have the freedom to discuss and consult with all
levels of staff including the Staff Council;

(ii) have access to any staff record, which he/she 
believes to be relevant;

(iii) respect and ensure the confidentiality of all in-
formation and documentation made available to
him/her;

(iv) maintain appropriate confidential records of all
grievances and other matters handled by him/her
in the discharge of his/her duties; and 

(v) exercise independent and objective judgment 
in evaluating the grievance. In doing so, the 
Ombudsperson shall take into account the 
rights and obligations existing between the Bank
and the staff member and the equities of the 
situation.

Annex I  Rule 103.00
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(e) The Ombudsperson shall review documents and 
files, including the personnel records of a staff member
and collect whatever information he/she deems relevant
to the grievance and to the discharge of his/her 
functions.

(f) The Ombudsperson shall supplement and co-operate
with in the mechanisms set in place by the Bank to im-
prove the working conditions as well as the quality of
human and professional relationships at all levels in the
Bank.

(g) Heads of Departments, other supervisors and all staff
members shall co-operate with the Ombudsperson and
shall utilize his/her services to the fullest extent possible
with the sole aim of maintaining and enhancing a healthy

working environment for the common benefit of the Bank
and staff members.

(h) The Ombudsperson may make suggestions or 
recommendations, as appropriate, on Actions needed
to settle the grievance. However, the suggestions or the
recommendations as the case may be, are not binding
and final decision thereon is the prerogative of the person
to whom they are addressed.

(i) The Ombudsperson may decline, at his/her discretion,
to consider grievances that may be remedied only by 
action affecting the staff member at large or all the mem-
bers of a category of staff, or that the Ombudsperson 
considers have not been brought to his/her attention in
a timely manner. 
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Preamble

The post of Ombudsman was first established in 1992
as part of the efforts by Management to improve the
working conditions as well as the quality of human and
professional relationships at all levels in the Bank. The
post supplements the various other mechanisms already 
in place, such as the Staff Council, the Disciplinary 
Committee, the Staff Appeals Committee and later, the
Administrative Tribunal. 

The Ombudsman is a designated neutral and impartial
dispute resolution practitioner; his major function is to 
provide independent, confidential and informal assis-
tance to all staff on grievances and complaints related to
human resources and work place issues. 

The office will facilitate conflict resolution between staff
members and Management through the use of media-
tion and conciliation or other appropriate means. 

Authority of the Ombudsman  

The Ombudsman has no formal decision making 
powers, but will advise and make recommendations to
the President and other affected Managers or staff. 

In exercising his duties, the Ombudsman will be inde-
pendent of any official, department, office or other orga-
nizational unit of the Bank.

The Ombudsman shall have the right, on any matter 
pertaining to the exercise of his duties, to direct access
to any staff member and management of the Bank. All
staff members are expected to cooperate with the 
Ombudsman and to make available all information 
pertinent to matters he is reviewing; he shall therefore,
have access to all records relevant to the exercise of his
duties. 

Duties of the Ombudsman  

The principal duties and activities of the Ombudsman
shall include: 

1. Provide staff with consultations and advice on
issues or problems affecting professional matters or
employment conditions in the Bank. These include,
but are not limited to, working conditions, job content, 
relationship with other staff/supervisors, performance
evaluation, salary review, career development, benefits
administration, harassment and professional ethics;
he/she may decline at his/her own discretion, to consi-
der grievances that can be remedied only by action
affecting the staff at large or all members of a category
of staff, or that the Ombudsman considers have not
been brought to his/her attention in a timely manner;

2. Assist in identifying solutions or options to re-
solve specific issues in an impartial and equitable
manner through discussions and consultations with
all levels of staff, and have access to any staff re-
cord or relevant Bank documents or records; 

3. Prepare and submit to Senior Management and
the responsible or affected organizational units, 
reports containing comments and recommendations
on any shortcomings identified in human resource
policies, procedures and practices in the Bank; 

4. Provide on-going education and communication
about the office’s role to all potential inquirers as
well as to the Senior Management of the Bank; 

5. Prepare an annual report of the types of matters
handled and results achieved or accomplishments
made during the preceding year. The report shall des-
cribe in general terms the issues dealt with and the
outcome of the Ombudsman’s intervention. It shall be
available to staff and Management upon publication. 

Annex II Terms of Reference of the OMBUDSMAN
(Extracted from CMVP circular dated 8 July 2004 on the TOR of the Ombudsman)
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Confidentiality

The Ombudsman shall ensure the strict confidentiality of
all information and documentation made available to him
and maintain appropriate confidential records of all 
complaints and other matters handled by him in the 
discharge of his duties. 

However, the ombudsman may disclose information if
the person seeking assistance consents to disclosure for
the purpose of the performance of the duties of the 
Ombudsman. He may also, at his sole discretion, break
confidentiality where there appears to be imminent threat
of serious harm. 

Reporting relationships 

The Ombudsman reports to the President and he is 
independent of any official or organ of the Bank. 

He shall, in the discharge of his functions, also deal 
directly with the Vice President for Corporate Management. 

Heads of Organizational Units, other supervisors and all
staff members are accordingly invited and encouraged
to cooperate with the Ombudsman and to utilize his 
services to the fullest extent possible with the sole aim
of maintaining and enhancing a healthy working environ-
ment for the attainment of the Bank’s objectives. 
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A Values Promotion Champions1 (VPC)

Terms of Reference

The African Development Bank values its human 
resources as its most important asset. In acknowledge-
ment of that fact, the Bank has been very active in 
fostering policies and programs aimed at ensuring that
respect for staff dignity prevail in the workplace and that
the working environment is wholesome.  It has therefore
adopted policies and practices with the fundamental 
purpose of guaranteeing a respectful, harassment- and
intimidation-free environment. It thus strives to ensure
that prompt and serious attention is accorded to any
form of grievance or complaint that suggests disrespect
for staff dignity. In furtherance of these policies, the Bank
has set up several formal and informal channels of 
recourse to enable persons with such complaints to 
register them and seek advice and assistance. These
channels include Management Review, Human 
Resources Department, the Staff Council, the Office of
the Ombudsman with the Values Promotion Champions
(VPCs) Program, Ethics Office and the Administrative Tri-
bunal. The VPCs are selected by the staff members in
the respective field offices and the VPC program is ma-
naged by the Office of the Ombudsman.

Main Responsibilities of the VPCs

• Serve as a confidential and safe place where
colleagues can go for support and information.

• Direct colleagues to appropriate channels in the
Bank’s Internal Justice System.

• Serve as a sounding board for staff concerns in the
field offices to the Ombudsman.

• Periodically sensitize staff in their respective offices on
Bank Ethics and Values as well as brief new staff on
the VPC role.

• Hold periodic meetings with the Field Office
Representatives to discuss trends and general

atmosphere in the office without divulging names or
information on specific cases.

• Send quarterly and confidential logs to the Office of
the Ombudsman on the types of issues brought to
them in a generic and protected way, divulging no
names or information that would lead to the
identification of a staff member, in order to strictly
secure confidentiality.

The VPCs are not expected to directly intervene in me-
diation, resolution or investigation.

They should, at all times and in all circumstances;

• Maintain the highest levels of personal integrity.
• Show the example by respecting the rights and dignity
of their colleagues.

• Keep discussions with colleagues absolutely
confidential, even in discussion with other VPCs.

After their appointment, all VPC’s must undergo training
before they begin to serve in that role.  In order to avoid
conflict of interest, staff performing managerial or HR res-
ponsibilities and Staff Council Officers will not be eligible
for appointment as VPCs. All changes in status, grade,
responsibility, or work location of a serving VPC must be
reported promptly to the Program Administration.

Knowledge Requirements:

VPCs will be expected:

• to be comprehensively familiar with Bank Group
policies and procedures, ethical values and
expectations.

• to have an understanding of the dynamics of a
culturally diverse environment and workplace
problems.

• to be conversant with the workings and services of
the Bank’s recourse channels.

Annex III TOR of the VPCs

1 Inspired both in concept and design with courtesy of the World Bank Respectful Workplace Advisors (RWAs) Program.  
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• to be able to perform basic advisory functions such
as skilled listening and emotion management for
constructive action.

• to have a very clear understanding of their roles as
VPC’s , which include how to handle and respond to
workplace problems, and how to refer colleagues to
appropriate channels elsewhere in the Bank

Selection Process

• Firstly, the Resident Representative or the Officering Charge

of the field office sensitizes the staff about the importance

of the role of the VPC at the workplace, the upcoming

selection exercise, and advises staff to nominate in a

confidential manner, individuals whom they most respect

and trust to represent them as a VPC. The Resident

Representative and members of the administrative and

management team are not eligible for nomination. 

• Secondly, the Resident Representative communicates

information about the most-nominated candidate to the

Office of the Ombudsman in Tunis. 

• Thirdly, the Ombudsman consults with the SCO Chair, the

Ethics Officer and the Manager of the Anti-Corruption

and Fraud Division of OAGL to validate or vet the nomination

and then confirms with the selected staff his/her willingness to

serve as VPC. The selection process is considered complete

as soon as confirmation is received from the selected staff

member and he/she has provided a photo identity and a short

biography to the Office of the Ombudsman.

Tenure of the VPC

The Term of Office of the VPC shall be two (2) years re-
newable only once for a further two (2) years.  However,
for the pioneering VPCs, (2009) the first term shall run for
three (3) years to assist consolidate the program.  They
shall thereafter be eligible for re-nomination for one more
term only for two (2) years. 
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Values Champions Promotion

Terms of Reference

LIst of the VPCs AS AT 31st December 2012

Name Field Office Photo

1. Koroma Farah Sierra Leone 

SLFO

2. Djiro Abdoulaye Mali

MLFO

3. Mba Nguema Camille Gabon 

GAFO

4. Beringar Nagara Christine Tchad

TDFO

5. Yakubu Bako Nigeria 

NGFO

Annex IV List of the VPCs with their photos
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Name Field Office Photo

6. Nkhoma Benson Malawi

MWFO

7. Ouédraogo Chrysologue Pierre Burkina Faso 

BFFO

8. Zimulinda, Angélique Mihigo Rwanda

RWFO

9. Randriatsiferana, Simon Madagascar 

MGFO

10. Nyaga Albert Cameroon

CMFO

11. Tique Cesar Mozambique

MZFO



35MANAGING CONFLICTS, STRESS AND FEAR IN A CHALLENGING WORK ENVIRONMENT

Name Field Office Photo

12. Sobhi Amira Saleh Egypt

EGFO

13. Woldetensay, Sisay Mihretu EThiopia

ETFO

14. Brighton Kishebuka Tanzania

TZFO

15. Khiati Driss Morocco 

MAFO

16. Derby Nanette Ghana

GHFO

17. Kintandala Luhana Raymond D.R. Congo

CDFO
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Name Field Office Photo

18. Kidane Souleye Sénégal

SNFO

19. Ramakau Sello South Africa

ZAFO

20. Farma Diabaté-Dramé Côte d’Ivoire

ROSA

21. Daniel Isooba, Uganda 

UGFO

22. Natan Jere Zambia

ZMFO

23. Ibrahim Mohamed Sudan

SDFO
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Name Field Office Photo

24. Monyau Mary Manneko Zimbabwe

ZWFO

25.  Tarik Benbahmed Algeria

DZFO

26. Odero Walter Owuor Kenya 

KEFO
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IOA Standards of Practice

Preamble

The IOA Standards of Practice are based upon and 
derived from the ethical principles stated in the IOA Code
of Ethics.

Each Ombuds office should have an organizational 
Charter or Terms of Reference, approved by senior 
management, articulating the principles of the Ombuds
function in that organization and their consistency with
the IOA Standards of Practice.

Standards of Practice

Independence

1.1 The Ombuds Office and the Ombuds are indepen-
dent from other organizational entities.

1.2 The Ombuds holds no other position within the 
organization which might Compromise independence.

1.3 The Ombuds exercises sole discretion over whether
or how to act regarding an individual’s concern, a trend
or concerns of multiple individuals over time. The Om-
budsmay also initiate action on a concern identified
through the Ombuds’ direct observation.

1.4 The Ombuds has access to all information and all in-
dividuals in the organization, as permitted by law.

1.5 The Ombuds has authority to select Ombuds Office
staff and manage Ombuds Officebudget and operations.

Neutrality and Impartiality

2.1 The Ombuds is neutral, impartial, and unaligned.

2.2 The Ombuds strives for impartiality, fairness and 
objectivity in the treatment of people and the considera-
tion of issues. The Ombuds advocates for fair and 

equitably administered processes and does not advo-
cate on behalf of any individual within the organization.

2.3 The Ombuds is a designated neutral reporting to the
highest possible level of the Organization and operating
independent of ordinary line and staff structures. The 
Ombudsshould not report to nor be structurally affiliated
with any compliance function of theorganization.

2.4 The Ombuds serves in no additional role within the 
organization which would
compromise the Ombuds’ neutrality. The Ombuds
should not be aligned with any formal or informal asso-
ciations within the organization in a way that might create
actual or perceived conflicts of interest for the Ombuds.
The Ombuds should have no personal interest or stake
in, and incur no gain or loss from, the outcome of an
issue.

2.5 The Ombuds has a responsibility to consider the le-
gitimate concerns and interests of all individuals affected
by the matter under consideration.

2.6 The Ombuds helps develop a range of responsible
options to resolve problems and facilitate discussion to
identify the best options.

Confidentiality

3.1 The Ombuds holds all communications with those
seeking assistance in strict confidence and takes all 
reasonable steps to safeguard confidentiality, including
the following: (a) The Ombuds does not disclose confi-
dential communications unless given permission to do
so in the course of informal discussions with the 
Ombuds, and even then at the sole discretion of the 
Ombuds; (b) the Ombuds does not reveal, and must not
be required to reveal, the identity of any individual contac-
ting the Ombuds Office, nor does the Ombuds reveal
information provided in confidence that could lead to the
identification of any individual contacting the Ombuds 
Office, without that individual’s express permission; (c)

Annex V
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the Ombuds takes specific action related to an 
individual’s issue only with the individual’s express 
permission and only to the extent permitted, unless such
action can be taken in a way that safeguards the identity
of the individual contacting the Ombuds Office. The only
exception to this privilege of confidentiality is where there
appears to be imminent risk of serious harm, and where
there is no other reasonable option. Whether this risk
exists is a determination to be made by the Ombuds.

3.2 Communications between the Ombuds and others
(made while the Ombuds is serving in that capacity) are
considered privileged. The privilege belongs to the 
Ombuds and theOmbuds Office, rather than to any party
to an issue. Others cannot waive this privilege.

3.3 The Ombuds does not testify in any formal process
inside the organization and resiststestifying in any formal
process outside of the organization, even if given permis-
sion orrequested to do so.

3.4 If the Ombuds pursues an issue systemically 
(e.g., provides feedback on trends, issues, policies and
practices) the Ombuds does so in a way that safeguards
the identity ofindividuals.

3.5 The Ombuds keeps no records containing identifying
information on behalf of the organization.

3.6 The Ombuds maintains information (e.g., notes,
phone messages, appointment calendars) in a secure 
location and manner, protected from inspection by others
(including management), and has a consistent 
and standard practice for the destruction of such 
information.

3.7 The Ombuds prepares any data and/or reports in a
manner that protects confidentiality.

3.8 Communications made to the Ombuds are not 
notice to the organization. The Ombuds neither acts as
agent for, nor accepts notice on behalf of, the organiza-
tion. However, the Ombuds may refer individuals to the
appropriate place where formal notice can be made.

Informality and Other Standards

4.1 The Ombuds functions on an informal basis by such
means as: listening, providing and receiving information,
identifying and reframing issues, developing a range of
responsible options, and – with permission and at 
Ombuds discretion – engaging in informal third-party 
intervention. When possible, the Ombuds helps people
develop new ways to solve problems themselves.

4.2 The Ombuds as an informal and off-the-record 
resource pursues resolution of concerns and looks into
procedural irregularities and/or broader systemic 
problems when appropriate.

4.3 The Ombuds does not make binding decisions, 
mandate policies, or formally adjudicate issues for the 
organization.

4.4 The Ombuds supplements, but does not replace,
any formal channels. Use of the Ombuds Office is volun-
tary, and is not a required step in any grievance process
or organizational policy.

4.5 The Ombuds does not participate in any formal 
investigative or adjudicative procedures. Formal investi-
gations should be conducted by others. When a formal
investigation is requested, the Ombuds refers individuals
to the appropriate offices or individual.

4.6 The Ombuds identifies trends, issues and concerns
about policies and procedures, including potential future
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issues and concerns, without breaching confidentiality 
or anonymity, and provides recommendations for 
responsibly addressing them.

4.7 The Ombuds acts in accordance with the IOA Code
of Ethics and Standards of Practice, keeps professionally
current by pursuing continuing education, and provides
opportunities for staff to pursue professional training.

4.8 The Ombuds endeavors to be worthy of the trust
placed in the Ombuds Office.

IOA Code of Ethics

Preamble

The IOA is dedicated to excellence in the practice of Om-
buds work. The IOA Code of Ethics provides a common
set of professional ethical principles to which members
adhere in theirorganizational Ombuds practice.

Based on the traditions and values of Ombuds practice,
the Code of Ethics reflects a commitment to promote
ethical conduct in the performance of the Ombuds role
and to maintain the integrity of the Ombuds profession.

The Ombuds shall be truthful and act with integrity, shall
foster respect for all members of the organizations they
serve, and shall promote procedural fairness in the
content and administration of those organizations’ prac-
tices, processes, and policies.

Ethical Principles

Independence

The Ombuds is independent in structure, function, and
appearance to the highest degree possible within the 
organization.

Neutrality and Impartiality

The Ombuds, as a designated neutral, remains unaligned
and impartial. The Ombuds does not engage in any 
situation which could create a conflict of interest.

Confidentiality

The Ombuds holds all communications with those 
seeking assistance in strict confidence, and does not 
disclose confidential communications unless given 
permission to do so. The only exception to this privilege
of confidentiality is where there appears to be imminent
risk of serious harm.

Informality

The Ombuds, as an informal resource, does not partici-
pate in any formal adjudicative or administrative proce-
dure related to concerns brought to his/her attention.

22 February 2006
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To be signed by parties to a Mediator/
Conciliation Process prior to the commencement 
of the Process.

Preamble

Considering the approval by the Board of Directors on 2 March 2007, of measures to strengthen the African 
Development Bank’s internal recourse mechanisms; the provisions of staff Regulation 10.3 (Settlement of 
Disputes); and staff Rule 103.00 (Ombudsperson); and in accordance with the Presidential Directive No. 08/2007
concerning Guidelines for Conciliation and especially Articles 5 (Confidentiality) and 6 (Conclusion of Conciliation 
Process) of those Guidelines. 

1. Declaration of Intent

The Parties to this Memorandum hereby declare their wish to work towards a settlement of the above referenced 
dispute through the process of mediation facilitated by the Ombudsperson of the Bank. They recognize the Mediator
as an independent and neutral party with no vested interests in the dispute nor in its settlement. 

2. Confidentiality and privilege

2.1 The parties recognize that mediation proceedings are settlement negotiations and that all offers, promises,
conduct and statements, whether written or oral, made in the course of the proceedings including the Record of Set-
tlement, are inadmissible in any arbitration or court proceedings. The parties agree not to subpoena or otherwise
require the Ombudsperson/mediator to testify or produce records, notes or work product in any future proceedings
and no recording or stenographic record shall be made of the mediation session.

2.2 Moreover, the parties declare that they fully understand and accept that the proceedings of this conciliation
process as well as any Record of Settlement therefrom, shall be kept confidential, and that they shall not disclose
any settlement agreed upon, nor information provided in the course of the proceedings except to the extent that such
information is already available to them otherwise than as a result of the conciliation proceedings.

3. Termination of Mediation

The mediation process shall be terminated under any of the circumstances stated hereunder:

(a) by a declaration by the mediator that a settlement has been reached.
(a) by a declaration by the mediator that further attempts at mediation are no longer considered  necessary and

worthwhile.
(a) by a declaration by any of the parties that the process should be terminated.

Annex VI Memorandum of Agreement
Dispute Reference OMB/MED/…..
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4. Binding Undertaking

4.1 Should an agreement be reached as a result of these proceedings, the Parties accept to sign the Record of 
Settlement as furnished by the Mediator.  They also accept that the Record of Settlement so signed shall be final and
binding on the parties and that no appeal or further proceedings may be brought in relation to the matters stated in
the Record of Settlement. 

4.2 Having read and understood the terms of this document, the Parties agree to be bound by them, as witnessed
by their signatures below.

Done in Tunis,  on 

Signed  Signed

Requester Ombudsman& Mediator

Signed (Parties)
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I Information concerning the Requestor

1. Full name: 
2. Date and Place of Birth:
3. Civil Status:
4. Nationality:
5. Date of Recruitment:
6. Professional status and department:

(as at date of contested decision)
7. Duty station:
8. Date of written notification of contested decision:
9. Contacts (Tel.; e-mail;  etc…):

II Parties to decision being challenged:

1.   Name :
 Department  :
 Professional :
 Relationship to requestor as at time of decision:

2. Name :
 Department  :
 Professional :
 Relationship to requestor as at time of decision:

3. Name :
 Department  :
 Professional :
 Relationship to requestor as at time of decision:

III Decision Being Disputed:  

(Kindly summarize the facts which gave rise to the request.  Any document submitted should be referred to in the
summary of the facts and attached to this request).  

Annex VII Request for Conciliation / Mediation
Made to the Ombudsman & Mediator of the Bank
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IV  Reasons for disputing the decision

V  Desired relief by Requestor

Requestor’s Signature

(Please provide a list of documents mentioned)
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This survey questionnaire may be filled anonymously

The information you provide will help to tailor the services of the Ombudsman & Mediator’s office to meet the expec-
tations of staff.

I - Identification

1.   Professional Category

 GS
 PL
 Managerial Grade

2.  Gender

 Male
 Female

II - Knowledge of and Access to the Services of the Office of the Ombudsman & Mediator

3.  How did you learn about the Office of the Ombudsman & Mediator?

Choose up to the maximum number of selections.

 CHRM Orientation Seminar for New Staff
 Brochures or Posters of the Office of the Ombudsperson
 Appeals Committee Secretariat
 Ombudsperson’s Annual Activity Report
 Human Resources (HR) or Supervisor
 Staff Council 
 Word of mouth (from colleagues)
 I had used this service before
 Other: 

4.   What means were used to communicate with the Ombudsman & Mediator?

 Through a visit to the Office
 By Telephone
 By E-mail
 Other: (such as memo)

Annex VIII Feedback on the Office 
of the Ombudsman & Mediator



48 MANAGING CONFLICTS, STRESS AND FEAR IN A CHALLENGING WORK ENVIRONMENT

5.   Please rank the following in terms of why you came to the Office of the Ombudsman & MediatorRank from 1 to 5

 I did not know whom to discuss my concern with
 I wanted the Ombudsman & Mediator to be aware of an issue
 Other avenues had failed
 I wanted to understand what my options were
 I wanted the Ombudsman & Mediator to put pressure on the person involved with my issue on my behalf
 I wanted to get information about Bank Policies and Procedures
 I wanted to put Bank Management on notice
 Other: 

6. Was access to the Office of the Ombudsman & Mediator easy and convenient?

 Yes, 
 Somewhat
 No

7. Did you fear being seen coming to the Office of the Ombudsman & Mediator?

 Yes, 
 Somewhat
 No 

8. Were there any negative consequences resulting from contacting the Office of the Ombudsman & Mediator? 

 Yes, 
 Somewhat
 No 

9. Were you considering filing a formal appeal before consulting the Office of the Ombudsman & Mediator?

 Yes, 
 Somewhat
 No 



49MANAGING CONFLICTS, STRESS AND FEAR IN A CHALLENGING WORK ENVIRONMENT

10. If the answer to question 7 was YES, did you decide not to file a formal appeal as a result of your visit to the Office
of the Ombudsman & Mediator?

 Yes, 
 In part
 No 

11. How often did you consult/meet the Ombudsman & mediator for the same case?

 Once
 Two to four visits
 More than four visits   Never

III - Evaluation of the Services of the Office of the Ombudsman & Mediator

12. Did the Ombudsman & Mediatorclearly explain his/her role and guiding principles such as confidentiality, neutrality and independence? 

 Yes, 
 Somewhat
 No 

13. Did the Ombudsman & Mediator help you feel comfortable discussing your concerns? 

 Yes, 
 Somewhat
 No 

14. Did you receive sufficient time for your discussion? 

 Yes, 
 Somewhat
 No 

15. Were you satisfied with the assistance the Ombudsman & Mediator provided 

 Yes, 
 Somewhat
 No 
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16. Besides addressing your issue, were there any additional benefits from using the Office of the Ombudsman & Mediator? 

 Yes, 
 Somewhat
 No 

17. Did the Assistant to the Office of the Ombudsman & Mediator treat you with courtesy and respect?  

 Yes, 
 Somewhat
 No 

18. Did the Ombudsman & Mediator treat you with courtesy and respect?  

 Yes, 
 Somewhat
 No 

19. To what extent do you feel that the Ombudsman & Mediator was impartial in the handling of your case? 

 Yes, 
 Somewhat
 No 

20. Did the Ombudsman & Mediator maintain appropriate confidentiality about your communication with him/her? 

 Yes, 
 Somewhat
 No 

21. Did the Assistant to the Ombudsman & Mediator maintain appropriate confidentiality about your visit to the office? 

 Yes, 
 Somewhat
 No 
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22. Did the Ombudsman & Mediator appear to be conversant with the issues involved in your situation? 

 Yes, 
 Somewhat
 No 

23. Would you consider using the Office of the Ombudsman & Mediator again? 

 Yes, 
 Somewhat
 No 

24. Would you recommend the Office of the Ombudsman & Mediator to others? 

 Yes, 
 Somewhat
 No 

25. Please provide an Overall Evaluation: 

 Yes, 
 Somewhat
 No 

26. We will appreciate any recommendation you have (maximum 20 words): 
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Contacts :
Avenue du Ghana
Angle des Rue Pierre de Coubertin
et Hédi Nouira
BP 323
Tunis Belvédère 1002
Tunisia
Tél. : (216) 71 10 20 05
Fax : (216) 71 10 37 51
Eamil : m.toure@afdb.org
Internet : www.afdb.org




