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Benazir Income Support Programme 

F Block Pak Secretariat, 

Islamabad, Pakistan. 

 

Dear Mr. Naveed Akbar 

 

Subject: First Post Survey Activities Report – BISP Targeting Process Evaluation (Cluster A) 
 

We are pleased to submit our third deliverable for Cluster A, our First Post-Survey Activities Report for 

the Targeting Process Evaluation. In accordance with our contract, the Report includes 180 case studies 

(90 on payment cases and 90 on other grievances), based on our detailed investigation of key issues which 

resulted in grievances/complaints on the part of beneficiaries and potential beneficiaries. The Report also 

includes our observations of data entry at two data entry centres, as per the requirements of the Contract.  

 

In the absence of a functional CMS, the investigations involved extended research and interviews with 

BISP, partner organisations and the beneficiary herself.  Key facts and details related to each case were 

manually retrieved from paper filing systems (where present) and through interviews to trace the course of 

events and validate information. This resulted in unforeseen delays and difficulties, given the range of 

stakeholders and the dispersed nature of required information. Importantly, and as discussed with BISP, 

the case studies provide a detailed description of the pre-CMS scenario which could serve as a baseline on 

grievance handling/redress. 

 

The key synthesis findings and recommendations emerging from these cases have been shared in a 

presentation to BISP. Additional to the requirement of the TOR and Contract, and to enable BISP to make 

the best use of the findings of the TPE, a Synthesis Report has also been submitted.  

 

We are tremendously grateful for the support provided by BISP in enabling our access to information, 

which has allowed us the opportunity to thoroughly document the cases in the subject report. 

 

We would be grateful if the processing of ICF GHK’s Invoice (already submitted) were expedited to 

ensure there are no delays in our work flows. 

 

The team will be delivering a printed copy to you on coming Wednesday/Thursday. 

 

If you should require any other information, please do not hesitate to contact me on 

Khatib.Alam@ghkint.com or the GHK TL, Mehreen Hosain or the GHK DTL, Muhammad Tariq. 

 

Yours sincerely, 

For and on behalf of GHK Consulting Ltd. 

 
Khatib Alam 

Consulting Director 

GHK Consulting Ltd. 
E-mail: Khatib.Alam@ghkint.com 
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Payment Case Study Number: P-Upper Punjab-01 

Nature of Case: Non-payment of Rs.31,000 by the postman 

Complainant/ Beneficiary: Rasheeda Bibi 

Wife/ Widow/ Daughter of: w/o Mohammad Ashraf 

Complainant, if not beneficiary herself: NA 

Address: House #. 2 –A, Mohallah Main Bazar, Ram Garh, 

Mughalpura, Tehsil Lahore Cantt., Lahore 

CNIC Number: 35201-5774837-8 

PSC form number: 21898291 

Date Study Conducted 8-Dec-2011 

 

1. The Case Summary 
 

In her written complaint, Rasheeda Bibi stated that she has not received a single instalment of 

BISP cash grant issued in her name from February 2009 to April 2011. In the forwarding letter to 

the Coordinator Special Cell (FSS/BISP) PMG Central Punjab on 3
rd

 Aug.2011, the Director 

BISP Lahore Division has written that MOs of Rs.31,000 were generated in favour of the 

complainant and all the money orders were showed as delivered by Pakistan Post but the 

beneficiary claimed that she hadn’t received a single money order issued by BISP. An Inquiry 

was requested to resolve the case. 

 

According to the inquiry report by the office of PMG Central Punjab Lahore, received at BISP 

Divisional Office Lahore on Oct. 13, 2011, it was found that the postman Shahid had been 

delivering all the money orders through Mr. Hafeez Bhatti, the councillor PPP; and the 

complainant has acknowledged the receipt of amount of all BISP MOs. It was also stated in the 

inquiry report that the reason behind the complaint was the personal clash between Mr. Hafeez 

Bhatti and Mrs. Huma Rana, the president PPP UC-146, who might have used the beneficiary 

Rasheeda Bibi to complain against the postman for not visiting her (Huma Rana’s) office to give 

some information about BISP beneficiaries. 

 

Complainant’s statement after the inquiry was submitted to BISP Divisional Office Lahore in 

which it was stated that she has been receiving all the money orders of BISP and she had lost the 

receipts of these money orders. The statement has her thumb impression and is witnessed by the 

president PPP UC-146 Mrs. Huma Rana. The case stands closed in the PMG office. The entire 

process was completed in two and half months. 

 

2. Beneficiary/Complainant’s Profile/Background information 
 

Rasheeda Bibi is a 65 years old woman living in a single room house with her son. She is 

suffering from arthritis and is confined to her home most of the time. She has two daughters and a 

son, both the daughters are married and son is about 30 years of age. He had been working as a 

tailor in a small garment factory which was closed five months ago, and he is jobless since then. 

He had also gone through a minor kidney surgery recently and is on bed rest. Her husband was a 

shoe maker in a factory and was a drug addict. He had been missing since the last six years and 

has never showed up during all these years. 

 

She lives in a 1.5 Marla congested pucca house with a single room, small court yard and a 

bathroom. The house is a portion of an adjacent house where her married daughter lives with her 

family. Stairs from the courtyard of this house lead to rooms upstairs where her bother lives with 

his family. 
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Rasheeda Bibi has been financially dependent on the help from neighbours and philanthropists of 

the area throughout her life. As her husband used major portion of his meagre income on drugs 

and never cared for his house or family, none of her children has ever attended any school. 

 

Ram Garh is a mohallah of Mughalpura with population living in a congested area and streets are 

overcrowded with street vendors, cart pullers, children, passer by and small corner shops. Streets 

are paved and open drains run along both sides in front of houses. Streets are broad enough for 

small traffic like cars and rickshaws. Houses are mostly small, untidy and double or triple storied; 

providing shelter to many lower middle class families in each house. 

 

3. Receiver Woman / Complainant’s Relationship with BISP 
 

Rasheeda was selected as a beneficiary during the parliamentarian phase in 2008. Her PSC survey 

was held in January 2011. Survey team came to her house, filled her form and she was given the 

survey acknowledgement slip. Her PMT score is 35.03 which she got checked from the post 

office and is therefore ineligible for the cash grant in Phase II. 

 

Her views about BISP are very good. She is very grateful to the government for initiating this 

scheme which has helped her fulfil her financial needs and pull through the harsh times. She has 

spent the grant money for paying utilities and her treatment of arthritis. 

 

She got to know about the complaint redressal mechanism from the political representative Mrs. 

Huma Rana, who also accompanied her to the BISP office and lodged her complaint at BISP 

Divisional Office. She has been depending on her for most of the process and has little knowledge 

of exactly how it worked. 

 

4. How complaint/grievance emerged? 
 

According to her complaint, Rasheeda Bibi was worried about her money orders which did not 

come despite her being declared as a beneficiary. She had visited Mr. Hafeez Bhatti at his shop, 

Bismillah Book Depot, many times to ask about her money orders. All the other BISP 

beneficiaries used to collect their money orders from the same person (Mr. Hafeez Bhatti, 

Councillor PPP who was handed the money orders by the postman). But the shop owner always 

told her that her money orders did not come. Meanwhile, she was approached by the president 

PPP UC – 146, Mrs. Huma Rana who extended her help to get her problem solved and took her to 

the BISP Divisional Office in August 2011. There, according to the beneficiary, she sat in the 

waiting room and Mrs. Huma took over the communication with BISP staff. Beneficiary was only 

called for putting her thumb impression on the application. Her application was registered and 

was allotted a specific complaint number and was filed with other embezzlement cases at the 

BISP Divisional Office Lahore. 

 

5. Process of the case  
 

On 3
rd

 August 2011, her complaint was forwarded by Director BISP for inquiry to the 

Coordinator of Special Cell (BISP) at the PMG Office (Central Punjab) with copies to the 

Director General (BISP) Punjab; Director (Ops-1) BISP Islamabad; and, Director (Payments) 

BISP, Islamabad. A copy of complainant’s CNIC and the Payment Details was attached with the 

complaint forwarded to the PMG Central Punjab. 

 

On receipt of this complaint by the Coordinator of Special Cell (BISP), at the PMG Office Central 

Punjab (hereinafter called Coordinator PP, it was entered in the Complaints Register and a 

separate file (number BISP-MO-Comp-355/11) was opened for processing the complaint. 
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On 13
th
August 2011, the complaint (with attachments) was sent to the Divisional Superintendent 

(PS) North Division Lahore, for conducting an enquiry and to report back within a week. A copy 

of the letter was sent to the Director BISP Division Office, Lahore to inform that the processing of 

complaint has started. 

 

In a letter dated 26
th
 August, the DSPS North Lahore directed the ASPS North Lahore to enquire 

the matter and submit the report within three days. Copy was sent to the Coordinator PP. The 

ASPOS (F-1) North Unit Lahore sent a letter to the Sr. Postmaster (M&D) Lahore GPO dated 12
th 

September 2011, requesting to arrange to supply the required BISP money orders paid vouchers 

for inquiry purposes, for which the detail of 8 MOs amounting to Rs.24,000 with amount and 

dates of payment were provided. Copies were sent to DSPS North Unit Lahore and Coordinator 

PP. A reminder was sent by Coordinator PPP to DSPS North Division Lahore on 21
st
 September 

2011. The DSPS responded on 10
th 

October 2011, enclosing a copy of the inquiry report 

conducted by ASPS (F-1). 

 

The joint inquiry process started on 14
th 

September 2011 when the Assistant Director BISP 

conducted a meeting with ASPS. The inquiry meeting was attended by the complainant, postman 

Mr. Shahid, Postmaster Mughalpura Post Office Mr.Sher Ali, AD BISP Lahore Cantt Miss Saima 

Mazhar, Mr. Hafeez Bhatti the councillor PPP and Mrs. Huma Rana the President PPP 

Mughalpura. After the hearing from both parties, a written statement of the complainant was 

obtained, which was witnessed by Mrs. Huma Rana.  

 

In her written statement dated 14
th 

Sept. 2011, the complainant stated that “I had submitted an 

application against the postman, according to which I haven’t received a single money order 

issued by BISP. However I have been receiving the money order regularly and the last money 

order I received was three months ago but I do not remember exactly how much I have received 

from February 2009 till now; neither do I have any receipts for record”. The statement is 

witnessed by Mrs. Huma Rana. 

 

During inquiry when the Postman Mr. Shahid reminded her for receiving the MO of amount of 

Rs.4,000 through him in the presence of Mr. Hafeez Bhatti, she admitted that she had received 

that and all the other MOs as well.  

 

Later when asked about her complaint and the statement given during inquiry, she said that the 

complaint had been filed by her through Huma Rana, and whatever has been written in the 

application, was written by Huma Rana. 

 

A detailed Q/A session was conducted with the postman and his statement taken along with the 

detailed questionnaire was also sent by ASPS (F-1) North dated 19
th 

September 2011, to the 

Coordinator PPP. When the postman was inquired for his irresponsible behaviour as to why he 

left some of the thumb impressions of Rasheeda on the receipts of the MOs and also why MO 

vouchers were not witnessed? He explained that it was due to overburdened work schedule that he 

couldn’t get these and also because women crowded around him on his visit to inquire about their 

MOs. 

 

On the question that ‘does he always distribute the MO to beneficiaries by himself and never 

handed over to Mr. Hafeez or anyone else?’ he said that he always did it by himself in the 

presence of Mr. Hafeez, because he helps to avoid any mistake in addresses as he knows the area 

and the beneficiaries. 

 

A summarized report after the inquiry was submitted to the Director BISP Lahore by the AD 

BISP Tehsil Office, Lahore Cantt, Miss Saima Mazhar on 17
th
 Sept. 2011. This has been 
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forwarded to the Deputy Director (Payment) BISP Islamabad with a copy to the Director General 

BISP Punjab and the Director (Payments) BISP Islamabad on 27
th
 Sept. 2011. 

 

The process for redressing this complaint at the Post Office took two and a half months. On 13
th
 

October 2011, the Coordinator PP informed the Director BISP Division Office Lahore (from 

where the complaint was received by PMG) about the result of the inquiry and enclosed the 

complainant’s and the postman’s statements informing that the case stands closed.  

 

6. Observations 
 

a. General Observations 

 

The prescribed BISP complaint process is based on electronic filing/redressal of complaints, 

while the Complaint Management Information System (CMIS) is yet to be operationalized. 

Presently BISP staff is manually filing all the complaints by separating them according to the 

nature of complaint. The same files are being used for filing complaints registered at 

Divisional and Tehsil level (as both the offices are in the same building). After receiving the 

complaints, BISP Division Office follows the standard procedure for redressal of complaint 

regarding embezzlement by postman i.e. forward these to Pakistan Post for investigation. 

 

b. Observations at the beneficiary level 

 

The receiver woman is an old lady in her 60s, declared beneficiary during BISP 

parliamentarian phase. Most of her life, she has been dependent on the financial assistance of 

relatives and neighbours. Her husband was a drug addict and had always been careless about 

his responsibilities. They have never sent their children to school due to ignorance and 

poverty. 

 

Talking about her complaint against the postman she told that it is true that she had been 

receiving cash grant from Hafeez Bhatti at his shop and she was aware that he had always 

kept a portion of her instalment. She wanted to complain about those small misappropriations. 

When asked about what was actually written in her complaint, she showed total ignorance. 

On further probing she told that Huma Rana, who lives in the neighbourhood, provoked her to 

launch the complaint at the BISP office against the postman. And she not only accompanied 

her to the BISP Divisional Office but wrote the application and got her thumb impression on 

it. 

 

She said she has seen the postman Shahid for the first time during the inquiry at Mughalpura 

Post Office. She said that she had never received a single money order from the postman and 

she had always collected her instalment from Hafeez Bhatti.  

 

It has been observed that the beneficiary Rasheeda was used for the personal conflict of two 

political figures of the area - Mrs. Huma Rana and Mr. Hafeez Bhatti. It’s also important to 

note that the written statement of Rasheeda during inquiry (that she had received all her 

instalments) is witnessed by Huma Rana. The problem of the beneficiary for which she 

wanted to file her complaint i.e. partial payments (deduction of some amount from each 

money order) remains unresolved because this was not written in the complaint.  

c. Observations at BISP/Partner agency level 

 

When a payment complaint is received at the BISP Divisional Office, it is assigned a specific 

reference number and is kept in the Payment complaint file. There is a proper complaint 

registration system and each payment case is recorded in the register with date and current 
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status, however, no acknowledgement is provided to the complainant. All the correspondence 

related to a particular case is kept in a separate file. 

 

At the office of PMG Central Punjab Lahore, the complaint was received from BISP 

Divisional Office Lahore on 3
rd

 Aug. 2011 and was assigned a unique reference number and a 

separate file was opened for the complaint. All the SOPs have been followed for the 

resolution process. And the progress of the case is communicated to the concerned 

departments and offices through forwarding the copies of correspondence regarding this case. 

The Coordinator Special Cell at PMG office Central Punjab is a veteran in his field and has 

maintained a well-organized complaint mechanism. 

 

7. Lessons learnt/Conclusion 
 

 Due to lack of awareness about MO amount or delivery status, the beneficiaries may be 

exploited for political purposes. Political involvement influences the complaint redressal 

process and results may be distorted.  

 The standard money order delivery procedure was not followed by the post man and he would 

hand over all the money orders to one person in the area. Well organized record keeping 

system has been observed at PMG; new files were opened for each complaint with a unique 

file number for each. The current status of every complaint was updated in the complaints 

register from time to time. 

 

8. Recommendations  
 

 BISP HQ should provide a list of beneficiaries to its Divisional and Tehsil offices in order to 

ensure awareness and effective monitoring. 

 A payment schedule by BISP to the receiver woman may be sent in advance so that she can 

plan accordingly. 

 Complaint should be filed at the earliest as under their rules, Pakistan Post is not bound to 

maintain record beyond one year. The beneficiary should, therefore, be advised to submit 

their complaints within one year. 

 In accordance with its established rules, Pakistan Post should deliver the cash grant 

MOs only to the beneficiary to whom the MO is addressed. 
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Payment Case Study Number: P-Upper Punjab-02 

Nature of Case: 
Non-Payment of 5 Money Orders for Rs.15,000 by 

the postman 

Complainant/ Beneficiary: Kalsoom Bibi 

Widow of: Abdul Hai Abbasi 

Complainant, if not beneficiary herself:  

Address: 
House # F-7/1, Street/Mohallah Firdous Park, Ghazi 

Road, PO Ismael Nagar, Lahore Cantt. Lahore 

CNIC Number: 35201-1181197-8 

PSC form number: 25252470 

Date Study Conducted 13
th
 December 2011 

 

1. Summary of the Case Study: 
 

This case was lodged at the BISP Divisional Office Lahore on 1
st
 December 2010, by the 

beneficiary Kalsoom Bibi w/o Abdul Hai Abbasi, against the embezzlement of 5 Money Orders 

for Rs.15,000 by the post man. Kalsoom Bibi is a beneficiary of parliamentarian phase of BISP 

cash grant program.  

 

The applicant has stated that out of total 8 BISP installments (February 2009-August 2010) of 

Rs.24,000 issued in her name, she has received only first three installments of Rs.9,000 and the 

remaining money orders (MOs) of Rs.15,000 has not been delivered to her. When the BISP 

Divisional Office Lahore checked the status of her payments it transpired that MOs of Rs.24,000 

have been generated and shown as delivered/paid to her. She had requested for an enquiry of her 

missing installments. 

 

The inquiry was conducted through the DS (PS) and the inquiry findings revealed that the 

postman Ismail Nagar PO Mr. Rehmat Ali stands guilty for the misappropriation in the BISP 

installments of Rs.15,000 and has managed to obtain the affidavit from complainant by coercing 

her. The accused postman has failed to defend all the charges against him, and has been dismissed 

from government service. 

 

The complaint has been resolved and the beneficiary Kalsoom Bibi has received three 

installments of Rs.7,000 in total. She received her last installment in June 2011. The whole 

process of complaint redressal was completed in five and a half months. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Kalsoom Bibi is a 58 years widow, living with her daughter in her brother’s house. Her husband 

who worked for UBL died 14 years ago. She also lost her grown up son in a road accident few 

years ago. Her daughter has completed her matriculation and now teaches small children in her 

house, she has also been earning for the family by sewing clothes at her home during her studies.  

 

The house the mother and daughter live in is lent to them by her brother who also lives in the 

same house with his family but for has shifted to another place temporarily. It is a 5 marla pucca 

house with three rooms, kitchen, two bathrooms, a common room and a small yard. Kalsoom Bibi 

lives in one of the rooms with her daughter. There is necessary furniture, a colour Television set 

and a washing machine in her room. Kalsoom has also inherited a 1.5 marla plot in the premises 

of same house from the family property. She is a primary pass lady and can read and write.  
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Ismael Nagar is a congested mohallah of tehsil Lahore Cantt., inhabited mostly by the working 

class. The streets are overcrowded with children, vendors and passers-by. Motor bikes, bicycles 

and rickshaws are seen in abundance in the paved streets.  

 

3. Beneficiary’s Relationship with BISP: 
 

Kalsoom Bibi was selected as a grant beneficiary during the parliamentarian phase in 2008. She 

knew about the BISP grant scheme through media. Her PSC survey was conducted in January 

2011 and her PMT score is 42.2. The survey team filled her form at her doorsteps and gave her 

the survey acknowledgement slip. 

 

Kalsoom Bibi thinks of the BISP cash grant as a Peoples Party’s scheme to help poor. She was 

very grateful to the Pakistan People Party Government for this cash assistance which has helped 

in meeting her daily needs. 

 

She consulted her nephew, who is a contractor by profession, about the discontinuity of the BISP 

cash grant and asked for his help. Her nephew gathered information about the procedures and 

complaint mechanisms of BISP and guided her accordingly. 

 

4. How did the complaint/grievance emerge? 
 

When the complainant Kalsoom did not receive her two installments of cash grant, she inquired 

about the issue from postman who told that it has not been generated by BISP. She did not 

swallow it as most of the beneficiaries were still collecting theirs MOs. She went to the bank to 

submit the bill where she overheard someone talking about the embezzlements by the postmen in 

BISP money orders. She got alarmed and immediately contacted her nephew about the issue. He 

guided her to the complaint cell in BISP office. 

 

Her complaint was received and entered in the complaint register at the BISP office by the AD 

BISP during first week of December 2010. Complainant was not provided with any 

acknowledgement slip or token neither was the complaint given any reference number. It was 

kept with other complaints in one file. 

 

5. Processing of the Case: 
 

On 14
th 

December 2010, a copy of the complaint (with copy of complainant’s CNIC and her 

payment details) was forwarded by the Director BISP Lahore Divisional Office to the Post Master 

General (PMG) Lahore for conducting an enquiry and to report back at the earliest. Copies were 

also sent to the Director General Punjab BISP, Director BISP Islamabad, and Deputy Director 

Complaints BISP Islamabad for taking up the case with Director General Pakistan Post 

Islamabad. 

 

On receipt of this complaint by the Coordinator of Special Cell (BISP) at the PMG Office Central 

Punjab (hereinafter called Coordinator PP), it was entered in the Complaints Register and a 

separate file (number BISP/MO-Comp-233/10) was opened for processing the complaint. On 20
th
 

December 2010, PMG office sent the complaint (with annexes) to the DS (PS) South Divisional 

Lahore requesting an inquiry in the matter and to report back. Copy was issued to Director BISP 

Lahore Divisional to inform that processing of the complaint has started. 

 

Reminder was sent by Coordinator PP to DSPS South Divisional. Lahore on 31
st
 December 2011. 

On 2
nd

 February 2011, the DSPS responded that the inquiry conducted through ASPO-I South 

Unit Lahore revealed that Mr. Rehmat Ali, the area postman provided a statement on judicial 
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paper to the inquiry officer stating that the beneficiary’s daughter had received the said amount of 

BISP MOs. DS (PS) further wrote that the office had directed the ASPO-II to initiate disciplinary 

proceeding against the said postman. 

 

In the letter dated 7
th
 February, the Director PP demanded from the DS (PS) the copy of charge 

sheet issued to delinquent official along with judicial paper provided to inquiry office by postman. 

Reminder was sent on 26
th
 February and urgency of the case was reminded. On March 1

st
, the DS 

(PS) responded that ASPO-I of South Unit had been transferred to Narowal and the ASPO-II is 

conducting another inquiry, due to shortage of staff the field work of South in badly suffering. 

 

On 8
th
 March 2011 the Coordinator PP refused to accept the excuse and demanded explanation on 

the inconsistency in both the letters by DS (PS), that first it was communicated that the appointed 

ASPO-I has already initiated the inquiry and received the judicial paper of receipt of MOs by the 

complainant from the postman, and now it’s reporting about the shortage of field staff. An 

immediate response to this letter on same date was issued from DS (PS), with enclosed copies of 

the Show cause notice issued by ASPO-II South to the Postman, Ismael Nagar Post office, 

Rehmat Ali (dated February 2011) and the verified affidavit from the complainant (dated 3
rd

 

January 2011) stating her daughter had received the missing money orders (on her behalf) and 

that she is withdrawing her complaint against postman. 

 

The result of the inquiry was communicated to the Director BISP Lahore Divisional though letter 

of Deputy Coordinator Special Cell (FSS/BISP) PMG Central Punjab. In the letter it was stated 

that the inquiries through DS(PS) revealed that beneficiary has since received payment of all MOs 

through her daughter and that disciplinary action is being taken by the Unit Officer for not 

obeying the BISP SOPs for MO delivery (wrongly paid to her daughter instead of the 

beneficiary). 

 

The DS (PS) wrote in the Office Order that comprehensive inquiry conducted by ASPO-I on 22 

December revealed that the postman Ismael Nagar Post Office Mr. Rehmat Ali has failed to pay 

money orders of Rs.15,000 to the complainant. The accused Postman showed bogus payment of 

MOs and embezzled the amount thereof. And in order to cover his offence he provided an 

affidavit of the complainant about receiving the amount from her daughter which he managed by 

coercion. 

 

ASPO-II, an authorized officer under E&D Rules issued the accused Postman Show Cause notice 

vide memo No. even dated 9
th
 March 2011 on the basis of following counts? 

 

 Showed bogus payment of said BISP money orders of Rs.15,000. 

 Tried to win over the complainant. 

 Failed to perform legitimate duties. 

 Earned bad name to the department. 

 Breach of trust. 

 

It is also stated in the Official Order that an opportunity of personal hearing was also given to the 

accused official on 14
th
January 2011. He submitted the defence statement at the time of personal 

hearing. Seeing the gravity of offence authorized office referred the case to authority on 14
th

 

February with recommendation of major penalty. 

 

The second chance of hearing in person was given to accused postman on 3
rd

 May 2011 and 

11
th
May 2011 by the authority. The authority after hearing the accused postman in person, had a 

careful look into record and inquiry report, defence and other relevant documents, and had found 

Mr Rehmat Ali, postman Ismail Nagar guilty of all the charges against him. He failed to provide 
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any documents/witness in his favour which could proof that the amount was actually delivered to 

real beneficiary. The affidavit he provided bears date 3
rd

 January and the complaint was lodged on 

1
st
 December which clearly shows it was prepared to cover up the offence. Also the statement 

given by the complainant in front of inquiry officer was completely different from the text of the 

affidavit. 

 

Four reminders were issued to DS (PS) by the Coordinator on 6
th 

April, 19
th   

April, 5
th
 May and 

18
th
 May 2011, regarding disciplinary action against the Postman Ismael Nagar Post Office 

Rehmat Ali, who was charge sheeted via ASPO-II South on 19
th
 March 2011. 

 

In light of above facts, the DS (PS) South Divisional Lahore has imposed upon him major penalty 

“Dismissal from Govt. Service with immediate effect”. Copies of this office order were issued to 

the Coordinator PP, Sr. Postmaster Lahore Cantt. GPO and ASPOs (F-II) South Unit Lahore.  

On 2
nd

 June 2011, an Office Order issued to postman Rehmat Ali for “Dismissal from 

Government Service with immediate effect” submitted by DS (PS) South Divisional. A copy was 

also submitted to Office of the DS (PS) South Unit Lahore. In the Office Order, the DS (PS) 

described the detailed summary of the follow-up of processing of the complaint lodged by 

complainant Kalsoom Bibi about not receiving Rs.15,000 out of Rs.24,000 issued in her name. 

 

The complaint has been resolved and the whole process of complaint redressal was completed in 

five and a half months. 

 

6. Observations 
 

a. General Observations: 

 

The prescribed BISP complaint process is based on electronic filing/redressal of complaints, 

while the Complaint Management Information System (CMS) is yet to be operationalized. 

For now, the BISP staff is manually filing all the complaints by separating them according to 

the nature of complaint. Same files are being used for filing complaints registered at 

Divisional and tehsil levels. After receiving the complaints, BISP Divisional Office follows 

the standard procedure for redressal of complaint regarding the embezzlement by postman. 

However, they expect that the complaints will start to be timely addressed after the CMS is in 

place. 

 

b. Observations at the beneficiary level HH profile again 
 

Kalsoom Bibi belongs to an educated family and has acquired education till primary herself. 

She has a fair understanding about the BISP cash grant program. She told that when she saw 

the women of her mohallah received BISP cash grant, she went to submit her application for 

the cash grant in the BISP office herself during the parliamentarian phase in 2008. She has 

also submitted her daughter application along with the required particulars and both the 

mother and daughters had been the cash grant beneficiaries in the parliamentarian phase. 

 

Kalsoom Bibi filed her complaint against the embezzlement of BISP cash grant at BISP 

Divisional Office Lahore in December 2010. She went to register her complaint with her 

nephew Nadeem Shah. The BISP Tehsil office is at a distance of approximately 5 kms from 

her house, which they travelled on the motor bike.  

 

She told that she has been persuaded by the postman Rehmat Ali to withdraw the complaint 

and to affirm in front of inquiry team that her daughter had received the money orders, to 
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which she completely denied to cooperate. She was tricked by him to get her thumb 

impression on the blank stamp paper though.  

 

She has received two more installments of Rs.2000 each after the processing of the complaint. 

On hearing that the accused postman has been dismissed from service, which she was not 

informed officially though, she expressed satisfaction on the process. 

 

c. Observations at BISP/Partner agency level 

 

BISP Divisional Office receives complaints from direct beneficiaries, from political 

representatives, social activists, and special groups and from other offices.  

 

When a payment complaint reaches any level/ office of Pakistan Post, it is processed 

according to the established system for dealing with misappropriation of money orders. A 

separate file is opened for each complaint by Coordinator of Special Cell (BISP) at the PMG 

Office Central Punjab. When the complaint is forwarded to DS (PS) of a district for enquiry a 

copy is also forwarded to DPMG of the region so that he can oversee the progress. The 

DPMG also maintains a separate file for each complaint. Reminders are regularly sent in case 

the enquiry is delayed. An enquiry officer is appointed and the enquiry attended by the 

complainant and the respondent postman is conducted at the relevant post office. It has been 

observed that the enquiry of a complaint is usually completed in less than two month. In case 

of misappropriation, disciplinary action is taken against the relevant postal staff which may 

lead of dismissal from government service. 

 

7. Lessons learnt/Conclusion 
 

 On filing of a complaint, no acknowledgement is issued by the BISP office to the 

complainant. There should be a proper mechanism to monitor the progress of the complaint 

process. 

 The postman has not followed BISP SOPs regarding money order delivery as to cover up his 

embezzlement he provided the complainant’s affidavit stating he had been delivering the 

money orders to the daughter of beneficiary. 

 Pakistan Post has an established complaint redressal mechanism regarding non-payment of 

money orders and the same is being used for investigating complaints of non-receipt of BISP 

money orders. The finding of the inquiry was thoroughly examined by Pakistan Post and the 

postman was dismissed from service. 

 

8. Recommendations 
 

 The first BISP letter to the beneficiary should mention the amount of the first installment that 

she will receive – and the expected month when she will receive the amount. The letter should 

also suggest some method of keeping the record of MO receipts securely. This would help in 

reducing the chances of misappropriation. BISP should send welcome letter along with all 

necessary forms such as complaint form, information update form etc.  

 BISP HQ should provide a list of beneficiaries to its Divisional and Tehsil offices in order to 

ensure effective monitoring in place. 
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Payment Case Study Number: P-Upper Punjab-03 

Nature of Case: Non-Payment of 5 Money Orders for Rs.15,000 by 

the postman 

Complainant/ Beneficiary: Sarwar Jan  

Wife/ Widow/ Daughter of: Widow of Muhammad Akram 

Complainant, if not beneficiary herself: NA 

Address: Mohallah Noorani, Chaklala Post Office Khas, Tehsil 

and District Rawalpindi 

CNIC Number: 3740563773894 

PSC form number: 24733476 

Date Study Conducted 22-Dec-2011 

 

1. Summary of the Case Study: 
 

This case has been lodged at the BISP Divisional Office Rawalpindi, by the beneficiary Sarwar 

Jan against embezzlement by the postman. Sarwar Jan was a BISP beneficiary during the 

parliamentarian phase in 2009.  

 

The applicant has stated that out of total 8 BISP instalments of Rs.26,000 issued in her name, the 

postman has delivered only the first 3 money orders of Rs.11,000 and the remaining 5 money 

orders of Rs.15,000 were misappropriated and not delivered/paid to her. She has requested to 

recover the 5 money orders from the postman.  

 

When the BISP Divisional Office Rawalpindi checked the status of her payments it transpired that 

4
th
 money order was shown as undelivered, while 5

th
, 6

th
 and 7

th
 money orders were shown as 

delivered and then 8
th
 money order was shown as generated. The inquiry report revealed that after 

receiving her 3
rd 

instalment the complainant had left for Dubai (Ex-Pakistan) for some period. The 

three instalments delivered in her absence have mistakenly been delivered by the postman to 

another Sarwar Jan in mohallah Fazalabad. The postman had returned her the missing money 

orders during inquiry and she had pardoned him in her statement provided to the inquiry team. 

Her 4
th
 money order has also been re-generated. The whole process was completed in a month and 

a half. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Sarwar Jan is a 62 years old, active and social lady in good health. She never went to school but 

her vast work experience has made her confident and broadens her vision. She had been working 

as an “aaya” at different schools and hospitals for the last 17 years. Currently she is working with 

Ahmed Medical Complex in Sadiqabad, Rawalpindi. She has also worked as a babysitter with a 

family who took her to Dubai with them for a year. She has also gone to Makkah with Hujjaj as 

an attendant few years ago.  

 

Sarwar Jan has no child and her husband had died due to paralysis 5 year ago. She had adopted 

her nephew as her son, but unfortunately about 4 years ago he died at age 24 due to an electric 

shock. 

 

The area where she lives is known a Noorani Mohallah, adjacent to a railway colony. She owns a 

5 Marla, double storey pucca house, where she lives alone. There are 4 rooms in the house, two 

rooms a bathroom and a kitchen are upstairs and the same set of rooms downstairs. One room was 

adequately furnished for a single person. Her notable belonging include two beds, sofa, 

refrigerator, colour television, and cupboard for crockery.  
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The Noorani Mohallah is inhabited mostly by masons, plumbers and railway employees. It is two 

kilometres away from the main road. A railway track runs parallel to the road. Street leading to 

her house was brick-lined but narrow. The sanitary condition of the area was very poor. Street 

was covered with litter and animal droppings. Frequent presence of foul smelling water ditches 

were also contributing to make the environment very unhealthy and there was hardly any 

evidence of solid waste management. Despite that the street had well built houses. 

 

3. Beneficiary’s Relationship with BISP 
 

Sarwar Jan had applied for cash grant during the parliamentarian program and was selected as 

beneficiary in 2009. She submitted the form and started receiving money after two months. About 

the PSC survey she told that her house had been missed for which she had submitted an 

application in BISP office. About two months ago, the team re-visited her house to collect her 

particulars and fill her poverty score card. She doesn’t know about her PMT score yet as her 

record has not been updated till now. She has visited BISP office many times to know about her 

PMT score. 

 

About BISP she said that it has nothing to do with politics and is aimed purely at helping poor. 

She added “Han yeh zaroor hei keh yeh paisay hamien Benazir key sadqay mein mil rahay hein”. 

 

She has used the money for the construction of her house and got two rooms plastered. She has 

also bought a pair of gold earrings from Dubai with BISP cash grant. 

 

4. How did the complaint/grievance emerge? 

 

Sarwar Jan had received three instalments before leaving for Dubai. She did not inform the 

postman or the post office before leaving, and she had lived there for about a year. During her 

stay at Dubai she heard from neighbouring beneficiaries that BISP has stopped issuance of cash 

grant.  

 

When she came back to Pakistan and saw that other beneficiaries are still getting their BISP 

instalments, she realized that her own instalments would have been issued too. She contacted the 

postman immediately. The postman told her that he has returned all her money orders back to the 

Post Office as she was not available at the time of delivery. She then went to get her delivery 

status checked at a nearby internet café by paying Rs.20, and learnt that her 4
th 

instalment was 

returned undelivered, but the status of the next three instalments was shown as delivered to her.  

 

At this she really got upset and inquired about this from the postman. The postman denied the 

delivery of MOs and told her that he had returned the money orders to Post Office. She went to 

BISP Divisional Office Rawalpindi situated at Chaklala scheme III and there they checked her 

payment status and told her to lodge a complaint by submitting an application. She also visited the 

Post Office to inquire about the matter but the Post Office staff did not cooperate with her. 

 

5. Processing of the Case 
 

The complaint about embezzlement was lodged by Sarwar Jan at BISP Divisional Office 

Rawalpindi on 17
th
 March 2011. The application was entered in complaints register and was kept 

with other complaints in a file with a specific reference number. Record was also entered in excel 

sheet with date and current status.  

 

On the same day, a letter from Director BISP Rawalpindi Divisional Office was sent to the DSPS 

(City) GPO Rawalpindi and copied to PMG Northern Punjab, Rawalpindi, with the request to 
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process the complaint and report back. The copies of complaint, CNIC, Payment Details and 

money order receipts were also attached with the letter. 

 

On receipt of this complaint at the PMG Office Northern Punjab, Rawalpindi on 19
th
 March 2011 

it was entered in the Complaints Register and was kept with other complaints in the complaints 

file. A specific complaint number was assigned to the complaint for further reference. 

 

On the same date a letter was issued by the Assistant Director (AD) Mails to the DSPS 

Rawalpindi City forwarding her complaint and directing him to furnish his report immediately 

under intimation to PMG Rawalpindi. The letter was marked as “Matter Most Urgent”. A 

reminder was sent on 28
th
 March 2011. 

 

On 16
th
 April 2011, the DSPS Rawalpindi City submitted the inquiry report to Director BISP 

Divisional Office Rawalpindi, enclosing written statements of the complainant Sarwar Jan and the 

accused postman Yasir Mehmood of Post Office Chaklala. A copy of this report was also sent to 

the AD (Mails) PMG Northern Punjab Rawalpindi. 

 

In the inquiry report, the DSPS stated that the inquiry conducted by the ASPO City sub division 

revealed that 9 BISP money orders (MO) amounting to Rs.26,000 were issued in the name of the 

complainant for payment. Out of these 4 MOs of Rs.11,000 were paid to the payee, which she has 

also acknowledged in her written statement. DSPS wrote that the next two money orders of 

Rs.6,000 were returned to Rawalpindi GPO due to the non-availability of the real payee at home 

address. The complainant denied receiving three money orders amounting to Rs.9,000. 

 

After filing the complaint, the accused postman Yasir Mehmood made the payment of Rs.9,000 to 

the complainant before the inquiry started. On inquiring about the delivered money orders in the 

absence of Sarwar Jan, Yasir told that there were three more women of the same name living in 

mohallah Fazalabad and the three instalments were mistakenly delivered to another woman with 

the same name. He further said that the said woman has moved to some other area of which he 

has no information (This is also mentioned in his written statement). He also stated that he was 

not dishonest and has no intentions to misappropriate the money, and he was upset due to some 

domestic problem during that time, so couldn’t perform his duty efficiently. He added that he has 

paid the money out of his pocket just to save the honour of department. He has pleaded for 

forgiveness with a promise not to repeat the mistake again. 

 

In her written statement the complainant Sarwar Jan confirmed that after filing the complaint the 

postman came to her house and gave her Rs.9,000 (few days before the inquiry started), and 

requested her to forgive him and withdraw the complaint. She further stated that now she has 

received her money and has no complaint against him, but the department should strictly order 

him to deliver money orders at her house on time without repeating the mistake in future. As a 

result of inquiry the DSPS recommended that disciplinary action against the Postman be initiated. 

 

6. Observations 
 

a. General Observations 

 

The prescribed BISP complaint process is based on electronic filing / redressal of complaints, 

while the Complaint Management Information System (CMS) is yet to be operationalized. 

For now, the BISP staff is manually filing all the complaints. Two separate files are in use for 

filing general grievance and payment related complains. General grievance and Payment 

related complaints are handled by two separate Assistant Complaints at the Divisional Office. 
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After receiving the complaint, BISP follows the standard procedure for redressal of 

complaints regarding non-payment of MOs by the postman. 

 

b. Observations at the beneficiary level  

 

Sarwar Jan is living an independent life, makes her own decisions and at age 62 she is very 

active and enjoys good health. Her manners and general conduct makes her look educated and 

younger than her age. She had applied for the cash grant by herself and knows about her 

rights better than many women with the same background. She had worked hard and had 

earned this standard of life through her personal efforts. Lack of education has handicapped 

her in exploiting many opportunities though, as she told that she wanted to be a nurse but she 

did not fulfil the required qualification. 

 

She has shown complete satisfaction about the BISP redressal procedure and has praised the 

behaviour of the staff at BISP Divisional Office Rawalpindi. 

 

c. Observations at BISP/Partner agency level 

 

BISP staff is waiting for Complaint Management System (CMS) to be launched so that they 

can handle grievance complaints at their level without forwarding them at higher level. 

Presently the complaints are being filed manually and are recorded separately according to the 

nature of complaints at the Divisional Office and forwarded to BISP HQ for redressal. 

 

New BISP programs are being initiated in Rawalpindi division. The active beneficiaries are 

being converted from postal delivery to mobile banking since June 2011. The shift has been 

very successful and no major complaints have been lodged so far. Only a few issues about 

SMS deletion by the beneficiary have been reported to which BISP staff provides immediate 

assistance. 

 

At PMG Rawalpindi, the received complaints are placed with the other complaints in the 

same file with a specific sequence number assigned chronologically to the latest updates 

regardless of the specific case. The cases in the file are maintained in the chronological order 

and the latest of the information/correspondences regarding any complaint are placed at the 

top of the file with sequence number. 

 

7. Lessons learnt/Conclusion 
 

 In this case, the receiver woman/ complainant lodged her complaint with BISP Divisional 

Office Rawalpindi which forwarded the case for inquiry to DSPS (city) GPO Rawalpindi and 

the complainant got the misappropriated money within one month. 

 Pakistan Post has an established complaint redressal mechanism regarding non-payment of 

money orders and the same is used for investigating complaints of non-receipt of BISP money 

orders. 

 According to the practice of Pakistan Post, in case of misappropriation, the beneficiary always 

gets her money (either from the defaulting postal employee or from Pakistan Post) in case she 

files a complaint of non-payment and the enquiry proves the misappropriation. 

 In line with their established practice, strict action is taken in case of misappropriation even 

leading to dismissal from service. In this case it was proved that the postman had kept the 

money illegally and paid back after the complaint. It was stated in the Enquiry report that 

“Disciplinary action against the Postman is being initiated”. Though the complainant stated 

that “now she has no complaint against the postman or the postal department”, yet, Pakistan 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 1 - Payment Case Studies 

P- Upper Punjab -03 
 

J40252714 

GHK Consulting Ltd. 15 

Post took disciplinary action against the concerned postman as required under the E&D 

Rules. 

 

8. Recommendations 
 

 It is important that awareness should be created about where a receiver woman/ complainant 

should file her complaint. 

 A payment schedule by BISP to the receiver woman should be sent in advance so that she can 

plan accordingly. 

 Presently BISP website under “Complaints Redressal Mechanism” shows a two page note on 

complaints regarding “Procurement” only and do not provide any information about 

complaints regarding “Cash Grants” which is the core business of BISP. 

 In accordance with its established rules, Pakistan Post should deliver the cash grant 

MOs only to the beneficiary to whom the MO is addressed. 
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Payment Case Study Number: P- Upper Punjab -04 

Nature of Case: Non-Payment 5 MOs of Rs.15,000 

Complainant/ Beneficiary: Qamraz Bibi 

Wife/ Widow/ Daughter of: W/O Mohammad Akbar Ali, D/O Saeen Sadiq 

Complainant, if not beneficiary herself: NA 

Address: Chak Naurang, Post Office Khas, Tehsil and District 

Chakwal 

CNIC Number: 37201-4180915-6 

PSC form number: 24185572 

Date Study Conducted 2-Jan-2012 

 

1. Summary of the Case Study: 
 

The Case under study has been selected from the list of cases for payment to BISP beneficiaries 

Chakwal for the Bomb Blast Victims (BBV). The list was sent by the Director General BISP 

Punjab to the Assistant Directors of Tehsil Offices in Rawalpindi Division, for ensuring 

compliance. 

 

Qamraz Bibi has been a beneficiary of the Bomb Blast Victims of Imam Bargah Siriak Chowk on 

4
th
 February 2009. Her father Saeen Sadiq had been hit and has lost his leg in the bomb blast. 

BISP issued total 9 money orders of Rs.3,000 each in Qamraz Bibi’s name, from April 2009 to 

June 2011. Out of Rs.27,000 the beneficiary received Rs.12,000 only and the remaining 

Rs.15,000 were embezzled by the postman. An inquiry was conducted and as a result of the 

inquiry the money was recovered from the postman and given to her. The beneficiary has 

pardoned the postman as they belong to the same village and so no disciplinary action was taken 

against the postman. The whole process was completed in two weeks. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Qamraz Bibi is a 49 years old woman and has three sons; the eldest, married son is a professional 

cook and cooks for large functions and he lives separate. Her younger son is seventeen and is a 

rickshaw driver in Chakwal city and the youngest is a student of class 5. Her husband is very old 

and is unable to work. She herself works as maid in different houses earning three thousand a 

month. 

 

Qamraz lives in a room of a house shared by four brothers and their families, all as independent 

households. The house doesn’t have any kitchen or latrine, a small roofless area covered by three 

walls and a curtain is used for bathing. A common courtyard is shared by all four families and is 

also used as open kitchens. A well in the yard is the main source of water for the family. The 

beneficiary occupies a single room in which she lives with her 2 sons, her old father and husband. 

Her father, Saeen Sadiq is an old man in his 70s and has his leg badly injured in 4
th
 February 2009 

blast while attending majlis at Imam Bargah Siriak Chowk. 

 

Chak Naurang is a suburban village some thirteen kilometres 

from Chakwal city and a five kilometre tar road links the 

village with the main Grand Trunk (G.T.) Road. Most of the 

land is agricultural and wheat and maize are the two main 

crops. Street leading to the beneficiary’s house is paved and a 

drain for waste water ran along one side of the street. Houses 

are semi pakka and most of these are without latrines. 
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The population of Chak Naurang has similar socio economic condition, women work at houses 

and men take odd jobs. Boys are sent to school but seldom complete their matriculation; while 

girls are usually married at an early age. 

 

The village is facing severe water crisis as the water table has gone very deep and the wells are 

almost dried up. The population has to travel miles to fetch drinking water from remote areas. 

 

3. Beneficiary’s Relationship with BISP: 
 

The complainant Qamraz was a beneficiary of the Bomb Blast Victim (BBV) and was getting 

cash grant of Rs.1,000 per month on behalf of her father who had been severely injured in the 

blast at Imam Bargah in 2009. 

 

Her household has been surveyed for PSC in June 2011 and 

her PMT is 18.2. Her status at MIS is declared as ineligible 

household with discrepancy. She does not know that eligibility 

is based on PMT score. She has received the discrepancy letter 

from BISP which she is planning to present at Tehsil office 

and try to remove the discrepancy as well as appeal for 

inclusion of her name as a beneficiary. 

 

She has spent the money on her father’s treatment, which is 

still going on. He has not fully recovered yet and is being 

treated at a local hospital. 

 

She learnt about the complaint mechanism from the BISP field supervisors who were appointed in 

every Tehsil for monitoring of surveys and spot check of payments before the establishment of 

Tehsil Offices. They used to conduct door to door visits to the beneficiaries and identify any 

malpractices requiring corrective action. 

 

4. How did the complaint/grievance emerge? 
 

The BISP field supervisor identified few cases of misappropriation of the money orders by the 

postman during the field monitoring visit in Tehsil Chakwal. Field supervisors are appointed at 

BISP Divisional offices and they were allotted specified areas where they carry out the 

monitoring of the payment of money orders of the beneficiaries and the post-survey monitoring 

for missed out households. They collected the data from households through random sampling in 

the union councils according to their work plans. 

 

The particular case under study was identified during one such visit by the field supervisor in 

Tehsil Chakwal for monitoring the payments of BBVs. When the payment receipts of money 

orders collected from beneficiary were matched with the Payment Details in the record, it was 

discovered that the beneficiary had been paid only Rs.12,000 out of total amount Rs.27,000 issued 

in her name. The detail also showed that all the money orders had the status “Delivered/Paid” in 

the payment record. The case was selected for inquiry by the Director BISP Divisional Office 

Rawalpindi and a letter was issued to the A.D. BISP Tehsil Office Chakwal for further inquiry of 

the case. 

 

5. Processing of the Case: 
 

The letter (No.8(1)/2011) from Director BISP Divisional Office Rawalpindi dated 19
th
 July 2011 

was received at BISP Tehsil Office Chakwal with an attached list of money orders for BBVs upto 
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30
th
 June 2011, and a copy of a letter from Director General (DG) BISP Punjab dated 13

th
 July 

2011 was also attached. The list of money orders for BBVs was issued by the DG BISP with the 

directions to all respective divisions to carry out further necessary action. 

 

On receiving the letter at Tehsil Office on 19
th
 July 2011, the A.D. Chakwal, Raja Ijaz Akbar, 

entered the complaints in the complaints register and immediately contacted the concerned post 

offices. 

 

For the case of Qamraz, the A.D. Chakwal contacted Post Office Dhodial on telephone for 

conducting an inquiry. He also contacted the accused Postman Chak Naurang Mr. Hameed Khan 

and discussed the matter. Next day on 20
th
 July 2011, the A.D. Chakwal visited the post office 

Dhodial personally and further proceeding of the case was carried out. The beneficiary Qamraz 

Bibi was contacted the same day and was visited by the inquiry team at her house. 

 

The inquiry team consisted of three people, the Post Master Dhodial, A.D. BISP and the Postman 

Hameed Khan. The beneficiary Qamraz brought the four BISP receipts of total amount Rs.12,000. 

The post master also brought the nine paid vouchers (money orders) from post office in the name 

of Qamraz Bibi. When examined, the thumb impression on five vouchers (money orders) did not 

match the beneficiary’s thumb impression. When inquired, the postman stated that he has 

mistakenly delivered them to some other woman. He apologized for the mistake and promised to 

return the total amount to the beneficiary. 

 

The inquiry team revisited the beneficiary after a week and the postman returned the missing 

amount of Rs.15,000 to the complainant. No formal statements of the beneficiary or the postman 

were recorded and the case was resolved verbally. The result was communicated to BISP 

Divisional Office through a phone call by the A.D. Chakwal. The case was resolved within two 

weeks after receiving the letter from the Divisional Office. 

 

The Post Master offered the beneficiary that if she wanted to launch a formal complaint and 

demand for strict action against the postman, he can be dismissed from his service but the 

beneficiary had pardoned him as he belongs to the same village. The case was closed on the 

request of the postman and according to the wishes of the beneficiary. Later a letter was sent by 

A.D. Chakwal to BISP Divisional office stating briefly that the inquiry has been successfully 

conducted and the complainant has pardoned the postman after the recovery of her amount. 

 

6. Observations: 
 

a. General Observations: 

 

BISP Tehsil Office has immediately responded to the complaint and the concerned post office 

was contacted on the same day as the letter was received at BISP Tehsil office. The inquiry 

was conducted on the next day and a face to face meeting of postman and the complainant 

was arranged in the presence of A.D. BISP and the Post Master. 

 

The issue was settled on the agreement that the postman will pay the full amount to the 

beneficiary/ complainant the very next day, which he did as committed, in the presence of the 

Post Master. The issue was resolved and the beneficiary was happy that she got her money. 

Process went as per Pakistan Post protocol till this point, but the beneficiary was probably 

persuaded to forgive the postman and withdraw the complaint. No statement was documented 

and the whole process was carried out verbally. BISP Divisional Office did not demand any 

documentary evidence of the inquiry process. 
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b. Observations at the beneficiary level 

 

Shia sect makes the major chunk of population in Chak 

Naurang and people are very active in participating in 

religious activities and gatherings. On the day of this interview 

too, there was a Majlis of Imam Husain in the beneficiary’s 

neighbourhood and a big gathering in the house food was 

being served  after the Majlis. 

 

Qamraz Bibi represents a typical marginalized village woman 

who has to take productive as well as reproductive part in her 

family’s struggle to survive. She has to work for economic 

contribution as well as look after the house. Her husband, 

Muhammad Akbar Ali, has been a labourer but now he is too 

old to work. Her father, Saeen Sadiq is an old and weak man in his 70s, and has not fully 

recovered from his wounds in leg and arm after the bomb blast. 

 

The family lives a marginalized life and poverty is common in the village. They did not know 

about the embezzlement of their money orders. When their instalment stopped after the fourth 

money order, the postman told them that the Government has stopped payment and they 

accepted it. It was during the monitoring by the BISP Field Supervisor that the embezzlement 

was identified after which the complaint process was activated. 

 

c. Observations at BISP/Partner agency level 

 

The complaint handling and recording process is carried out manually and the general 

grievance complaints are not being processed or forwarded anywhere for the time being (as 

per instructions of BISP Divisional Office). The staff believes that the Complaint 

Management System (CMS) is about to be launched and it will enable them to address most 

of the complaints at the Tehsil office level. 

 

The payment related cases are mostly settled informally through negotiation between the 

conflicting parties. The beneficiaries are mostly illiterate and simple people who do not 

clearly know about the standard payment procedures, neither about the amounts that have 

been generated in their names, and may therefore be exploited by the postmen. The postman 

generally make an impression of himself as the key person in decision making regarding their 

payment and the naive beneficiaries are compelled to keep him ‘happy’ through accepting 

less than the due amounts. 

 

7. Lessons learnt/Conclusion 
 

 The common practice for dealing with misappropriation cases is more or less the same in 

these villages where the population is illiterate and the local notables greatly influence their 

decisions. The general impression for such grant schemes are distorted by the influential who 

are the sources of information and the poor beneficiaries are exploited by the middle men. 

The postmen usually take some of the money from the instalment in the name of “delivery 

fee”. 

 The only positive aspect of such redressal procedure is that the problems are resolved locally 

and comparatively in much less time, usually within a day, and it is convenient for the 

complainants as it saves their time and effort to get their money back. Both the complainant 

and the postman belong to the same area and they have to create a win-win situation to avoid 
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any unpleasant occurrence in future. But the major negative impact is that at times the same 

problem is repeated again and again.  

 

8. Recommendations 
 

 It is important that beneficiary should be informed in the very beginning about the amount 

and frequency of cash grant (or other benefit) that she will get, and, when the cash grant (or 

other benefit) will stop. 

 It would be helpful if the beneficiaries are informed and educated about how to check their 

payment status and where to report if any discrepancy is found. 

 There is a need of creating awareness among women regarding the cash grant program since 

it is especially designed to empower women. 
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Payment Case Study Number: P-Upper Punjab-05 

Nature of Case: Non-Payment of four MOs for Rs. 14,000 

Complainant/ Beneficiary: Shakeela Bibi 

Widow of: Farrukh Mehmood 

Complainant, if not beneficiary herself:  
Address: Dhok Paracha, Sundaymar PO Tarnol, Tehsil and 

District Islamabad 

CNIC Number: 61101-1364783-0 

PSC form number: 24101225 

Date Study Conducted 10
th
 January 2012 

 

1. Summary of the Case Study:  
 

Shakeela Bibi lodged this complaint at the BISP Divisional 

Office Rawalpindi. The complaint was for embezzlement of 

four BISP instalment for Rs.14,000 issued in her name.  

 

The complaint was forwarded to PMG Office Islamabad for 

inquiry. The inquiry was conducted through the Assistant 

Superintendent Post Office (ASPO) North sub division and 

report was shared with BISP after completion of inquiry. The 

statements of the beneficiary, beneficiary’s brother, postman 

Tarnol Post Office and the Branch Post Master EDBO Paracha 

Town were also enclosed with the enquiry report.  

 

The inquiry reiterated that the postman had delivered the first money order of Rs.5,000 and three 

other money orders were returned back to BISP as “Undelivered” as the beneficiary did not come 

to receive the payment despite several messages conveyed to her by the Branch Postmaster 

Paracha Town. The whole process from lodging of complaint by beneficiary to the submission of 

inquiry report by the DSPS has been completed in little less than three months. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

The beneficiary Shakeela Bibi is a 33 years old primary pass widowed woman. She has two 

children. Son age 13 goes to madrassa after 6
th
 class and the daughter is in class one. Shakeela 

came to live in her parents’ house some seven years ago after the death of her husband due to 

some chronic ailment, and lives in the house shared by two brothers and her parents. One of her 

sister has also been widowed few months ago and has come to live with them for good. She 

doesn’t have any children. 

 

The brothers are married and have two children each. She has 

occupied one of the rooms where she lives with two children 

and her mother. Both her brothers are artisans and expert in 

needle work embroidery on dresses. They both work on 

dresses at home as they can’t afford to rent a shop in the 

market. Their income depends on the number of orders they 

get from the market and normally charge Rs.2,000 to 3,000 per 

dress. They both live independently as separate households, 

but also help their parents and sisters. 
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Shakeela Bibi took the responsibility of bread winner for her children after the death of her 

husband and started working as house maid at houses in Islamabad. And later she got a job in a 

school in Margalla in 2009. Unfortunately she had a severe accident when she fell in an open 

gutter near her school in Margalla and got serious injuries which still are not recovered and she is 

unable to resume her job. Now she is dependent on the financial assistance of philanthropists and 

charity from the affluent people she had worked for as house maid.  

 

She lives in Dhok Paracha, a suburban village of Islamabad that is at a distance of 500 metres 

from the main Tarnol Road. The streets are unpaved without any proper sewerage system. The 

eight marla pucca house, where she resides was built by her father. It has three rooms, two semi 

pucca kitchens, a common bathroom, a veranda and a vast courtyard in the centre of the house. 

The house is furnished with adequate furniture, fridge, washing machine and colour TV bought 

during the good old times. The streets are unpaved without any proper sewerage system.  

 

3. Beneficiary’s Relationship with BISP: 
 

The complainant Shakeela was a beneficiary of Parliamentarian phase. She obtained the form 

from her employer in Golra Shareef where she worked as a maid and took it to chairman zakat 

committee Dhok Paracha who filled it and submitted it with her CNIC to BISP. 

 

She was surveyed for Poverty Score Card Phase in February 2011 in which she has been declared 

ineligible but she has not received any intimation from BISP. She had visited local Zakat 

Committee office and BISP Divisional Office Rawalpindi to check her PMT score and both 

offices confirmed her ineligibility for BISP cash grant.  

 

She thinks of BISP as a Government Program for the financial assistance to the destitute women. 

But she thinks the program is not properly being handled and the beneficiaries fall prey to the 

wickedness of middlemen, like post office staff. She also thinks that the real deserving women are 

being ignored while distributing cash grant. She spent BISP money for her children’s education, 

purchase of daily groceries, and on the treatment of her injuries she got from falling in the gutter. 

 

4. How did the complaint/grievance emerge? 
 

When the first instalment was delivered to the other beneficiaries in the locality, she inquired the 

postman for her own money order, to which he told that it has not issued by the BISP office. She 

also visited the Post Office Tarnol and they told her the same reason. Then her next two 

instalments of Rs.2,000 each for the months of March-April and May-June 2009 were issued 

which she collected from postman’s house with other beneficiaries. This made her belief stronger 

that her first money order of Rs.5,000 has been embezzled.  She kept struggling and went to the 

post office again but they snubbed her and very rudely forbade her to come there again.  

  

She discussed the matter with Chairman Zakat committee who told her about the BISP Head 

Office Islamabad. She went there twice where they finally referred her to BISP Divisional Office 

Rawalpindi. 

 

Meanwhile, her next (fourth) money order was 

returned undelivered due to some reason, of 

which she was unaware. She collected the fifth 

instalment of Rs.3,000 from the postman’s 

house. And next two instalments of Rs.3,000 

each were undelivered again. Finally she went 

to the BISP Divisional Office Rawalpindi, a 
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place where her complaint was heard and was assured that her issue can be resolved. She visited 

the office twice to launch her complaint and during this time in August 2010, the postman 

delivered her instalment of Rs.3,000 at her house. 

 

It took her almost a year and a half of struggle to find a place where she can lodge an application 

about missing money orders. 

 

5. Processing of the Case:  
 

BISP Tehsil Office Rawalpindi received Shakeela’s complaint along with copy of CNIC and 

payment details on 4
th
 August 2010, entered it in the complaint register and Excel sheet for record 

and then forwarded it to the Division Office for further processing.  

 

On 30
th
 August 2010, Director BISP forwarded this complaint to DSPS and requested him to 

inquire the matter and take necessary corrective measures. A copy of this letter was sent to the 

Postmaster General, FC & AJK Circle (PMG) Islamabad. On 6
th
 September 2010 the AD(F.S) 

PMG Islamabad sent a letter to the DSPS Islamabad and requested to enquire the matter on urgent 

basis and submit a report within a week. A copy of this letter was forwarded to the BISP Division 

office Rawalpindi for information 

 

On 22
nd

 October 2010, the DSPS submitted a detailed inquiry report, conducted by ASPO North 

sub division, to the PMG office Islamabad. The statements of the beneficiary, her brother, 

postman Tarnol Post Office and the Branch Post Master EDBO Paracha town were also attached 

with the inquiry report. 

 

In the statement recorded on 17
th
 September 2010, Mohammad Saeed, Branch Post Master 

Paracha Town Islamabad stated about the undelivered money orders that Mst Shakeela Bibi 

works in Islamabad and comes back in evening. He sent several messages at her house that her 

money orders have arrived and she should collect them but when after many days she did not 

appear, he has to return them to the Postmaster Tarnol Post Office for onward submission to GPO. 

  

On 13
th
 October 2010, the complainant Shakeela Bibi recorded her statement that she has not 

received the money order No.B5030903611000370, for Rs.5,000, shown as delivered byPO 

Tarnol on 28
th
 March 2009, and that further inquiry is demanded to recover her money. There was 

an additional statement, written by ASPO and endorsed by Postmaster Tarnol Post office, on the 

same paper that stated that “Shakeela Bibi has refused to put her thumb impression on the 

statement recorded”. Further that “the mother of Shakeela Bibi has also tried to snatch and tear 

the paper from PO Tarnol on which her thumb impression was taken”.  

 

The statement of beneficiary’s brother Mr. Muhammad Azam was also recorded by the ASPO 

Islamabad, in which he stated that he has not received the money order for Rs.5,000 issued in the 

name of Shakeela Bibi d/o Mohammad Safdar, and demanded another inquiry to find out the 

actual recipient.  

 

In his statement the postman Tarnol PO Mr. Mohammad Asghar Khan stated that he has delivered 

the money order No.B5030903611000370 of Rs.5,000 on 28
th
 March 2009 to Shakeela Bibi after 

properly checking her original CNIC and attaching the copy of it with the form. He further stated 

that at the time of delivery she was wearing the veil on face and put her thumb impression instead 

of the signature on the form and there was no witness for this transaction. He concluded his 

statement by saying that the beneficiary is lying about the money order.  
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The DSPS summed up the inquiry report stating that the report by the ASPO revealed that, under 

the reference BISP money orders received at Tarnol Post Office (PO) and Pracha Town EDBO in 

account with Tarnol PO on different dates for payment to Mst Shakeela Bibi. According to the 

statement of Mr. Saeed Ahmed Branch post Master Paracha Town Branch office, he has informed 

the beneficiary regarding the money order No. 3465 and 0042 but she failed to receive them, 

hence he returned them to Postmaster Tarnol PO for onward transmission to BISP as 

“Undelivered”. 

 

He stated that Shakeela Bibi denied receiving of first money order for Rs.5,000. He stated that the 

postman was also investigated during inquiry and statements obtained from him too, in which he 

said that he had paid the money order of amount Rs.5,000 to Shakeela Bibi after obtaining the 

copy of her CNIC but he failed to obtain the signature of witness (necessary in case of delivery of 

money order to purdah observing ladies) due to rush of beneficiaries at that time. 

 

DSPS further stated that Shakeela Bibi has refused to put signature or thumb impression on the 

statement. And her mother Jan Bibi also tried to snatch and tear the paper on which the thumb 

impression of her own and her two sons were taken during the course of inquiry. He concluded 

that Shakeela Bibi’s unexplainable behaviour towards signing the statement and her mother’s 

snatching of papers of thumb impression suggests that there is something wrong at their own end. 

She seems reluctant to cooperate with the inquiry team. Moreover, the CNIC copy of Shakeela 

Bibi found attached with the BISP money order No.3370 suggests that beneficiary or her close 

relative has obtained the amount of Rs.5,000 from Tarnol Post Office, and, that the disputed 

money order has been paid to the beneficiary by the postman but he failed to obtain the signature 

of witness while making payment.  

 

On 1
st
 November 2010 the Asst. Postmaster General (FS) PMG Islamabad forwarded the inquiry 

report of DSPS (along with the statements recorded) to the Director BISP Division Office.  

 

6. Observations: 
 

a. General Observations: 

 

According to Shakeela the behaviour of Tarnol Post Office staff was  insulting and without 

any proof, they blamed her and her family for receiving the money order.  

  

The postman’s delivery procedure of BISP MOs is also questionable as he did not follow the 

prescribed procedure for delivering money orders to purdah observing women. He is 

supposed to get the recipient’s thumb impression/ signatures on the money order formverified 

by some close relative as witness.. There is no response from BISP or the PMG to the 

complainant’s request for another inquiry against the report prepared by the inquiry officer. 

 

b. Observations at the beneficiary level 

 

There was an ambiguity regarding the refusal of the beneficiary to endorse the statement 

written by the inquiry team, which made them suspicious that she has probably received the 

money order. The beneficiary explained that she thought it might be another trick of Postal 

staff to take her signatures as they did earlier by taking thumb impressions of her mother and 

two brothers on a blank paper for verification - and on this basis told them that their daughter 

has submitted a false application. She also told that the postman took a copy of her CNIC 

when she first visited the post office to inquire about her first instalment, which, she thinks, 

he used as a proof against her.  
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c. Observations at BISP/Partner agency level 

 

The staff training for Complaint Management System (CMS) has been initiated at BISP 

Divisional Office Rawalpindi and initial training for Master trainers has been conducted. For 

now the complaints are being filed manually and are recorded separately according to the 

nature of complaints and then forwarded to BISP Headquarter or payment agency for 

redressal. 

 

7. Lessons learnt/Conclusion 
 

 In this case, the receiver woman/ complainant lodged her complaint at BISP Divisional Office 

Rawalpindi which forwarded it to DSPS Islamabad for necessary verification. 

 The postman’s delivery procedure of BISP MOs is found questionable. The key point which 

was conveniently ignored during the Enquiry (and in the Enquiry Report) was that Pakistan 

Post has specified that MO can be delivered to a Purda observing lady only if her signatures/ 

thumb impression is witnessed by her family members. 

 There is no response from any concerned department; BISP or the PMG to the complainant’s 

request for another inquiry in the statement recorded by the inquiry officer. 

 

8. Recommendations 
 

 It is important that awareness should be created about where a receiver woman/ complainant 

should file her complaint.  

 The results of complaint should be conveyed to beneficiary upon completion and findings of 

the lodged complaint with the options for appeal in case they are not satisfied about the result. 

 It would be helpful if the beneficiaries are informed and educated about how to check their 

payment status and where to report if any discrepancy found. 
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Payment Case Study Number: P-Upper Punjab-06 

Nature of Case: Non Payment of 5 money orders for Rs.15,000 by the 

postman 

Complainant/ Beneficiary: Ruqiya Shaheen 

Wife of: Khalid Mehmood  

Complainant, if not beneficiary herself:  
Address: Mohallah Shaheenabad PO Chakwal Tehsil n District 

Chakwal 

CNIC Number: 37201-1580144-6 

PSC form number: 2827523 

Date Study Conducted 7
th
 January 2012 

 

1. Summary of the Case Study: 
 

In her written complaint dated 13
th
 March 2010, submitted at BISP Divisional Office Rawalpindi, 

the complainant stated that she did not receive any of the five money orders of Rs.3,000 each, 

issued in her name. She had requested for inquiry against the postman to recover her money 

orders. 

 

The complaint was forwarded to the DSPS Chakwal for further processing and necessary 

verification. The inquiry report submitted by the DSPS Chakwal revealed that the money orders 

have been delivered regularly to the complainant and that she has lodged the complaint to the 

BISP verification team about the delivery of money orders at her doorsteps and not about the non-

payment of money orders. The complainant stated that the postman did not deliver her money 

orders at her home and she has to make repeated visits to GPO to collect her money. The 

statements were recorded and endorsed by witness. The whole process of complaint resolution 

took a little more than three weeks. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Ruqiya Shaheen is a 41 years old woman and has two children. 

She was divorced eighteen years ago and with her two children 

came to live with her mother. Her daughter is a student of first 

year at college and younger 13 years old son has left school in 

eighth class to join a motor workshop and wants to become a 

motor mechanic. 

 

Ruqiya lives in her mother’s house with her mother and four 

other sisters, and one of the sisters is married and lives in the 

same house with her husband.  

 

It is a five marla, old and pacca house with five rooms, a kitchen, two bathrooms and a small yard 

in the front. The house was built by her father some thirty years ago.  

 

Ruqiya has been working at houses and schools to support her family and despite her divorce and 

financially destitute condition; she has realized that she is solely responsible for her and her 

children’s wellbeing. Currently, she works as an aaya at a private school and earns Rs.3,000 per 

month. She is the major contributor to her family’s meagre income with her younger B.Ed. 

qualified sister who is a teacher at a local private school and her monthly salary is also Rs.3,500.  
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Mohallah Shaheenabad is mostly inhabited by the people working as labours, masons and 

carpenters. The street is well paved and properly drained, comprising pacca and semi pacca 

houses depicting the socio economic condition of the residents.  

 

3. Beneficiary’s Relationship with BISP: 
 

Ruqiya was selected as a beneficiary during the parliamentarian phase in 2008 when a team 

(probably local member of Peoples’ Party) came to her house and took copy of her CNIC and told 

her that her name is being included in an income scheme which will pay Rs.1,000 per month to 

the poor households.   

 

Her household has also been surveyed for PSC in June 2011 and her PMT is 19.9. Her status at 

MIS is declared as ineligible household with discrepancy. She has received the BISP official letter 

dated September 2011 describing her ineligible for the cash grant. 

 

She learnt about the BISP complaint mechanism through the verification officer who was 

assigned the spot checking of the payment of BISP money orders. 

 

She has not spent the BISP money and saved it for her daughter’s marriage. She is planning to 

buy something for her dowry.  She thinks it’s an appreciable venture by the Peoples Party 

government and a great help to the poor women especially in circumstances like her own where 

women are fighting for the survival of their families. She said that the scheme is an equal 

opportunity for all the poor women regardless of which political party they support.  

 

4. How did the complaint/grievance emerge? 
 

BISP Field Supervisor visited the complainant’s house as part of his routine field visit to monitor 

the payment process in March 2010. He asked the beneficiary if she is facing any problem 

regarding payment of money orders.  She was startled to know that she has been declared as 

beneficiary and five money orders have already been issued in her name. The postman neither 

informed her nor came to her house to pay her these money orders. 

 

When the BISP official told her that in BISP record not only money orders had been issued but 

also shown as delivered to her, she became worried and discussed the problem with BISP official 

in detail. She told that she hasn’t received any of the five BISP money orders of amount Rs.3,000 

each, which he is talking about, and if it is right then she wants an investigation for this criminal 

act and wants her money recovered from the postman.   

 

The official filled her complaint on a BISP application form designed by the BISP Divisional 

Office Rawalpindi for the convenience of the complainant, and took her thumb impression on the 

affidavit dated 13
th
 March 2010, on which it was stated that she did not receive any of the five 

BISP money orders issued in her name and requested for a strict action against the postman for 

this embezzlement. The application was submitted at BISP Divisional Office Rawalpindi through 

the Field Supervisor on same date. 

 

5. Processing of the Case:  
 

The application of complainant collected by the Field Supervisor on 13
th
 March 2010 was 

submitted at BISP Divisional Office on the same date. At the office the complaint along with 

copy of complainant’s CNIC and payment status was kept in the Payment Complaints file with 

other applications and was recorded in the complaints register. The complaint was also recorded 

in an Excel sheet.  
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On 20
th
 March BISP Divisional Office Rawalpindi sent a letter to the Divisional Superintendent 

Postal Service (DSPS) Chakwal along with the copies of complaint, CNIC and the payment 

details attached. In the letter the DSPS was requested to conduct an inquiry and recover the 

embezzled amount of Rs.15,000. It was also stated in the letter that postman has also returned the 

registered letter of BISP office regarding intimation to the lady about her selection as pre-

qualified family for Waseela-e-Haq Scheme. DSPS was requested to initiate necessary 

disciplinary action against the Postman, GPO Chakwal, Mr. Yasir Sadique and to intimate the 

result. Copy of this letter was also sent to PMG Northern Punjab Rawalpindi. 

 

On 5
th
 April the DSPS Chakwal submitted the detailed inquiry report to the BISP Division Office 

Rawalpindi. The statement of the complainant Ruqiya Shaheen, and a witness Mr. Parvez Akhtar, 

a neighbour of the complainant, was attached with the inquiry report. A question answer session 

with the postman along with his written statement was also attached with the report. 

 

In his detailed report about the inquiry, the DSPS stated that the Assistant Superintendent Post 

Offices (ASPO) appointed for the inquiry visited the complainant Mst Ruqiya Shaheen at her 

residence and recorded her statement on 31
st
 March 2010. In her written statement, which is 

witnessed by her neighbour Mr. Parvez Akhtar, she stated that she has received all the disputed 

money orders of Rs.15,000 and she has no complaint regarding non-payment of money orders.  

She also stated that she has lodged the complaint to the Field Supervisor that the postman did not 

make the payments at her doorsteps and that she had to go to the GPO again and again for 

receiving her money orders. The sole purpose of the complaint was that she just wanted to get her 

money orders delivered at her doorsteps. 

 

The inquiry officer also contacted Mr. Parvez Akhtar R/O Shaheenabad, Chakwal (as a witness) 

and recorded his statement that Mst. Ruqiya Shaheen has received the amount of all the BISP 

money orders and she has lodged the complaint regarding non-delivery of money orders at her 

doorsteps.  

 

Mr. Sajid Sadique Postman No-09 of Chakwal GPO was visited by the ASPO on 1
st
 April 2010 to 

record his written statement and document the question answer session. In his statement he said 

that Mst. Ruqiya Shaheen is an employee at Khursheed International School Chakwal and he had 

always paid her money orders either at her school or at her home address and that he had paid the 

amount of all the money orders to the payee. And the complaint she had submitted about non 

delivery of money orders is not a valid one.  

 

The ASPO also inquired him about the variation observed in one of the money orders paid in the 

month of January 2009 on which there was a signature of the payee Ruqiya Shaheen, while she 

always uses her thumb impression, also there was no witness to another money order. The 

postman explained that whenever he went to her house or her school for payment of BISP money 

orders, the form was taken inside the house for her thumb impression or the signature and then 

returned to him. On the question that ‘wasn’t it his responsibility to deliver the money order after 

verification of her thumb impression or signature from CNIC’, his reply was that ‘because he 

routinely visits so he did not bother to check her CNIC, and sometime she did not have the CNIC 

with her’. The statement was signed by the postman and the ASPO. 

 

The whole process from lodging of complaint on 13
th
 March 2010 to inquiry report submitted at 

BISP Division Office on 5
th
 April 2010 was completed in 22 days.  
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6. Observations: 
 

a. General Observations: 

 

The inquiry was conducted by Pakistan Post who responded back with the investigation 

results within the prescribed time frame of eight days after the case was forwarded to them. 

The ASPO was appointed by Pakistan Post as the Enquiry Officer, who submitted an Enquiry 

Report after conducting the inquiry. 

 

The case has been closed at BISP as the beneficiary has given her written statement that what 

she actually told to the BISP Field Supervisor was different from what was written in her 

complaint by him, and that she has received the full amount of all money orders. 

 

b. Observations at the beneficiary level 

 

Ruqiya told that she did not know that BISP has issued any money orders in her name at all 

till March 2010, when an officer from Rawalpindi (BISP Field Supervisor) visited her house 

and told her about her payment record and BISP money orders. When he told her that her 

Payment Detail shows that she has received total five money order of amount Rs.3,000 each, 

she completely denied it. The officer realized the situation and filled her complaint form and 

took her thumb impression on it. 

 

Ruqiya was not aware of what actually was written in the complaint that she signed, neither 

was she concerned, as she verbally had forgiven the postman on the condition her money be 

returned to her. The inquiry team visited her house twice and the postman returned her 

amount of Rs.15,000 on the second visit. She said that the postman has visited her alone 

before the inquiry started as well and pleaded her to withdraw the case, on which she asked 

him to pay her full amount and she will. However she did not know about what was written 

on the paper the inquiry team took her thumb stamp on. She has received three more 

instalments of Rs.3000 each after the recovery of embezzled amount at her house. 

 

She has expressed satisfaction at the complaint redressal process, and she has really forgiven 

the postman. She told that she has forgiven him out of pity as he is an old man near of nearly 

60 years of age and she did not want him deprived of his income source in the last years of his 

service. 

 

c. Observations at BISP/Partner agency level 

 

Tehsil Office Chakwal was established in January 2011 and before that the BISP program 

was supervised by the Field Supervisors operating from BISP Divisional Office Rawalpindi. 

This particular complaint belongs to the period before the establishment of BISP Tehsil 

Office Chakwal and was dealt by the Divisional Office Rawalpindi.  

 

At GPO Chakwal , the complaints received are placed with the other complaints in the same 

file with a specific sequence number assigned chronologically to the latest updates regardless 

of the specific case. The cases in the file are maintained in the chronological order and the 

latest of the information/correspondences regarding any complaint are placed at the top of the 

file with sequence number.  
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7. Lessons learnt/Conclusion 
 

 In this case, the receiver woman/ complainant lodged her complaint with BISP Divisional 

Office Rawalpindi through Field Supervisor. The Divisional Office forwarded the case for 

inquiry to DSPS GPO Chakwal and the complainant got the misappropriated money within 22 

days. It was observed that although the prescribed process has been adopted for the 

complaint, but the finding of the inquiry were based on the assumption that she had 

complained about the amount not being delivered at her door steps. Actually she had 

complained regarding non-payment of 5 MOs for R.15,000 but her statement taken during 

enquiry was written in such a way that it did not touch this subject. 

 Though formal process of the investigation was conducted and an incorrect statement used to 

close the official enquiry, informal forces came to work and due to pressure on the postman, 

he was forced to repay the misappropriated money to the complainant. This important aspect 

is, however, not apparent from the official record. 

 

8. Recommendations 
 

 Beneficiaries should be adequately educated about the payment process and the complaint 

redressal mechanism. There is a lot of need for creating awareness among women regarding 

the cash grant program since it is especially designed to empower women. Eligibility criterion 

may also be communicated at mass level to avoid confusions across Pakistan, especially 

among poor households who believe themselves as beneficiaries. 

 A further verification of the inquiry must be done for such inquiries where the statement of 

the complainant is altogether different from their complaints. 
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Payment Case Study Number: P-Upper Punjab-07 

Nature of Case: Non-Payment of five BISP MOs for Rs.10,000 by the 

post man 

Complainant/ Beneficiary: Nasreen Kausar 

Widow of: Shahbaz Ahmad 

Complainant, if not beneficiary herself:  
Address: Shadmaan Town, Ferozwala Pull, Gujranwala. 

CNIC Number: 340101-7335507-6 

PSC form number: 25650940 

Date Study Conducted 4
th
 January 2012 

 

1. Summary of the Case Study: 
 

This complaint has been filed at BISP Divisional Office Gujranwala in July/August 2011 by the 

beneficiary for embezzlement in the delivery of cash grant. It was stated that she did not receive 

any amount despite BISP generating money orders for Rs.10,000 in her name as shown in her 

Payments Detail.  

 

The complaint was forwarded to PMG Office, Central Punjab, Lahore, and after an Enquiry it was 

found that the money orders could not be delivered to her because the beneficiary had shifted 

from Subhan Town, Rawalpindi bypass, Gujranwala to Shadmaan Town, Ferozwala Pull, 

Gujranwala. The complaint of misappropriation had no merit because her Payment Detail shows 

the status of these money orders as “Undelivered” and these were sent back to BISP HQ.  

 

This complaint and enquiry would not have been necessary if the Payment Detail was updated in 

time – at the time of filing the complaint the Payment Details showed delivery status as blank 

while now the status is being shown as “Undelivered”. 

 

2. Beneficiary/Complainant’s profile and Background information: 
 

Nasreen Kausar is 36 years old, widow and illiterate woman. She has six children (one daughter 

and five sons) all of school going age. Her two sons are attending a Madrissa for becoming hafiz-

e-Quran. The youngest daughter is in class 8
th
. 

 

Her husband (Shahbaz Ahmad) died around a year ago because of Hepatitis C. He was working as 

a labourer in a nearby cotton factory on salary of Rs.7,000 per month. She herself works as a maid 

in different houses and earns around Rs.3,000 per month. As there is no regular source of income 

to support her family so she also receives Zakat, Sadqaat and Fitrana from philanthropists to fulfil 

the needs of her family. 

 

She lives in a 3 marla rented house, which consists of one room, a bathroom and a kitchen. The 

house rent is Rs.1,500 per month. The family has a colour Television with satellite cable 

connection, mobile phone and a bicycle. 

 

The area where she resides is known as Shadmaan Town nearby Ferozwala Pull. Most of the 

streets in the area are spacious and well paved with proper drainage system.  

 

3. Beneficiary’s relationship with BISP: 
 

She was not a beneficiary under BISP Parliamentarian Phase, however, she was surveyed for 

Poverty Score Card Survey in March 2011. At that time, the enumerators visited her house and 
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completed a PSC Survey Form and she told all the details to survey team. After completing the 

PSC Survey Form, the survey team gave her the survey acknowledgement slip for future 

reference. She has a valid CNIC that she shared with survey team. She was happy that nothing has 

been charged by the enumerators for filling her survey form. She didn’t receive any BISP letter 

regarding confirmation of her eligibility or discrepancy in BISP Program, though she has been 

declared eligible as the PMT of her household is 9.9. 

 

She doesn’t know about BISP and stated that “Sanu Ghareeban nou kisi gal da nai pata” She has 

planned to utilize the cash assistance for setting up a small confectionary stall at her house. 

 

She did not know about the complaint registration process. She visited the BISP Divisional Office 

Gujranwala where she was informed by an officer about complaint registration. 

 

4. How did the Complaint/Grievance emerge? 
 

At the time of survey, she was living in a rented 

house in Subhan Town but as she couldn’t afford 

the increased rent that the landlord demanded, so 

in summer of 2011, she shifted to another house 

in Shadmaan Town nearby Ferozwala Pull. 

 

During Ramadan, she observed that other 

women in her area are getting the cash assistance 

but she did not get any installment. She met with 

a neighbouring beneficiary and found that both 

were surveyed at the same time but whereas her 

neighbour had starting receiving her grant, 

Nasreen was still waiting. Her neighbour advised 

her to visit the BISP Divisional Office 

Gujranwala located at main Zia-ul-Haq Road, 

Civil Lines, Gujranwala, along with her survey 

acknowledgement slip and CNIC. Next day, she 

went there by using Ching-Chi rickshaw by 

paying Rs.50. She met BISP officers there who she found to be courteous and cooperative.  

 

She told an officer about her problem regarding non-payment of money orders. The concerned 

officer checked her Payments Detail and informed her that so far money orders for Rs.10,000 

have been generated in her name. But, the beneficiary claimed that she did not receive even a 

single money order from BISP. 

 

The officer guided her 

to lodge a complaint 

against the postman for 

embezzlement of BISP 

money orders. She was 

advised by the officer to 

bring a stamp paper 

from civil courts 

(katchehriyan). She 

walked to the civil courts located at a distance of about one kilometre from BISP Divisional 

Office Gujranwala and brought back a stamp paper of Rs.50. The officer wrote a complaint for 

embezzlement of BISP money orders and attached a copy of her CNIC and Payments Detail with 
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her complaint. She was advised to wait for about a month and there was no need to visit BISP 

office, as they will inform her about the progress of her complaint. The officer also got the cell 

phone number of the beneficiary and gave her the landline number of BISP office for further 

contact. She didn’t get any complaint or reference number for this complaint. 

 

5. Processing of the Case: 
 

The said complaint was filed at BISP Divisional office Gujranwala directly by the receiver 

woman on 16
th
 August 2011 and forwarded to Divisional Director BISP Gujranwala by the 

Assistant Complaint. The Divisional Director Gujranwala forwarded the complaint to the office of 

Post Master General (Central Punjab) Lahore for necessary verification and requested to report 

back within seven days.  

 

When this complaint reached the office of Post Master General Central Punjab Lahore, it was 

entered in a register and then a separate file (file number: BISP-MO-Comp-359/11) was opened 

for this case. 

 

On 23
rd

 August 2011, Coordinator Special Cell (BISP), PMG office forwarded the complaint to 

DS(PS) Gujranwala Division requesting an inquiry and for submitting a detailed inquiry report 

within a week positively. A copy of the letter was forwarded to the office of DPMG Sialkot 

Region and to BISP Divisional Director Gujranwala for information. 

 

At the office of DPMG Sialkot Region a separate file (file number: PS/BISP-C. 148-DS-

GW/SR/11) was opened for this complaint. On 25
th
 August 2011, AD (PS) (from DPMG Sialkot 

Office) wrote a letter to DS (PS) Gujranwala Division with the instructions to submit detailed 

inquiry report directly to circle office Lahore within three days under intimation to his office. It 

was also informed to the DS (PS) that the office of PMG Central Punjab Lahore would not 

tolerate any delay regarding submission of report within stipulated period. Four reminders were 

sent by AD (PS) Sialkot Region and the Coordinator Special Cell (BISP) to the DS (PS) 

Gujranwala Division to speed up the inquiry process.  

 

On 22
nd

 November 2011, DS (PS) Gujranwala Division submitted the report to the office of 

DPMG Sialkot Region. In his report it was stated by the DS (PS) Gujranwala Division that the 

payment detail of Nasreen Kausar available on BISP website shows that her money orders were 

returned to BISP as “Undelivered”, and the complaint about misappropriation is, therefore, not 

based on merit. It was also requested by DS (PS) that this case may be filed/closed at this end. A 

copy of this letter was marked to the Coordinator Special Cell (BISP) office of the PMG Central 

Punjab Lahore Divisional Director BISP Gujranwala for information. 

 

6. Observations: 
 

a. General Observations: 

 

This particular complaint was filed at BISP Divisional Office Gujranwala and forwarded to 

the office of PMG Central Punjab Lahore for necessary verification. The Coordinator Special 

Cell (BISP) forwarded the complaint to DS (PS) Gujranwala Division where they started the 

verification process according to the established system of dealing with money orders related 

complaints. However, the postal authorities took around four months to find out that there is 

no issue of embezzlement/misappropriation as the status of money orders issued to the 

complainant was undelivered in BISP payment detail. 
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b. Observations at Beneficiary Level 

 

Nasreen Kausar was selected as BISP beneficiary after the PSC Survey. The beneficiary is 

still unaware about the result of her complaint and waiting to receive BISP money orders 

which have been issued in her name. The beneficiary also did not disclose the fact that she 

has changed her house because she has no idea that change in address matters a lot for 

delivering BISP money orders.  

 

c. Observations at BISP/Pakistan Post: 

 

It has been observed that this particular complain has been generated due to incomplete 

Payment Detail. The payment details, attached with complaint shows the payment delivery 

status as blank (now it shows the status as “Undelivered”). The concerned staff at BISP 

Divisional Office Gujranwala and Pakistan Post did not verify the actual status of payment 

delivery before recording a complaint and starting the inquiry. As a result, this complaint took 

around four months to reach the conclusion there is no embezzlement in BISP money order 

delivery and the real reason for non-delivery is the change in beneficiary’s address.  

 

7. Lessons learnt and conclusions: 
 

 Nasreen Kausar was declared as BISP beneficiary in Poverty Score Card Survey but she did 

not receive any letter regarding her eligibility in BISP program. 

 The receiver woman lodged her complaint in BISP Divisional Office Gujranwala at the 

guidance of BISP officer that she did not receive BISP money order amount. The Payment 

Details attached with the complaint shows Payment Delivery column status as blank. 

 The BISP officer guided the beneficiary about filing the complaint, but she was not guided 

about the need to file an application for “Change in Address” to receive the undelivered 

payments.  

 

8. Recommendations 
 

 It is important that awareness should be created among beneficiaries about where to file her 

complaint and how change in address without updating BISP record can affect their 

payments.  

 The Payment Details should be regularly updated to avoid such cases. 

 Training should be provide to BISP staff/complaint handlers to collect correct information 

regarding any payment related complaint before forwarding the complaint for formal inquiry 

to the payment agency. This will save a lot of time and will reduce number of complaints as 

well.  

 The results of complaint must be conveyed to the complainant upon completion of the 

inquiry. 
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Payment Case Study Number: P-Upper Punjab-08 

Nature of Case: Partial payments by postman 

Complainant/ Beneficiary: Bilqees Bibi 

Wife of: Abdul Haq 

Complainant, if not beneficiary herself:  
Address: Village Ban Bajwa, Daakhana Khas, Tehsil Pasrur, 

District Sialkot. 

CNIC Number: 34602-7447205-6 

PSC form number: 21989237 

Date Study Conducted 27
th
 December 2011 

 

1. Summary of the Case study: 
 

This complaint was filed by the beneficiary against the Postman for deductions of money from 

BISP money orders issued in her name. In her written complaint the beneficiary, Bilqees, stated 

that she has received cash grant of Rs.29,000 in different instalments from BISP smoothly under 

the parliamentarian phase. But, from each instalment, the postman deducted Rs.100 or 200 per 

money order from her and also from other beneficiaries of BISP.  

 

This combined complaint, that the post man has deducted Rs.5,800 from BISP payments to them, 

has been lodged by ten beneficiaries on the guidance of AD BISP Tehsil Office. This particular 

case has been processed in just two weeks as the postman returned the deducted amount to the 

complainant woman (as well as to other beneficiaries) in the presence of BISP staff. 

 

2. Beneficiary/Complainant’s Profile and Background information: 
 

Bilqees Bibi W/O Abdul Haq is 51 years old illiterate married woman. She has eight children 

(five daughters and three sons) all attending school in different classes. Her eldest son is in class 

10. Her husband (Abdul Haq) is a cloth vendor who sells cloth in streets on his bicycle. His 

monthly income is around Rs.7,000 per month. She herself is not involved in any income 

generation activity. 

  

She lives in a four marla self-owned cemented house, which consists of two rooms, one kitchen 

and a bathroom. The family has a colour television, mobile phone, three charpoys, few wooden 

chairs and a bicycle. 

 

The area where she resides is known as Ban Bajwa, which is around 10 kms from Pasrur-Daska 

Morr. Most of the streets in the area are very narrow and are under soling/construction process. 

The street leading to her house is paved and has drain on one side. There are around ten houses in 

the street. 

 

3. Beneficiary’s relationship with BISP: 
 

Bilqees was selected as BISP beneficiary under the parliamentarian phase (Phase-1) in the year 

2009. She got the form from some notable (she did not remember the name of that person) 

residing in her locality. She had received the first BISP instalment of Rs.3,000, from the postman 

in March 2009.  

 

She was surveyed for PSC by the enumerator in June 2011 at her doorstep and received 

acknowledgement slip. She did not receive any BISP letter regarding her eligibility for cash 

assistance up till 21
st
 December 2011. She has been declared eligible in PSC survey result but 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 1 - Payment Case Studies 

P- Upper Punjab -08 
 

J40252714 

GHK Consulting Ltd. 36 

with discrepancy. As directed by the BISP staff she went to NADRA office Pasrur and applied for 

the CNIC of her daughter. She got the CNIC of her daughter, Neelam, within two weeks by 

paying Rs.200, but she didn’t submitted the copy at BISP office as she is not aware that it is 

required to update BISP record to remove the discrepancy. 

 

She did not know much about BISP but she was clear that BISP is for the help of poor and needy 

people. She stated that “tussi tafseel naal dasso gay tay pata challay ga, sanu ziada nahi pata ass 

program day baray”. 

 

She had utilized the cash assistance from the program, partially for the purchase of groceries and 

partially for the education of her children and plan to spend similarly in future also.  

 

4. How did the Complaint/Grievance emerge? 
 

She received the first cash instalment of BISP in March 2009 from the postman. The postman got 

her thumb impression on a slip (paid voucher) of Rs.3,000 but gave her Rs.2,800. Her cousin, 

Muhammad Tahseen was also there at the time of payment. When he noticed that the postman 

handed over Rs.2,800 only, he asked about the remaining Rs.200. The Postman responded that 

“main itni dour say aap ko paisay dainay aaya hoon to maira itna be haq nahi kay main 100, 200 

rupaay rakh sakun”.  

 

Seeing that the situation is heating up, Bilqees intervened and told the postman that he may keep 

the money for this time but from next time he should be careful. Later on, while discussing with 

neighbours, she discovered that the postman has been charging Rs.100 or 200 from every 

beneficiary in the locality. 

 

In July 2011, Bilqees visited BISP Tehsil Office Pasrur with other neighbouring beneficiaries to 

know about the status of their PSC survey. The BISP office is located around eight kilometres 

from their house. She went there by using a tonga that cost her Rs.50. The Complaint Assistant, 

after checking her survey result, told her that she has been declared eligible but there is a 

discrepancy in her daughter’s CNIC that can be removed by applying for new CNIC in NADRA 

Office.  

 

As part of postal verification, the Assistant Director asked Bilqees about previous instalments that 

she had received through Pakistan Post. In response she told that the postman (Muhammad Sultan 

known as Hakim) in her area regularly charges Rs.100 to 200 from beneficiaries at the time of 

each disbursement and if someone refuses to pay him he stops delivering money orders at their 

door step and tell them to collect their money orders from the Post Office – which creates lots of 

hassle for poor beneficiaries.  

 

The Assistant Director asked her why she didn’t complaint against postman in BISP Office. 

Bilqees told that she was not aware about the complaint mechanism for BISP money orders. The 

Assistant Director then guided her about the complaint mechanism and promised that he will visit 

her locality soon to meet her and other beneficiaries. 

 

Next day, two officers from BISP came to her house to investigate the matter. There were around 

ten beneficiaries who claimed that the postman had charged Rs.100 to 200 from them at the time 

of BISP payment. After hearing this, the officer wrote their complaint on a paper and affixed the 

thumb impression of all ten beneficiaries on this complaint. The officer assured that the postman 

will return their money soon and committed that the matter will be resolved within one month. 

 

  



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 1 - Payment Case Studies 

P- Upper Punjab -08 
 

J40252714 

GHK Consulting Ltd. 37 

5. Processing of the Case: 
 

On receipt of complaint from beneficiaries on 5
th
 July 2011, the Assistant Director BISP Tehsil 

Office Pasrur forwarded the complaint, along with covering letter, to Divisional Superintendent 

Postal Services Sialkot on 7
th
 July 2011. The letter was stating that during the 

verification/confirmation of BISP payments from the beneficiaries he came to know that the Extra 

Departmental Delivery Agent Muhammad Sultan of village Ban Bajwa, Tehsil Pasrur, deducted 

Rs.100 to 200 from some beneficiaries and the total amount of such deduction is Rs.5,800. It was 

also stated that during the process of initial investigation the concerned postman acknowledged 

these deductions and he agreed to pay back the amount and shortly he paid back the amount to the 

beneficiaries in the presence of BISP staff. Assistant Director BISP also requested Pakistan Post 

to conduct an inquiry of the complaint and take appropriate action against the Extra Departmental 

Delivery Agent. A copy of this letter was forwarded to Divisional Director (BISP) Gujranwala for 

information. 

 

On 8
th
 July 2011, office of the DS (PS) Sialkot wrote a letter to Mr. Rizwan Ullah Qamar, AS 

(PS) Pasrur Sub Division, referring to the letter issued by AD BISP with the direction to inquire 

the matter and submit the report within three days. The letter was also marked boldly “Matter is 

most urgent”. A copy of this letter has been forwarded to Assistant Director BISP Tehsil Office 

Pasrur District Sialkot for information.   

 

On 20
th
 July 2011, office of the DS (PS) Sialkot forwarded a letter to Assistant Director BISP 

Tehsil Pasrur and submitted the Enquiry Report, dated 19
th
 July 2011, conducted by AS (PS) at 

Sub Office Ban Bajwa. It was stated by the DS (PS) that 8 beneficiaries out of 10 acknowledged 

that they had received back deducted money from the EDDA (Extra Departmental Delivery 

Agent) Mr. Muhammad Sultan. In the inquiry report it has been stated that EDDA had never 

claimed any money at the time of BISP money orders but the beneficiaries gave him Rs.40 to 

Rs.100 willingly. Statement of eight beneficiaries along with the statement of EDDA was also 

forwarded to BISP officer along with inquiry report.  

 

After the statement given by beneficiaries on a simple paper that they have received the deducted 

amount directly from the Extra Departmental Delivery Agent, Muhammad Sultan at their door 

step, the case was filed (closed) by the postal authority. 

 

6. Observations: 
 

a. General Observations: 

 

In this case the beneficiary did not receive any letter from BISP regarding her eligibility in 

BISP programme and she did not know what to do in case of any complaint/query. The issue 

surfaced when the beneficiary visited the BISP office to check her PSC survey result and the 

staff inquired her about her satisfaction from Pakistan Post as part of Postal Payment 

Verification activity. 

 

After knowing about deduction in BISP payment by the Postman, the BISP staff took 

immediate action and as a result the beneficiary immediately got her money back. The case 

resolved in around two weeks and all the beneficiaries/complainants received the deducted 

amount by the postman at their door step. No action has been observed against postman. 
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b. Observations at Beneficiary Level: 

 

The complainant was selected as BISP beneficiary under the Parliamentarian Phase and again 

in Poverty Score Card phase. She stated that she was utilizing the cash assistance by herself as 

she has to manage the budget for her family. She was satisfied with the result of the 

complaint. 

 

c. Observations at BISP/Partner Agency Level: 

 

When the BISP Tehsil Office receives any payment related complaint they keep it in a file, 

designated for all payment related complaints, and assign it a specific number. The complaint 

is then sent for processing to the Payment Agency. All related correspondence and inquiry 

results are also filed in the same complaints file. The office takes no further actions if the 

complainant’s statement is attached with the inquiry report which shows that she is satisfied 

with the result of the inquiry and that her complaint has been addressed. 

 

This complaint was lodged at BISP Tehsil Office Pasrur on a simple paper. The date of the 

complaint was 5
th
 July 2011 and it was forwarded by the Assistant Director BISP Tehsil 

Office Pasrur to the office of DS (PS) Tehsil Pasrur on 7
th
 July 2011 for further processing. 

 

7. Lessons learnt and conclusions: 
 

 The Assistant Director discovered the problem during postal payment verifications process. 

He then guided the beneficiaries to lodge a complaint because the complainants had no 

information about the complaint redressal process of BISP. This particular case was resolved 

in around two weeks and all the beneficiaries recovered their money. 

 According to the practice of Pakistan Post, in case of distortion or misappropriation, the 

beneficiary always gets her money (either from the defaulting person or from Pakistan Post) 

in case she files a complaint regarding non-payment or partial payment of money orders and it 

is proved during the inquiry. However, in this case, no action was observed against the 

postman as he managed to get a favourable statement from the beneficiaries that they had paid 

the amount willingly. 

 

8. Recommendations: 
 

 It is important that awareness should be created about where a receiver woman/complainant 

should file her complaint.  

 Presently, BISP website under “Complaints Redressal Mechanism” shows a two page note on 

complaints regarding “Procurement” only and do not provide any information about 

complaints regarding “Cash Grants” which is the core business of BISP. 

 There is a strong need to monitor the postmen, appointed at extra departmental branch post 

office level as they aren’t permanent employees of Pakistan Post.  
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Payment Case Study Number: P-Upper Punjab -09 

Nature of Case: Non-Payment of 5 Money Orders for Rs.15,000 by 

the Postman 

Complainant/ Beneficiary: Parveen Bibi 

Wife/ Widow/ Daughter of: W/O Muhammad Boota 

Complainant, if not beneficiary herself: NA 

Address: Kotli Saboo, Talwandi Khajoor Wali, Gujranwala. 

CNIC Number: 34101-2432344-4 

PSC form number: 27703192 

Date Study Conducted 2-Jan-2012 

 

1. Summary of the Case study: 
 

This particular case was lodged by the beneficiary Parveen Bibi at 

BISP Divisional Office Gujranwala against the embezzlement by 

the Postman. The complaint states that she got her payment 

position checked at BISP office and found that Rs.31,000 were 

shown as delivered/paid to her by Pakistan Post but she had 

received only Rs.16,000. 

 

On receipt of complaint in BISP Divisional Office Gujranwala it 

was forwarded to Pakistan Post for further processing. The Post 

Office has conducted an enquiry, attended by the complainant, her husband, son, and postal staff 

and concluded that the complainant does not own the complaint and she has received all 

instalments. During the enquiry proceedings the beneficiary gave an affidavit that she had 

received the entire amount of BISP money orders and she did not lodge the complaint. But during 

interview with our team she said that in reality she had not received the misappropriated amount 

from branch postmaster. The entire process was completed in around one month. 

 

2. Receiver Woman/Complainant’s Profile and Background Information: 
 

Parveen Bibi wife of Muhammad Boota is a 39 years old illiterate 

married woman. She is the mother of four children (two sons and 

two daughters). Two of her daughters are married, one son is 

attending the school while the second is working with her father 

as brick maker in a nearby brick kiln on daily wages. Their 

monthly income is around Rs.10,000. She herself is doing nothing 

for income generation. 

 

The area where she resides is known as Kotli Saboo located at a 

distance of around 10 kilometres from Gujranwala city. The street leading to her house is paved 

with proper drainage system and there are around five more houses in the street. All the houses in 

that particular area are semi pucca. 

 

The family is living in a 3 Marla, not so well constructed self-owned house equipped with 

electricity and natural gas connection. The house consists of two rooms, a bath rooms and a 

veranda used as kitchen. The family notable 

belongings are colour television with satellite 

cable connection, functional cell phone and a 

motor cycle. 
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3. Receiver Woman/Complainant’s Relationship with BISP: 
 

She was selected as a beneficiary during the parliamentarian phase. 

 

She didn’t know much about BISP. She was also not concerned about who was running or 

supporting the BISP programme as she stated that “yeh idara ghareeb aur dukhi insaaniat ki 

khidmat kar raha hay jo keh aik azeem kaam aur buhut bari naiki hay”. She didn’t know about 

the complaint redressal mechanism but she got the information about complaint process by 

visiting BISP. 

 

She was surveyed as part of Poverty Scorecard Survey around five months ago by the 

enumerators. At that time, the enumerators visited her house and completed a PSC Survey Form. 

She told most of the information to the survey team. After completing the survey form, the survey 

team gave her the survey acknowledgement slip for future reference. She has a valid CNIC which 

she also shared with survey team. She was happy that nothing has been charged by the 

enumerators for filling her survey form. She didn’t receive any BISP letter regarding her 

ineligibility in the BISP program (PMT for the household is 32.57). 

 

She has utilized the cash grants for the wedding of her daughters and she has planned to utilize the 

further cash assistance partially for the purchase of a washing machine and partially for the 

purchase of groceries. 

 

4. How Did the Complaint/Grievance Emerge? 
 

Parveen was informed by the enumerators at the time of PSC survey that in case of any query she 

may visit the BISP Divisional Office located at Zia-ul-Haq Road, Gujranwala. 

 

Around three months ago, she observed that her neighbouring women who were surveyed along 

with her are getting the cash grants but she did not receive any instalment. After discussing this 

matter with her husband, she decided to visit the BISP office to inquire about the status of her 

survey and to find out the reason 

why she is not getting the cash 

assistance. 

 

She went to BISP office with survey 

acknowledgement slip and her 

CNIC. The staff at BISP office 

treated her well and listened to her 

problem carefully. She was not 

charged there for getting information 

about her survey/payment as well as 

to lodge the complaint. She reached 

the BISP office by using a Chingchi 

rickshaw that cost her Rs.200. 

 

She asked the BISP officers about 

her problem regarding the delivery 

of cash grants. The concerned officer 

by taking her CNIC and survey 

acknowledgement slip checked the status of her survey from BISP website and informed her that 

her survey result has not been declared yet and the officer advised the beneficiary to wait about a 
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month and provided her landline number of BISP office so that she may get the required 

information on phone instead of personal visit. 

 

As a routine practice of postal verification, the officer asked the beneficiary how much amount 

she received under the parliamentarian phase (before PSC survey). She told that she didn’t know 

about the exact amount of payments but she remembers that she received the last instalment of 

Rs.2,000 around a year ago. At this, the officer checked her Payment Detail from BISP website 

and informed her that Rs.31,000 has been shown as paid/delivered in her name through eleven 

instalments. 

 

Parveen told the officer that she received only 6 or 7 instalments though she is not quite sure 

about the exact amount of money that she had received. On this, the concerned officer suggested 

that he will visit her personally the next day to know about the exact amount she received from 

the branch postmaster. The officer also advised her to gather all the receipts of paid voucher so 

that he can tally the paid voucher with the payment detail. 

 

The very next day, the officer visited the beneficiary and compared the paid voucher she had with 

payment detail. After that, the officer informed that according to the receipts she had received 

Rs.16,000 while Rs.31,000 have been shown as delivered to her. The officer guided the 

beneficiary about complaint registration mechanism available at BISP and advised her to lodge 

the complaint against Postman as he has misappropriated the amount of BISP money orders. The 

beneficiary showed her willingness to lodge the complaint against Postman. The BISP officer 

advised the beneficiary to come to office with a stamp paper to lodge the complaint against the 

Postman at earliest. 

 

Parveen also told the officer that she received only one instalment directly from the Postman at 

her house, all the other instalments she got from Post Office after getting information from 

neighbouring women or listening announcement in mosques that “Benazir program kay paisay aa 

gaye hain, jin logon kay paisay manzoor ho chukay hain wo apna asal shanakhti card kay saath 

Post Office aa kar paisay lay jaen”. 

 

A week later, Parveen went to BISP office along with her husband and son. She went there by 

using a rickshaw that cost her Rs.300. Her husband purchased the stamp paper for Rs.50 from the 

courts (katchehri). They met the BISP officer who wrote down her complaint on stamp paper and 

she affixed her thumb impression on that paper. The officer also got a copy of her CNIC from the 

beneficiary that he attached with the complaint. He advised them to wait and assured her “tum 

logon kay paisay mil jaen gay lekin shayad 1, 2 maah intizar karna parray”. 
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5. Processing of the Complaint 
 

After receiving the complaint from the beneficiary, it was separately filed with payment related 

complaints in BISP Divisional office Gujranwala and a serial number assigned to complaint/file 

i.e. Dir/BISP/GRW/Compt-PMG-97/11. It was then forwarded to the office of Post Master 

General, Central Punjab, Lahore by BISP Divisional Director Gujranwala on 7
th
 October 2011 

with original complaint, copy of beneficiary’s CNIC and a copy of payment details. In the 

forwarding letter it was stated by the Divisional Director BISP Gujranwala that the beneficiary 

has approached BISP Divisional office Gujranwala that she has not received the entire amount of 

money orders released by BISP. The copy of letter was also marked to Mr. Shahid Aslam Mohar, 

Director General, BISP Lahore office and also to Mr. Noor Rehman Khan, Director Payments, 

BISP Islamabad. 

 

On 12
th
 October 2011, a letter (letter # BISP-MO-Comp-422/11) was forwarded to Dr. Saeed 

Ahmad, Divisional Superintendent, Gujranwala Division, by the Coordinator Special Cell (BISP) 

PMG Central Punjab Lahore with her complaint with the request to get the matter inquired and 

send the detailed report within a week. A copy was also sent to office of the DPMG Sialkot 

Region and also to Divisional Director BISP Gujranwala with reference to his letter. 

 

When the complaint reached office of the DPMG Sialkot Region, it was entered in a complaint 

register and a separate file was opened for this complaint (PS/BISP-C. 181- DS-GW/SR/11) on 

18
th
 October 2011. On the same day the Assistant Director Postal Service (ADPS) wrote a letter to 

DS (PS) and instructed him to submit an inquiry report within three days. It was also boldly 

marked on the letter that as per the directions of DPMG any delay regarding submission of report 

within stipulated period will not be tolerated. A copy of this letter was also marked to the 

Coordinator Special Cell (BISP). Reminder was sent by the Coordinator Special Cell (BISP) 

PMG central Punjab Lahore on 22
nd

 November 2011. On 24
th
 November 2011, office of the 

DPMG Sialkot Region forwarded a reminder through AD (PS) to DS (PS) Gujranwala to submit 

the inquiry report directly to Circle office Lahore within three days under intimation to his office. 

 

On 24
th
 November 2011, the DS (PS) Gujranwala submitted the inquiry report to the Coordinator 

Special Cell (BISP) with a copy to DPMG Sialkot Region. It stated that the matter has been 

inquired by the AS (PS) Wazirabad Division and he found that the complaint has not been lodged 

by the real beneficiary (Parveen Bibi CNIC # 34101-2432344-4) as she has received the entire 

money orders issued by BISP with respective amount i.e. she has received Rs.31,000 from the 

branch post master. The copy of Beneficiary’s statement was also attached with the report stating 

that she has received the entire amount of Rs.31,000 and she did not lodge any complaint 

regarding non-payment of money orders. The statement of beneficiary was endorsed by her 

through affixing her thumb impression and was witnessed by her son Aakash. 

 

The inquiry of the said case has been conducted as per Pakistan Post rules and regulations. 

However, the beneficiary revealed that the concerned branch post master did not hand over the 

unpaid amount to her but managed to get her thumb impression and signature of her son as 

witness on blank paper. He had promised the beneficiary that he will return the misappropriated 

amount in December 2011. 

  

6. Observations: 
 

a. General observations: 

 

The issue surfaced when the BISP staff checked her Payment Details and asked her about the 

actual amount she had received as part of Postal Payment Verification activity. 
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The receiver woman in this case has lodged the complaint herself on stamp paper as advised 

by BISP staff. The staff follows the directions of Divisional Director to register all payment 

related complaints on stamp paper so the beneficiary didn’t deny at later stage (as she did in 

this case), which is a common practice that embarrasses BISP staff later on. 

 

b. Observations at Beneficiary Level: 

 

Parveen Bibi was selected as BISP beneficiary under the parliamentarian phase. She is 

satisfied with the way BISP handled her complaint but not satisfied with the payment through 

postal services. She has been declared as ineligible in PSC survey result but she didn’t know 

about that. She said, BISP officer informed her that “tumhara result nahi aaya abhi intizaar 

karo 15 January tak”. 

 

The concerned household doesn’t seem to be satisfied with whole complaint resolution 

mechanism. She is of the view that the delivery of cash assistance through postal services is 

not a suitable mechanism. She further told that the postman in their area is deducting Rs.50-

100/- per money order from beneficiaries who are getting cash assistance and if some other 

mechanism like payment though banking system can be used the corruption and 

embezzlement issues may be reduced significantly. She knows about nearby banks as her 

husband and son are paid through cheques and she also frequently visits the bank for 

depositing utility bills. 

 

c. Observations at BISP/Payment Agency Level: 

 

This complaint was filed in BISP Divisional Office Gujranwala on stamp paper. The date of 

the complaint for the said case was not found in BISP record. However, the staff told that the 

complaint was forwarded by the Divisional Director BISP Gujranwala, to the office of PMG 

Central Punjab Lahore, on the day it was received.  

 

Payment Agency has closed this case after receiving the affidavit from the beneficiary that 

she has received the entire amount of BISP money orders i.e. Rs.31,000. The beneficiary at 

the time of interview disclosed that she didn’t get the misappropriated amount claimed in 

complaint. The beneficiary also stated that at the time of inquiry the postman handed over the 

undelivered paid vouchers with bogus thumb impression. The post man also affixed her 

thumb impression on a blank paper and stated that “15,000 rupaay tumhain December 

(barwain mahinay) main mil jaen gain, tab tak araam say baitho ya phir jo karna hay karlo”. 

 

7. Lessons Learnt/Conclusion 
 

 This complaint was lodged as a result of verification of payments by the BISP staff. In this 

case, the receiver woman/ complainant lodged her complaint with BISP Divisional Office 

Gujranwala which forwarded the case for investigation to the PMG Central Punjab. The case 

was resolved within one and half month after an enquiry by Pakistan Post. Pakistan Post has 

an established complaint redressal mechanism regarding non-payment of money orders and 

the same is used for investigating complaints of non-receipt of BISP money orders. 

 According to the practice of Pakistan Post, in case of misappropriation, the beneficiary always 

gets her money (either from the defaulting person or from Pakistan Post) in case she files a 

complaint of non-payment and the enquiry proves the misappropriation. However, it appears 

that the postal staff can manipulate a beneficiary and can get a favourable statement from her. 

During interview, she stated that she has not received the money although she gave the 

statement (that she had received the money) to the Enquiry Officer on the assurance that the 

postman will pay the amount by December.  
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 There is a lack of awareness amongst the beneficiaries about their rights; and. BISP and 

Pakistan Post payment process. As a result, they are exploited by postal staff and became 

victims. 

 

8. Recommendations 
 

 The first BISP letter to the beneficiary should mention the amount of the first instalment that 

she will receive and the month when she can expect to receive this amount. This would help 

in reducing the chances of misappropriation. 

 It is important that awareness should be created about where a receiver woman/ complainant 

may file her complaint. 

 There is a strong need to monitor the postmen, appointed at extra departmental branch post 

offices level as they are not permanent employees of Pakistan Post. 

 Formation of a Joint Enquiry Team (including representatives of BISP and Pakistan Post) 

may address the problem of the complainant giving one statement before the Post Office 

Enquiry Team and another before BISP staff. 
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Payment Case Study Number: P-Upper Punjab -10 

Nature of Case: Partial Payment of BISP money orders 

Complainant/ Beneficiary: Nasreen Irshad  

Wife/ Widow/ Daughter of: W/O Muhammad Irshad 

Complainant, if not beneficiary herself: NA 

Address: House No.10, Street No.3, Mohallah Chothi Phatki, 

Kot Lakhpat, PO Ismaeel Nagar, Lahore. 

CNIC Number: 35201-2419560-4 

PSC form number: 21786356 

Date Study Conducted 4-Dec-2011 

 

1. Summary of the Case Study: 
 

In her written complaint Nasreen Irshad w/o Mohammad Irshad stated that out of four BISP 

money orders for Rs.8,000, the postman Adnan Masih of post office Ismaeel Nagar has delivered 

only Rs.7,000 after taking her thumb impression on the money order and told her that only seven 

thousands have been issued. She has requested for an enquiry against the postman and recovery of 

her misappropriated money. 

 

As the result of the initial enquiry the postman was transferred to the Shadman Colony post office 

and the money was recovered and delivered to the complainant. After receiving the embezzled 

money, the complainant pardoned the postman and stated that she wanted to withdraw the 

complaint, but the case proceeded and the postman was dismissed from service. The 

complainant’s issue was resolved in slightly less than two months and the whole process from 

submission of complainant to the dismissal of the postman was completed in five months. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Nasreen Irshad is 27years old married woman and has three sons and three daughters. Youngest 

daughter is 6 months old and eldest son is 10. One daughter and one son study at school. 

 

Nasreen belongs to a nomad family and they live with other relatives in a slum area near Mico 

petrol pump in mohallah Chothi Phatki. The slum consisting of 10-12 households of nomads 

living in tents and jhugis, and are engaged in the garbage collection (kachra kabaar) business. In 

fact the family works on contract with some recycling factory to whom they provide burnt helium 

balloons to be used by the factory as an input. All the household members, young and old, men 

and women in that slum are engaged in this work. What 

they exactly do is they collect the waste helium balloons, 

either from trash heaps or buy it from kabariya or the 

factory, and burn it to make a material which the recycle 

factory buys from them at unit bag rate. They burn the 

helium balloons in their houses in open yards near their 

tents on the wood fire in karahis (wok/pan), and it take 

them a full day to get the bag fill with the burnt material. 

Average income per family per day is about Rs.300. 

 

Nasreen and her family are also engaged in this business 

of burning the helium balloons. She lives in a 9x10 feet tent with her husband and 6 children and 

in-laws. Total ten people live in the single tent, which is completely worn out and is patched up 

with plastic sheets stitched in to plug the holes. Four small cots (charpoy) is the total furniture in 

the tent. Three small trunks and some utensils for cooking were also lying in the corner of tent. 

This is the general state of all tents in this slum and they have been living there for about ten 
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years. The piece of land was allotted to them temporarily by the municipal corporation without 

charging any rent, and they can be evacuated at any time when the land is required for some 

alternate usage. 

 

3. Beneficiary’s Relationship with BISP: 
 

Nasreen Irshad is a beneficiary of BISP cash grant in Phase II. Her PSC survey was conducted 

probably in August 2010. She was provided with the survey reference slip which she got checked, 

like all the other beneficiaries of her family from the ex-chairman Union Council Mr. Muazzam 

Ali’s office at Kot Lakhpat. Her PMT score is 14.4 and she has also received the eligibility letter 

from BISP. Her 1
st
 instalment of Rs.8,000 was issued in February 2011. She has used some of the 

money for daily groceries and major portion was spent to 

buy the raw material from the factory they both work for. 

 

Irshad Bibi neither knew about the embezzlement nor the 

complaint redressal mechanism available at BISP. It was 

another woman, whose money orders were embezzled in 

the same way (received less amount from post man), who 

went to the ex-chairman Union Council (PPP supporter) 

to complain about. The chairman checked their money 

order receipts and asked them about the actual amount 

that they received. The embezzlement had started soon 

after the delivery of first instalment to beneficiaries.  

 

Kot Lakhpat is a politically active area and representative of different political parties are active 

and keep a critical eye on the activities of the opposite parties. The postman, who was supporter 

of Pakistan Tehreek-e-Insaaf and was delivering the money orders to the PPP supporter 

beneficiaries, was closely being monitored by the PPP workers. 

 

4. How did the complaint/grievance emerge? 
 

Postman Adnan tried to misappropriate a thousand rupees from her total amount of Rs.8,000 and 

tried to trick the beneficiary by getting her thumb impression for receiving of total amount of 

Rs.8,000 while he paid her only Rs.7,000. In fact he did the same with some other beneficiaries of 

the area as well. When one of the women somehow realized it and protested against it, the 

postman said that MOs of only Rs.7,000 were generated in her name by BISP and she has to 

accept it. That beneficiary informed the ex-chairman (UC) of the area about the misappropriation 

of BISP money by the postman. 

 

The local Peoples Party ex-chairman UC is very active and keeps a close eye on the BISP 

activities. When he heard that such an incident has happened, his workers immediately contacted 

all the BISP beneficiaries in that area and inquired about their received amounts. Irshad too was 

one of the victims. The Chairman was informed by his workers about the situation who checked 

the Payment Detail from BISP Website for all the beneficiaries. His workers also provided him 

details of beneficiaries along with their name and CNIC numbers. Muazzam Ali confirmed from 

BISP website that four money orders (Rs.8,000), each of amount Rs.2,000 were issued on 20
th
 

February 2011. But the Postman delivered only Rs.7,000 and misappropriated Rs.1,000 from each 

BISP beneficiary. 

 

The PPP workers then guided the beneficiaries to launch their complaints at the BISP Division 

Office Lahore, located at a distance of around fifteen kilometres at Harbans Pura, Lahore. The 

PPP workers not only wrote their applications and affidavits with attached CNIC and prints of 
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payment details, but also accompanied them to the BISP office at their own expense. Three 

complainants along with ex-Chairman (UC) and a worker went to BISP by car. 

 

Nasreen Irshad was also among the complainants who lodged their applications against the 

embezzlement of Rs.1,000 by the postman at BISP Division Office Lahore on 5
th
 May 2011. 

Copies of these applications were also submitted to the PMG Lahore. An affidavit by the 

beneficiary, her Payment Details and the CNIC copy was also attached with the complaint. 

 

5. Processing of the Cases: 
 

At BISP Divisional Office the Assistant Complaint (AC) checked the beneficiary’s payment 

record from BISP website. He registered the complaint in ‘Payment Complaint Register’ and 

entered it in the complaints record that is also maintained in an Excel file in the computer. The 

complaint was kept with other complaints in the payment complaints file. 

 

On 25
th
 May 2011, her complaint (with payment details, copy of CNIC and affidavit) was 

forwarded by Divisional Director BISP to the Coordinator Special Cell (BISP), office of the PMG 

Central Punjab Lahore. In his letter the BISP Divisional Director Lahore requested to start an 

enquiry and to recover the embezzled amount on top priority. Copies of this letter were marked to 

the Director General BISP, Lahore, Director (Ops-1), BISP Islamabad and Deputy Director 

Complaints BISP Islamabad for taking up the case with Director General Pakistan Post, 

Islamabad. 

 

This complaint was received at the PMG Office Lahore on 28
th
 May 2011. On 30

th
 May 2011 the 

a copy of this complaint was forwarded to the Deputy Superintendent Postal Service DS(PS) 

South Division, Lahore along with a letter (No.BISP-MO-Comp-281/11) requesting an enquiry 

into the matter and for submitting the detailed report in a week. Copy of the letter was also sent to 

the BISP Divisional Director Lahore. 

 

The DS (PS) responded to the Coordinator Special Cell (BISP) PMG Central Punjab Lahore on 

19
th
 July 2011 through letter (No. B-II/BISP-281/South) to inform that the matter has been 

inquired by the ASPO-1 (Assistant Superintendent Post Office) South Unit Lahore and the 

postman Mr. Adnan Ishtiaq of Ismaeel Nagar has been found guilty of misappropriation of BISP 

money and has returned the money to the complainant. The accused postman has been transferred 

to the post office Shadman Colony and that a show cause notice is being issued to him through the 

authorized officer in this regard. On 20
th
 July 2011, PMG informed the BISP Divisional Director 

Lahore about the enquiry report submitted by DS (PS) and updated him with latest status of 

proceeding, and assured him that the disciplinary action has been initiated by the unit officer. On 

the same date i.e. 20
th
 July, the PMG office sent a letter to the DS (PS) also, demanding the show 

cause notice issued to the postman and the written statement of the complainant that she has 

received the money. The DS (PS) responded with the required document enclosed in the letter on 

26
th
 July 2011.  

 

The written statement by the complainant dated 26
th
 June 2011 stated that she has received the 

earlier misappropriated amount of Rs.1,000 from the Postman Adnan and that she has no 

complaint against him and she doesn’t want to continue the case against him. It had the thumb 

impression of the complainant and was witnessed by her husband Mohammad Irshad and had his 

thumb impression also. The PMG office forwarded the complainant’s statement to the BISP 

Divisional Director Lahore on 1
st
 August 2011. 

 

A show-cause notice was sent to the accused postman Adnan Ishtiaq on 20
th
 July 2011, in which 

he was given seven days to respond to the show-cause in writing and defend himself against the 
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penalties that are prescribed in Rule-4 of the Govt. servants (E&D) Rules-1973. On 27
th
 August 

the PMG demanded from the DS (PS) Lahore to intimate decision as a result of the show-cause 

notice to the PMG. Two reminders, by the PMG office, were sent to DS (PS) Lahore on 19
th
 

September and 19
th
 October 2011. On 19

th
 October 2011, the DS (PS) Lahore responded back to 

PMG and conveyed that the disciplinary action against the accused official is underway and 

meanwhile the official was dismissed from the service, though in another case regarding “loss of a 

registered letter”. 

 

The process took five and a half months to complete and the result was communicated to the 

BISP Divisional Director Lahore from where the complaint originated and the case was filed. 

However the complainant got her money back in less than two months. 

 

6. Observations: 
 

a. General Observations: 

 

Nasreen Irshad hails from a family where women 

are supposed to take part in economic efforts side by 

side with their men from their early childhood. 

There is not a single woman in her tribe who 

doesn’t work to earn for living. Their living 

standard is way down the poverty line as they are 

deprived of one of the basic human needs; 

appropriate shelter which can protect them from the 

harsh weather conditions, as their shelter are not 

even proper tents but are made of thin sheets of 

plastic stitched together by hand, mounted on 

bamboo sticks - though that’s the way they have been living for ages and are used to it. These 

poor people also have the same set of basic needs as anyone else and they too want to change 

and develop themselves according to the changing world. A proof of which is that the 

beneficiary is sending two of her children to school, which is not a common phenomenon in 

the tribe. And an addition of a thousand rupees through BISP Cash Grant Program in their 

income means a lot to them. 

 

Another important thing in this case was the political influence and the traditional opposition 

among different political parties in the area. The fact that embezzlement was identified and 

was resolved systematically is due to the critical observation by workers of one political party 

over the actions by workers of the other. After the identification of the embezzlement, and 

that too by a postman belonging to the opposite party, the PPP workers took charge and 

supported the beneficiaries at every step of the process. 

 

b. Observations at the beneficiary level 

 

Nasreen Irshad was selected as BISP beneficiary in 

Poverty Score Card Phase and her household is a 

supporter of the People’s Party. In fact Kot Lakhpat 

is a politically active area and the traditional tussle 

among the local representatives of PPP, PTI and 

PML (N) is a norm and is reflected in the socio 

political and economic activities of the supporters. In 

the case of BISP too, the PPP workers closely 

supervised the program activities. The party workers 
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ensured the inclusion of all their supporters in the survey and Nasreen and her clan were 

surveyed and were briefed about BISP cash grants by PPP workers. Despite their low 

understanding level, the beneficiaries somehow sensed the misappropriation by the Postman 

and timely informed the correct person.  

 

The complainants visited the BISP Division Office Lahore and the PMG Office only once to 

launch the complaint and the information about the status of the case were exchanged through 

the party workers. The embezzled money was recovered in less than two months while the 

enquiry against the postman continued for around five months. 

 

One thing that even the party worker who helped the complainant through the process 

condemned, that after the recovery of the embezzled amount, the beneficiary is ready to 

forgive the culprit and wants to withdraw the case. No doubt that they are persuaded to do so, 

but when they have this much support as in this particular case it is unjustified. This 

unjustified apathetic behaviour impedes the process of correcting the system. In his own 

words, the political worker said “main to kehta hoon in aorton ki mazeed qistain band karwa 

deni chaeeain, tab in ko samajh ay gi”. 

 

c. Observations at BISP/Partner agency level: 

 

When a payment complaint is received at BISP Divisional Office Lahore, it is kept with other 

complaints in a file. It is also entered in a register and monthly summary on MS Excel sheet is 

prepared. The payment related complaints are sent for processing to the Payment Agency. On 

submission of the enquiry result by the payment agency the complaint is filed in the same file 

and no further action is taken as the complainant’s statement attached to the enquiry report 

shows that she is satisfied with the result of the enquiry and her complaint has been 

addressed. 

 

There is an established system for handling and processing of payment related complaints at 

BISP Divisional Office, Lahore. The BISP Office processes only those complaints which are 

submitted by the beneficiary herself and the ones forwarded by any office of BISP. 

 

When a payment complaint reaches any level/ office of Pakistan Post, it is processed 

according to the established system for dealing with misappropriation of money orders. A 

separate file is opened for each complaint by Coordinator of Special Cell (BISP) at the PMG 

Office Central Punjab Lahore. When the complaint is forwarded to DS (PS) of a District for 

enquiry, a copy is also forwarded to DPMG of the region so that he can oversee the progress. 

The DPMG also maintains a separate file for each complaint. Reminders are regularly sent in 

case the enquiry is delayed. An enquiry officer is appointed and the enquiry attended by the 

complainant and the respondent postman is conducted at the relevant post office. It has been 

observed that the enquiry of a complaint is usually completed in less than two month. In case 

of misappropriation, disciplinary action is taken against the relevant postal staff which may 

lead of dismissal from government service. And in this particular case, the standard BISP and 

Pakistan Post procedures have been followed at every step. 

 

7. Lessons learnt/Conclusion 
 

 Pakistan Post has an established complaint redressal mechanism regarding non-payment of 

money orders and the same is being used for investigating complaints of non-receipt of BISP 

money orders. 
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 Political influences are not always used in negative sense. The complaint has been taken on a 

simple paper and the People’s Party Workers supported the beneficiary in lodging the 

complaint. 

 Complainants are persuaded to withdraw the case, and after receiving their embezzled money 

they are just ready to withdraw the complaint and take no time to sign the affidavit to 

withdraw. 

 

8. Recommendations 
 

 The first BISP letter to the beneficiary should mention the amount of the first instalment that 

she will receive – and the expected month when she will receive the amount. The letter should 

also suggest some method of keeping the record of MO receipts securely. This would help in 

reducing the chances of misappropriation. In case the beneficiary knows when and what she 

will receive, the possibility of misappropriation can be minimized. 

 It is important that awareness should be created about where a receiver woman/ complainant 

should file her complaint. To avoid unnecessary duplication and increase in workload, it 

should also be clearly stated that which level of BISP office should forward the complaint to 

which level of Pakistan Post. Similarly the recipients of copies should also be clearly named. 

This should be adopted as a standard practice in all payment related complaints. 

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 1 - Payment Case Studies 

P-Upper Punjab-11 
 

J40252714 

GHK Consulting Ltd. 51 

Payment Case Study Number: P-Upper Punjab-11 

Nature of Case: Non-payment of 6 MOs for Rs.10,000 by the postman 

Complainant/ Beneficiary: Raheem Jaan 

Wife of: Muhammad Afzal  

Complainant, if not beneficiary herself:  
Address: Street Number 04, Bhatti Chowk, Shaheen Abad 

(Siddique Town), Tehsil-District Gujranwala. 

CNIC Number: 340101-8879731-0 

PSC form number: 25673187 

Date Study Conducted 7
th
 January 2012 

 

1. Summary of the Case Study: 
 

This complaint has been filed by the beneficiary, Raheem Jaan, against the Postman for 

embezzlement in the delivery of cash grant instalments. It was stated by the beneficiary in her 

complaint that she was surveyed almost a year ago but she never received any money despite 

BISP having released Rs.10,000 so far in her name as shown in her Payment Detail at BISP 

website. She lodged the complaint in BISP Divisional Office Gujranwala in July-August 2011. 

 

Currently the payment details in BISP website shows the status of payment as “Undelivered”. 

But, the payment detail attached with her complaint shows status column blank. In reality, the 

beneficiary shifted her dwelling from Sharif Pura, Zahid Colony, Gujranwala to Shaheen Abad, 

Siddique Town, Gujranwala and didn’t inform BISP or Postal Department. As a result, she didn’t 

receive the money. The case was resolved in about four months. 

 

2. Beneficiary/Complainant’s profile and Background information: 
 

Raheem Jaan is 51 years old, married illiterate woman. She has seven children (four daughters 

and three sons). One daughter and one son are married. All of her children are illiterate and none 

has ever attended the school. Her two sons are earning their livelihood by driving auto rickshaw 

while one son works in a scrap shop as labourer on daily wages. The average monthly earning of 

her sons is around Rs.7,000. Her eldest son is around 30 years of age who is married and living 

with his parents in the same premises.  

 

Her husband (Muhammad Afzal) works as street hawker and pushes his swing rider for children 

in streets. He is also a patient of Hernia. He earns around Rs.1,500 per month. She and her three 

daughters are doing nothing for generating income. 

 

She lives in a 5 Marla semi pacca self-owned house, which consists of two rooms with no wash 

room and a courtyard used as kitchen. The family belongings are a colour television with satellite 

cable connection, two mobile phones, a swing and a bicycle. The area where she resides is known 

as Shaheen Abad, Siddique Town near by Bhatti Chowk Gujranwala. Most of the streets in the 

area are paved having well-constructed houses. The street leading to her house is paved and has 

proper drainage system.  

 

3. Beneficiary’s relationship with BISP: 
 

About a year ago, in the month of January-February 2011 she was surveyed. At that time, the 

enumerators visited her house and completed a PSC Survey Form. She told all the details to 

survey team. After completing the PSC Survey Form, the survey team gave her the survey 

acknowledgement slip for future reference. She has a valid CNIC that she shared with survey 
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team. She was happy that nothing has been charged by the enumerators for filling her survey 

form. She didn’t receive any BISP letter regarding confirmation of her eligibility or discrepancy 

in BISP Program. 

 

She doesn’t know much about Benazir Income Support Program as she said “Ghareeb logon ki 

imdaad Benazir program kay zariya ki jaa rahe hay”.  She didn’t know about the nature of BISP 

program whether BISP is an NGO or a political/government program. But, she stated that “Hum 

baynaam, bay-aasra logon ko kya pata”. 

 

She has planned to utilize the cash assistance partially for the purchase of groceries and partially 

for the treatment of her husband.  

 

She doesn’t know about complaint registration process. She visited the BISP Divisional Office 

Gujranwala where she was informed by an officer about complaint registration mechanism. 

 

4. How did the Complaint/Grievance emerge? 
 

Raheem Jaan’s family migrated from 

Bajaur Agency to earn their living in 

Gujranwala around ten years ago. They 

were settled in a rented house in Sharif 

Pura, Zahid Colony, Gujranwala. They 

used to pay monthly rent of Rs.3,000 

for rented house. The about eight 

months ago, they purchased their own 

house with an amount of Rs.500,000 in 

Shaheen Abad (Siddique Town) and 

shifted there. They managed this amount by selling their house that was in Bajaur Agency. 

  

After settling in the 

new house in June 

2011, she observed 

that the postman is 

delivering money 

orders to BISP 

beneficiaries in the 

neighborhood. She 

inquired from the 

postman about her 

money orders, who responded that he has no money order for her and advised her to contact BISP 

office located at Zia-u-Haq road civil lines. The postman also advised her that at the time of visit 

to BISP she must have her CNIC and survey acknowledgement slip with her. Later, she discussed 

this matter with her husband who advised her son Gul Afzal (rickshaw driver) to go to BISP 

office along with his mother.  

 

Around a month later, she, along with her son, 

went to BISP office with survey 

acknowledgement slip and her CNIC. She went 

there by using auto rickshaw of her son that cost 

her Rs.50.  
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On her visit, she asked the officer about her problem regarding the delivery of cash assistance. 

The concerned officer, by taking her CNIC and Survey acknowledgement slip, checked the status 

of her survey form from BISP website. The officer informed her that she is eligible for BISP cash 

grant and so far Rs.10,000 has been issued at her name. She told him that she didn’t receive even 

a single penny from such cash assistance released by BISP. 

 

At this, the officer guided her to lodge the complaint against Postman for embezzlement of BISP 

money orders. The officer informed her that BISP has generated her money orders but it is the 

Postman who has not delivered this amount to her. The BISP officer, however, did not inform her 

that the delivery column is “blank” and so till that date the postman may have the money orders 

with him. She was advised by the officer to bring a stamp paper from Civil Courts (Katchehri). 

Her son went there and brought a stamp paper for Rs.50. The officer himself wrote her complaint 

against the postman for embezzlement of BISP money orders. The officer attached the copy of her 

CNIC and payment detail with the complaint and put it in his record after getting her thumb 

impression. 

 

The officer advised her to wait for a month and not to visit BISP office again for this complaint, 

as they will inform her about the progress/inquiry. The officer also got her cell phone number and 

gave her land line number of BISP office for further contact. She didn’t get any complaint or 

reference number. They both (beneficiary and her son) were very happy and satisfied with the 

behaviour, treatment and guidance of the BISP staff.  

 

5. Processing of the Case: 
 

When the complaint was received in BISP Divisional Office Gujranwala directly from the 

complainant, it was firstly entered in a register used for recording the payment related complaints. 

A separate file (Dir/BISP/GRW/Compt-PMG-51/11) has been opened for the complaint by the 

Complaint Assistant  and then it was forwarded to Divisional Director BISP Gujranwala on 16
th
 

August 2011. The Divisional Director Gujranwala forwarded her complaint to the office of Post 

Master General, Central Punjab Lahore on the same day. Copy of complaint, copy of CNIC and 

copy of payment details were also attached with his letter. In the covering letter, it was requested 

by the Divisional Director BISP Gujranwala that necessary verifications be made about the 

complaint and reported to his office within seven days. A copy of this letter was also marked to 

Director General BISP Lahore and to Director Payments BISP Islamabad.  

 

When this complaint reached the office of Post Master General Central Punjab Lahore on 17
th
 

August 2011, it was entered in a register and then a separate file (BISP-MO-Comp-360/11) was 

opened for this case. On 23
rd

 August 2011, a letter was forwarded to Divisional Superintendent 

Postal Services Gujranwala Division (Dr. Saeed Ahmad) by the Coordinator Special Cell (BISP) 

office of the Post Master General Central Punjab Lahore. The DSPS was instructed to get the 

matter inquired and to report back within a week positively. A copy of letter was marked to the 

office of Deputy Post Master General (DPMG) Sialkot Region and to the office of Divisional 

Director BISP Gujranwala Division.  

 

After two days, DPMG Office Sialkot Region sent a letter to DS (PS) Sub Division Gujranwala 

with the instructions to submit his report directly to circle office Lahore within three days. It was 

also mentioned that he has been directed by the office of PMG Central Punjab Lahore that any 

delay regarding submission of report within stipulated time period will not be tolerated. A copy of 

this letter was also marked to the Coordinator Special Cell (BISP), office of the PMG Central 

Punjab Lahore. 
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On 22
nd

 September 2011, 1
st
 reminder was sent by the Coordinator BISP Cell, PMG Lahore, to 

DS (PS) to submit the report immediately and also explain the in-attention. Reminder was sent on 

26
th
 September 2011, by AD (PS) Sialkot Region to CPM GPO Gujranwala. Other similar 

reminders were sent on 28
th
 October 2011, 16

th
 November 2011 and 2

nd
 December 2011.  

 

On 2
nd

 December 2011, CPM GPO Gujranwala submitted the report to the office of DPMG 

Sialkot Region. It was stated in his report that the matter was inquired through AS (PS) Sub 

Division Gujranwala who reported that the BISP money orders of the complainant Raheem Jaan 

have been returned to BISP as Undelivered due to wrong address. It was also reported by AS (PS) 

in his report that the postman has tried his best to deliver the BISP money orders but when the 

concerned beneficiary was not traced by the postman at her address mentioned in the money 

order, he returned the money orders as unpaid. The written statement of the concerned Postman 

was also forwarded to CPM GPO Gujranwala by AS (PS) Sub Division Gujranwala. A copy of 

this letter was also marked to Coordinator Special Cell (BISP), Lahore with respect to his office 

file number BISP-MO-Comp-360/11 dated 23
rd

 August 2011. 

 

On 8
th
 December 2011, the Coordinator Special Cell (BISP) sent the inquiry report to Divisional 

Director BISP Gujranwala. It was stated in the letter that BISP money orders could not be 

delivered to the beneficiary as she has shifted from the address written on BISP money orders 

(street number 6, Zahid Colony, Sharif Pura. The Coordinator Special Cell (BISP) also stated that 

her address may kindly be changed in the BISP record with further statement that keeping in view 

the facts of the case that the money order has been returned as undelivered, this complaint case 

now stands closed.  

 

6. Observations: 
 

a. General Observations: 

 

This complaint was filed at BISP Divisional Office Gujranwala and forwarded to the office of 

PMG Central Punjab Lahore for necessary action. The Coordinator Special Cell (BISP) office 

of the PMG Central Punjab Lahore forwarded the complaint to DSPS Gujranwala where they 

started the process according to the established system for dealing with misappropriation of 

money orders. Reminders were regularly sent by the Coordinator Special Cell (BISP) office 

and other relevant offices to speed up the process and for the submission of inquiry report 

without any delay.  

 

The postal authorities took around four months in finding out that there has been no 

embezzlement/misappropriation as the money orders generated for the complainant are being 

shown as “Undelivered” in her payment detail. These could not be delivered as the 

beneficiary has shifted from the address mentioned on the money order. 

 

b. Observations at Beneficiary Level 

 

She doesn’t know about BISP eligibility criteria but she considers herself as BISP 

beneficiary. She is anxious to receive the cash assistance from BISP as she stated that 

“mujhay paisay agar mil jaen to main asaani say ghar ka kharcha aur apnay Sayen 

(husband) kay liye dawa kahreed loon, baiton say mangna nahi parray ga”. 

 

Although, the beneficiary lodged the complaint but she didn’t disclose that she has shifted her 

house to a new locality because she doesn’t have any information that change in address 

matters a lot for the delivery of BISP money orders. The beneficiary is still unaware about the 
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results and findings of her complaint as a result she is still waiting to receive the cash 

assistance instalments which have been issued in her name.   

 

c. Observations at BISP and Pakistan Post: 

 

The payment detail which is attached along with complaint (complaint obtained from the 

office of PMG Central Punjab Lahore) shows the payment delivery status as blank (not 

showing whether the payment delivered or undelivered). The concerned officer from BISP, 

Coordinator Special Cell (BISP) and DS (PS) subdivision Gujranwala didn’t check the actual 

status before advising her to file a complaint and start the investigation. As a result, this 

complaint (which should not have been filed) took around four months to reach the 

conclusion that the payment status in payment detail available at BISP shows that the money 

orders issued to beneficiary has been returned to BISP as undelivered.  

 

Although the prescribed process has been adopted to address the complaint, but the 

complainant was not informed by BISP Divisional Office about the result of the complaint. 

She still doesn’t know why she didn’t receive the money orders issued to her by BISP. 

 

7. Lessons learnt and conclusions: 
 

 The payment details attached with the complaint is showing the blank status in Payment 

Deliver Column. Probably, the payment had not been reconciled and the payment status of 

concerned beneficiary was not updated.  

 In this case, the receiver woman lodged her complaint in BISP Divisional Office Gujranwala 

on the guidance of BISP officer. 

 Although the BISP officer guided the receiver woman about complaint mechanism available 

at BISP, but neither was the beneficiary informed about the status of the complaint result nor 

was she informed that now she need to file an application for “Change in Address” to receive 

the undelivered payment issued by BISP.  

 

8. Recommendations 
 

 It is important that awareness should be created about where a receiver woman/ complainant 

should file her complaint. 

 BISP should maintained and update the required, accurate information at the BISP website in 

order to avoid any confusion for the concerned BISP staff and also for the Partner 

Organizations. Training should be provide to BISP Officers/complaint handlers to collect 

correct information regarding any payment related complaint before staring formal inquiry 

process. This will save a lot of time and will reduce number of complaints as well.  

 The results of complaint must be conveyed to the complainant upon completion and findings 

of the lodged complaint.  
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Payment Case Study Number: P-Upper Punjab-12 

Nature of Case: Non Payment of Rs.26,000 by the postman 

Complainant/ Beneficiary: Ghulam Zohra 

Wife of: Syed Mahablay Shah 

Complainant, if not beneficiary herself: Nusrat Bhatti, the complainant.  
Address: Chak # 04/SB, tehsil Bhalwal Sargodha. 
CNIC Number: 38401-1727286-2 

PSC form number: 19248755 

Date Study Conducted 4
th
 December 2011 

 

1. Summary of the Case Study: 
 

This particular case has been lodged on behalf of the 

beneficiary Ghulam Zohra, by her neighbour (Nusrat Bhatti) 

against the postman for the embezzlement in BISP payments.  

 

Ghulam Zohra was selected as BISP beneficiary under the 

parliamentarian phase of BISP cash grant program. The 

beneficiary got only one instalment of Rs.2,000 from the 

postman while Rs.35,000 has been shown as paid/delivered 

in her Payment Detail. Accordingly, her neighbour lodged 

the complaint for embezzled amount against the post man. 

 

This particular case has been solved as the beneficiary got Rs.26,000 from the Postman as a result 

of mutual settlement. The case has been solved in around four months.  

 

2. Beneficiary/Complainant’s Profile and Background Information:  
 

Ghulam Zohra is 79 years old, illiterate, widow and a blind 

woman. Her husband died around ten years ago. She is the 

mother of three children, all are sons. All of her children are 

married and living with their family in the same house. All three 

sons work as labourers and earning through daily wages. Ghulam 

Zohra is living with her eldest son who works as a fruit vendor 

and his monthly income is around Rs.7,000 per month. 

 

She lives in five marla semi pacca self-owned house, which 

consists of three rooms and a small courtyard. There is no wash 

room and kitchen in the house. But the courtyard is used as 

kitchen by the whole family. 

 

The area where she is residing is known as Chak # 4 (South-Janoobi) Tehsil Bhalwal, Sargodha. 

The village is located on main Gujrat-Sargodha Road. The street leading to her house is unpaved 

and dusty having drain lining at both side of their street. Their street consists of around fifteen 

houses. They family has a colour Television with satellite cable connection, mobile phone and bi-

cycles.  

 

3. Beneficiary’s relationship with BISP: 
 

She was selected as a BISP beneficiary under the parliamentarian phase around three years ago. 

She got the survey form from a notable (Syed Ishtiaq Abbas Shah). According to Nusrat, the 
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complainant, Ishtiaq is a pious and generous man. He is a farmer and has good relation with local 

political figures. 

 

The beneficiary was surveyed about five months ago 

by the enumerators who visited her house to complete 

a Poverty Score Card Survey Form. Her eldest son 

provided most of the information to the survey team. 

She was happy that nothing has been charged by the 

enumerators for filling her survey form. She didn’t 

receive any BISP letter regarding her eligibility in 

BISP program except a magazine “Falahi Riyasat”. 

This magazine was given by the enumerators at the 

time of PSC survey consisting of useful information regarding BISP Program, purpose of PSC 

Survey and contact number of BISP Secretariat Islamabad and also of Pakistan Post Islamabad. 

 

She didn’t know about BISP but 

stated that “Shaheed Bhutto ka 

ghareebon ki madad kay liya khas 

program hay”. The complainant 

further stated that “Siasi taaluq ka 

hona iss program ko asar andaz 

karta hay”. 

 

Ghulam Zohra didn’t know about 

complaint registration mechanism 

of BISP. Her neighbour got the 

landline number of the office of 

Director General Pakistan Post 

Islamabad from the magazine 

“Falahi Riyasat” to inquire about 

the payment status of Ghulam 

Zohra. 

 

She seems to be a deserving woman 

to receive BISP Cash Assistance as 

she is widow and dependent on her 

son for his needs, care and treatment. Being blind and deaf, she cannot utilize the cash assistance, 

so her eldest son has utilized the cash assistance for her upkeep and treatment. The beneficiary 

has planned to utilize the cash assistance for the purchase of groceries and also to support her 

eldest son. 

  

4. How did the complaint/grievance emerge? 
 

The complainant, Nusrat 

Bhatti, is a well literate 

lady as she has 

completed her Master in 

Political Science and 

further got admission in 

B.Ed. in University of 

Sargodha. Around six 

months ago, before PSC 
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Survey, she thought to help the beneficiary as the whole matter regarding non-payment of cash 

assistance was discussed by the beneficiary’s daughter in law, Sajida Batool, with her. They both 

observed that other beneficiaries in her locality are receiving the cash grant instalments from the 

postman but they are not being paid. 

 

About a week later, Nusrat inquired from the Postman who was delivering mail in their area about 

the money order for Ghulam Zohra and asked that did BISP only release a single instalment in her 

name? The Postman responded that “mairay pas jo money orders aatay hain main woh deliver 

kar daita hun, Ghulam Zohra kay paison ka mujhay nahi pata”. On this response she decided to 

go to BISP office to inquire about the problem. Then Nusrat got a landline number of DG 

Pakistan Post Islamabad office from the magazine handed over by the enumerators. She contacted 

that number to know about the payment status of Ghulam Zohra. The concerned officer on the 

phone was courteous and cooperative and listened to her carefully. Nusrat told him that she 

wanted to know about the payment status of her neighbour (Ghulam Zohra) who received only 

one instalment of Rs.2,000 from the Postman. The officer asked Nusrat to collect CNIC number 

of the beneficiary and call again. Nusrat collected the original CNIC of Ghulam Zohra and called 

again in few minutes. The officer got the CNIC number, checked payment details and told that 

Rs.35,000 have been issued and stands delivered to Ghulam Zohra. Nusrat also informed the 

officer that the postman affixed thumb impression of Ghulam Zohra on Paid voucher of Rs.4,000 

and handed over only Rs.2,000. 

 

The officer consoled her and asked that if she want to register a complaint against Postman? On 

her agreement he noted down her name as complainant, beneficiary name, address, CNIC number 

and contact number and registered the complaint against postman for embezzlement in BISP 

payments. She was not given any complaint number for future reference and was advised to wait 

for about a month as he will inform her about further progress on her complaint. Nusrat talked 

with the officer on phone for around ten minutes that cost her around 30 rupees.  

 

5. Processing of the case: 
 

On 10
th
 June 2011, when this complaint was received in the office of DG Pakistan Post 

Islamabad, the complaint was entered in a register maintained for recording of payment related 

complaints and then a separate file was opened for this case (BISP.No.Comp. 12-3/2009) in BISP 

Cell. On the same day, a letter was sent to the Superintendent Money Remittance (MR) by the 

office of the Director General Pakistan Post with the circle wise list of complaints regarding non-

payment received up to 09
th
 June 2011, attached.  

 

On 21
st
 June 2011, the complaint was forwarded to the DPMG Faisalabad by the office of DG 

Pakistan Post Islamabad. He was instructed to conduct an inquiry submit the report within a week 

positively. On July 1
st
, APMG Faisalabad forwarded the complaint to DSPS Sargodha for 

enquiry. Reminders were sent on 25
th
 August 2011 and 6 October 2011,  

 

On 24
th
 September 2011, DS (PS) SGD forwarded inquiry report to APMG FSD. In the inquiry 

report it was stated that Ghulam Zohra the beneficiary of BISP is actually the resident of Chak 

number 4 SB (Janoobi). But, on her money orders the address was erroneously printed as Chak 

number 4 NB (Shumali). The Postman managed to locate the beneficiary and delivered her the 

entire amount issued by BISP in her name. On 19
th
 October 2011, inquiry report was forwarded 

by the DPMG FSD to Assistant Deputy Director General Pakistan Post Islamabad. 

 

The beneficiary got Rs.26,000 in the month of September 2011 after Eid-Ul-Fitr from the same 

postman who used to deliver BISP money orders in their area . 
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It was stated by DS (PS) Sargodha that statement on oath has been taken on judicial paper duly 

signed by the beneficiary that she has received the entire amount of BISP money orders and she 

has no complaint against the postal department. The DS (PS) also clarified that at the time of 

inquiry the beneficiary refused that she received entire amount of BISP money orders but by 

taking her in confidence she disclosed that she has received the entire amount of BISP money 

orders and she is keeping the receipts of BISP money orders secret from her family. With the 

statement of beneficiary, the DS (PS) requested APMG Faisalabad that as the beneficiary received 

the entire amount and she has no complaint against the Postal Department so this case may be 

filed (closed) now.  

 

6. Observations: 
 

a. General observations: 

 

The receiver woman didn’t receive any letter from BISP regarding her eligibility in BISP 

program and she doesn’t know what to do in case of any complaint/query. The case was 

resolved in around four months after complaint lodged in the office of DG Pakistan Post 

Islamabad telephonically. The complainant was forwarded to the DPMG Faisalabad for 

necessary action where they started the process according to established system for dealing 

with misappropriation of money orders. Reminders were regularly sent to the concerned 

office when inquiry report was delayed. 

 

The complainant thinks that BISP is a political program as she said “lehaz (Political 

Relation) rakhnay walon ko iss program main tarjeeh di jati hay aur wohi log iss program 

say faida uttha rahay hain”. The amount was misappropriated by the postman who after an 

inquiry handed over Rs.26,000 to Ghulam Zohra at her home. The concerned postman also 

got the written statement from the beneficiary stating that she had received all the BISP 

money orders and she was keeping it secret from her family, to save his service. However, 

Ghulam Zohra still considers Pakistan Post as a suitable system for the delivery of BISP 

money orders at her door step. 

 

b. Observations at beneficiary level: 

 

The concerned beneficiary Ghulam Zohra is getting the cash assistance since 2009 under the 

Parliamentarian Phase. The complainant and the beneficiary are satisfied with the process and 

result of complaint and they have no issue with receiving the money at her door step through 

postman. However, she is unaware that after the PSC Survey, she has been declared eligible 

in BISP Program to receive the cash assistance. 

 

c. Observations at Partner Agency: 

 

When a payment complaint reaches at any level of Pakistan Post, it is processed according to 

the established system for dealing with misappropriation of money orders. A separate file is 

open at each office where it sends for processing. Pakistan Post took around four months for 

the resolution of this case. The complainant was not aware of the whole process (Inquiry) and 

she didn’t know if any inquiry process has been conducted for addressing her complaint. 

 

After the inquiry process conducted by AS (PS), the beneficiary received the unpaid amount 

by the Postman. The concerned Postman also affixed her thumb impression on blank stamp 

paper by saying that “Tumharay jitney paisay bantay thay wo tumhain main nay day diya 

hain, meri nokri ka masla hay iss liya tumsay stamp paper per ungutha lagwa raha hun”.  
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7. Lessons learnt and conclusions: 
 

 The complaint was lodged on telephone by a neighbour on behalf of the beneficiary at the 

office of Director General Pakistan Post Islamabad. The complaint was lodged around two 

years later since the delivery of first cash instalment to beneficiary. 

 Pakistan Post has an established Complaint Redressal Mechanism regarding non-payment of 

money orders and the same has been followed for investigating complaint of non-receipt of 

BISP money orders. 

 The postman after delivering the previously unpaid amount to beneficiary got affixed the 

thumb impression of beneficiary on a blank stamp paper to prepare a favourable statement. 

 

8. Recommendations: 
 

 The first BISP letter to the beneficiary should mention the amount of first instalment that she 

will receive and the month when she can expect to receive this amount. This would help in 

reducing the chances of misappropriation. It is important that awareness should be created 

about where a receiver woman /complainant may file her complaint. Toll free number of 

BISP should be widely conveyed to the beneficiaries for information and complaint 

registration. 

 The beneficiary should be educated to submit/file their complaint within a time period of one 

year, as told by Assistant Coordinator Special Cell (BISP) at the office of PMG Central 

Punjab Lahore (Mr. Rafi Khan) that according to the agreement between BISP and Pakistan 

Post, Pakistan Post is not bound to maintain BISP money order record beyond one year. 
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Payment Case Study Number: P-Upper Punjab-13 

Nature of Case: Non-Payment of 6 MOs of Rs.12,000 by the Postman 

Complainant/ Beneficiary: Ayesha Bibi 

Widow of: Rakha 

Complainant, if not beneficiary herself:  
Address: Haider Colony, Shad Bagh, Bhama Jhugian District 

Lahore. 

CNIC Number: 35302-0131870-6 

PSC form number: 16515010 

Date Study Conducted 8
th
 March 2012 

 

1. Summary of the Case Study: 
 

Ayesha Bibi has lodged a complaint at BISP Divisional Office Lahore in November 2011 that she 

is not receiving the payment of money orders issued by BISP. According to her payment detail 6 

money orders for Rs.12,000 had been issued in her name and shown as delivered to her by 

Pakistan Post, but she had not received any of these.  

 

The complaint was sent by BISP to Pakistan Post for inquiry. The summary of the inquiry report 

submitted by the PMG Lahore to the BISP Divisional Office Lahore dated 27
th 

January 2012 

stated that the beneficiary Ayesha Bibi has acknowledged the receipt of all the earlier BISP 

money orders and that the complaint was submitted for the last instalment only, which was late. It 

was further stated that the amount was wrongly written as Rs.12,000 instead of Rs.2,000 and she 

had received the amount immediately after the complaint. Ayesha’s written statement and 

affidavit dated 4
th
 January 2012 was also enclosed with the inquiry report. 

 

The whole process was completed in two months. The case stands closed at BISP Divisional 

Office Lahore and the PMG Lahore. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Ayesha is a 44 years old widowed, illiterate working woman who has three sons and three 

daughters. Her eldest son is married and lives in the same house with his wife and two small sons 

and works as crane driver in a factory. Another son is a driver of a loader vehicle. Her 16 years 

old daughter was married some 4 months ago and lives in Mianwali. Rest of her children are 

younger but they are not sent to school, the reason she told that the local government school 

management did not admit them without some reference, which she was unable to provide. Her 

husband had died of blood cancer some seven years ago. He was a tenant and worked at a 

landlord’s fields near Wagah Border. 

 

Ayesha has been working in different houses as maid since the last ten years. She had to take up 

the responsibility of bread winner for family after her husband was diagnosed with cancer. Now 

her sons have shared the financial responsibility and contribute to the family income. 

 

The house where she lives in is a two marla pucca house for which they pay monthly rent of 

Rs.3,000. The house has only one room, a small front yard a bathroom and a small veranda which 

is used as kitchen and store. The only room of the house is furnished with a double bed, a 

charpoy, two large trunks, some small trunks, a wooden table, colour TV with cable connection, a 

pedestal fan and some cooking utensils. Most of the things were brought by her daughter-in-law 

as dowry. Two charpoys, a washing machine and a water cooler was lying in the store-cum-

kitchen area. 
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Bhama Jhugian, the area where she lives, is a congested mohallah with mostly unpaved streets 

and old shabby houses. The street leading to her house is unpaved, littered with garbage and 

without any sewerage system. 

 

3. Beneficiary’s Relationship with BISP: 
 

Ayesha is a beneficiary in Poverty Score Card (PSC) phase. Her PSC survey was held in 

June/July 2010. The survey team collected her information at her house. She had a valid CNIC 

which she shared with the surveyors. They gave her a survey acknowledgement slip and told her 

to keep it safe. They also told her that she will be a BISP beneficiary if her form gets accepted and 

she will receive a cash grant of Rs.1,000 per month through Pakistan Post. 

 

She learnt about BISP through TV and the posters on the walls in her street. She asked the boys 

who were pasting the posters in the street and came to know about the cash grant program. Then 

the survey team told her further details. She got her survey slip checked for PMT score from an 

internet café for Rs.20, and the café owner told her that her PMT is 5.27 and she has been 

declared eligible. However, she did not receive any eligibility letter from BISP. The café owner 

also told her about the BISP office and the complaint cell. She visited the BISP Divisional Office, 

Lahore twice regarding her complaint. 

 

Ayesha and her family think of BISP as a Pakistan People’s Party program, and that the program 

may be closed after a change in government, which they wish should not be done. She has 

received a total of Rs.10,000 so far and has spent it on her daughter’s wedding and for daily 

groceries. 

 

4. How did the complaint/grievance emerge? 
 

When the postman brought the money orders for other beneficiaries in April (4 money orders of 

Rs.2,000 each in a single instalment), she went to inquire about her money orders. The postman 

told that no money order has been received for her. She was very disappointed and discussed the 

matter with other beneficiaries who told her to get her eligibility checked. She went to the internet 

café where her record showed that she has been declared a BISP beneficiary. The café owner told 

her that she should be receiving money order as apparently there is no issue (discrepancy) in her 

record. Meanwhile, the postman brought another instalment for other beneficiaries again in June 

2011 and told her that he does not have any money order generated in her name.  

 

She went to the post office to inquire but the postal staff misbehaved and snubbed her by saying 

there is no money order generated in her name by BISP. Worried and frustrated, she again went to 

the internet café and also talked to other beneficiaries for help in this regard. They advised her to 

visit BISP Divisional Office, Lahore and discuss the matter with them. 

 

She went to the BISP Divisional Office, Lahore in November 2011 with her neighbourhood 

women who were also BISP beneficiaries. There she met with the Assistant Complaints and told 

about her problem. She gave her survey slip to the complaint officer who checked her record on 

BISP website. Her payment record showed that total six money orders of Rs.2,000 each have been 

issued in her name, out of which 5 are being shown as delivered to her (4 MO on 13
th
 April and 1 

on 28
th
 June 2011) and one money order has been generated for delivery (12

th
 August 2011). The 

Assistant Complaints asked her if she has received all the payments but she told that she has not 

received any of the money orders. The officer asked her to submit her complaint with a copy of 

her CNIC attached. Ayesha got her application written by the Assistant Complaints and requested 

for an inquiry against the postman.  
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5. Processing of the Cases: 
 

On 27
th
 November 2011, her complaint (with the copy of CNIC and Payment detail) was 

forwarded by the Divisional Director BISP Lahore Division to the Coordinator Special Cell 

(FSS/BISP) PMG Central Punjab Lahore with copy to DG BISP Punjab Lahore. In his letter 

(No.dir/BISP/Lhr/POC/2011/77) the Divisional Director BISP requested to launch an inquiry 

against the concerned postman and to recover the embezzled amount on the top priority.  

 

This complaint from BISP was received at the PMG Lahore on 12
th 

December 2011, and was 

entered in the complaint register and a new file (No.BISP-MO-Comp-450/11) was opened for the 

complaint. On 14
th
 December 2011, the PMG office Lahore forwarded the copy of complaint to 

the Deputy Superintendent Postal Service (DSPS) North Division, Lahore, requesting to inquire 

the matter and submit the detailed report in a week’s time. Copy of the letter was also sent to the 

Divisional Director BISP. 

 

The DSPS sent a letter to the Assistant Superintended Postal Services (ASPS), North Division 

Lahore on 15
th
 December 2011, with the complaint and other particulars of complainant attached, 

requesting to launch an inquiry for the verification of non-received BISP money orders to the 

beneficiary. A copy of the complaint was also attached. A copy of this letter was also sent to the 

PMG office Lahore. 

 

On 25
th
 January, the DSPS submitted a summary of inquiry report to the PMG office, stated that 

“the complainant Ayesha Bibi had received the amount of Rs.12,000 in respect of 6 money orders 

in the presence of General Secretary, PP 143, Pakistan People’s Party Mian Zahid Mehmood and 

the complainant lodged the complaint for the 6
th
 money order instalment which she also received 

later on as is evident from the written statement of both the complainant and the General 

Secretary, PP 143, PPP, Lahore. Now she has no complaint with the department or the area 

postman”. 

 

The detailed inquiry report was submitted by the ASPS North Division Lahore, the beneficiary, 

postman and witnesses’ written statements and the one (6
th
) money order receipt were also 

attached with the letter.  

 

In his detailed report dated 4
th
 January 2011, the ASPO stated that he has recorded the 

complainant’s statement not only on a plain paper but also on a judicial stamp paper because the 

statement was contradicting to the statements in her complaints. She has stated that the she has 

received all the six BISP money orders amounting to Rs.12,000, by putting her thumb impression 

on the BISP money orders. She further stated that she had lodged her complaint at the PPP 

Coordinator’s office regarding the non-payment of the sixth money order of amount Rs.2,000, but 

the Coordinator mistakenly wrote the amount as Rs.12,000, Being illiterate she could not read it 

and submitted as it was. He further stated that when he asked the complainant to show all her 

money order receipts, she told that all those receipts have been spoiled by her kids except the last 

(sixth) one which she presented. This statement of complainant is also recorded on an affidavit 

which is signed by two witnesses; Mr. Zahid Mehmood s/o Mohammad Siddique and Mr. Mian 

Waseem s/o Mian Ghulam Qadir. 

 

The ASPO also recorded the statement of witness Zahid Mehmood, (Coordinator) General 

Secretary PP 143 in which he stated that the complainant has received all the six money orders in 

his presence from the postman, and that the complaint has been written for only the sixth money 

order which was issued late, which she received soon after the complaint. He stated that the 

postman is innocent and the case should be filed. The postman stated the same. The ASPS 

summed up that the complaint has been lodged due to misunderstanding and should be filed. 
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The process took two months to complete and the result was communicated to the Divisional 

Director BISP on 27
th

 January 2011; from where the complaint was forwarded to Pakistan Post, 

and, the case was filed. 

 

6. Observations: 
 

a. General Observations: 

 

This particular complaint was resolved in two months. The inquiry was conducted after one 

and half month of complaint submission and the final inquiry report was sent to BISP 

Divisional office on 25
th
 January 2011, around two months later.  

 

The inquiry findings communicated by the ASPS and the statement made by the beneficiary 

during interview has many gaps. During interview with our team, Ayesha did not mentioned 

once about the General Secretary PPP, Mian Zahid Mehmood, who claimed to write the 

complaint and signed the beneficiary’s statement, neither has she ever seen him. When asked 

about who wrote the complaint for her, she told that she got it written from the Assistant 

Complaints at the BISP Divisional Office. The BISP has also accepted the inquiry report and 

did not raise any question about these gaps. 

 

b. Observations at the beneficiary level: 

 

During the interview, she told that 3 or 4 days after lodging of the complaint, the postman 

came to her house with a money order of Rs.2,000 (which showed the issuance date of 12
th
 

August 2011 in her payment record) and asked to withdraw the complaint. When she refused 

to do so and asked for rest of her money then he first started threatening and then pleading to 

withdraw the complaint as it will put his service at stake. She told him to return all her money 

and she might do that. When the inquiry team came, comprising three officers, one from 

BISP, the postmaster and the postman, BISP officer asked her about the complaint and to 

show him the money order receipts. She has received only one money order till then and had 

only that receipt which she showed him. The postman again started apologizing in front of the 

team and promised her that he will return her money if she gives the statement in his favour 

and thumb stamp the judicial paper. On her agreement postman paid her Rs.8,000 and she put 

her thumb impression on those papers, about which she was completely unaware of what was 

written on them. 

 

She went to BISP office only twice and received her money within one month of the 

complaint. She showed complete satisfaction about the behaviour of the staff at BISP office 

and about the complaint redressal process. About the Rs.2.000 which the postman still owes 

her, she said that she keeps reminding him about that and he always promises that he will 

return them soon. 

 

c. Observations at BISP/Payment agency level: 

 

When a payment complaint reaches any level / office of Pakistan Post, it is processed 

according to the established system for dealing with misappropriation of money orders. A 

separate file is opened for each complaint by Coordinator of Special Cell (BISP) at the PMG 

Office Central Punjab. When the complaint is forwarded to DSPS of a district for enquiry a 

copy is also forwarded to DPMG of the region so that he can oversee the progress. It has been 

observed that the enquiry of a complaint is usually completed in less than two month. In case 

of misappropriation, disciplinary action is taken against the relevant postal staff which may 

lead of dismissal from government service.  
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7. Lessons learnt/Conclusion 
 

 In this case, the receiver woman/ complainant submitted her complaint to BISP Divisional 

Office, Lahore and while sending it to Pakistan Post for enquiry, BISP Divisional Office sent 

copies to DG BISP Punjab.  

 Pakistan Post has an established complaint redressal mechanism regarding non-payment of 

money orders and the same is being used for investigating complaints of non-receipt of BISP 

money orders. 

 On receipt of the results of the enquiry from Pakistan Post, BISP Divisional Office did not 

inform the DG Lahore about the result of the case. 

 Though the formal mechanism of investigation was used, yet the complaint was mainly 

resolved due to behind the scene informal process. The Postman persuaded the complainant 

for a favourable statement and he finally got that by paying her Rs.8,000 instead of 

Rs.10,000. 

 

8. Recommendations 
 

 The first BISP letter to the beneficiary should mention the amount of the first instalment that 

she will receive and the expected month when she will receive the amount. This would help in 

reducing the chances of misappropriation. In case the beneficiary knows when and what she 

will receive, the possibility of misappropriation can be minimized. 

 It is important that awareness should be created about where a receiver woman/ complainant 

should file her complaint. 

 The process of joint enquiry (by officers of Pakistan Post as well as BISP) will improve the 

transparency of the process and provide strength to the beneficiary/ complainant at the time of 

formal enquiry proceedings. 
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Payment Case Study Number: P-Upper Punjab-14 

Nature of Case: Partial Payment of Rs. 1,000 by the postman  

Complainant/ Beneficiary: Mailee Bibi  

Wife of: Mohammad Chiragh 

Complainant, if not beneficiary herself:  
Address: Mohallah Chotki Phatki, Kot Lakhpat, Post Office 

Ismaeel Nagar, Lahore. 

CNIC Number: 35202-7339747-6  

PSC form number: 21786311 

Date Study Conducted 3
rd

 February 2012 

 

1. Summary of the Case Study: 
 

In her written complaint Mailee Bibi w/o Mohammad Chiragh stated that out of four BISP money 

order for Rs.8,000 the postman Adnan Masih of post office Ismaeel Nagar has delivered only 

Rs.7,000 after taking her thumb impression on all money orders and told her that only seven 

thousands have been issued. She has requested for an inquiry against the postman and recovery of 

her appropriated money. 

 

The inquiry was ordered by the DSPS North Division and the complainants and the postman were 

asked by the ASPS to attend the inquiry on 19
th
 July 2011. In the meanwhile the postman returned 

the money to all the beneficiaries who have lodged the complaint against him for embezzlement. 

 

When she was contacted through phone call on her husband’s cell number, the complainant Maili 

Bibi and her husband were not interested in continuing the inquiry and refused to attend the 

inquiry. They even denied about submitting any complaint against the postman at all. This was 

communicated to the PMG and the BISP Division office from where the complaint was received 

at PMG.  

 

However Pakistan Post continued the enquiry proceedings. The complainant’s issue was resolved 

in slightly less than a month but the inquiry process took two months and twenty days. The whole 

process from submission of complainant to the dismissal of the postman was completed in five 

months. 

 

2. Beneficiary/Complainant’s Profile/Background information:  
 

Mailee Bibi is 40 years old married woman and 

has two sons and five daughters. The eldest 21 

years old son is married and has one child. 

Youngest son is six years old and has started 

attending the government school this year. In fact 

three of their children are being sent to school 

after they have started receiving the BISP cash 

grant in 2011. 

 

Mailee belongs to a nomad family and they live 

with other relatives in a slum area near Mico Petrol Pump in mohallah Choti Phatki, Ismaeel 

Nagar, Lahore. The slum consisting of about 30 households of nomads living in tents and jhugis, 

and are engaged in the garbage collection (kachra kabar) business. Most of the families are 

engaged in the work of recycling the used tetra packaging to extract the aluminium/tin layer from 

the various layers of plastic and paper of the box and selling it to the helium balloon factory. In 
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fact aluminium is used in producing the helium gas which is used in filling the balloons, and the 

helium balloon factory purchases the aluminium foils from these garbage collectors. They collect 

the used tetra pack from garbage heaps, buy them from the kabari and from the factory itself, 

burn them in karahi (wok/pan) on the wood fire and separate the aluminium layer from plastic and 

paper layers, which they sells to the recycling factory. All the household members, young and old, 

men and women are engaged in this work. The factory buys the material from them on per bag 

rate and the family can produce one bag fill with burnt material per day. The Average income per 

family per day is about Rs.300. 

 

Mailee and Chiragh are also 

engaged in this business of 

extracting the aluminium foil. 

Her family of eleven members 

lives in two tents, which are 

completely worn out and are 

patched up with plastic sheets 

stitched in to plug the holes. 

The tents are furnished with 

some charpoyees, trunks/boxes 

and some cooking utensils. This 

is the picture of all the tents in 

that slum and they have been 

living there since last ten years. The piece of land was allotted to them temporarily by the 

municipal corporation without charging any rent, and they can be evacuated at any time when the 

land is required for some alternate usage. 

 

3. Beneficiary’s Relationship with BISP:  
 

Mailee Bibi is a beneficiary of BISP cash grant in Phase II. Her PSC survey was conducted soon 

after Eid ul Azha, probably in August 2010. She was provided with the survey acknowledgement 

slip which she got checked, like all the other beneficiaries of her family from the ex-chairman 

Union Council Mr. Muazzam Ali’s office Kot Lakhpat. Her PMT score is 11.5 and she has also 

received the eligibility letter from BISP. Her first instalment of four money orders of amount 

Rs.8000 was issued in February 2011.  

 

Maili’s husband Chiragh told that they have started sending their younger children to a primary 

school after they received the cash grant. Now, three of their sons attend the school. Maili Bibi 

thinks of the BISP as a Pakistan People Party Government’s program; however she knows that it 

is equally open for all the poor women in the country. 

 

Maili Bibi did not know about the BISP complaint mechanism until she discovered the 

embezzlement of Rs.1,000 from her first instalment. When she contacted the Chairman PPP to 

complain about the embezzlement, she and the other beneficiaries were told about the complaint 

cell at BISP Divisional Office Lahore.  

 

4. How did the complaint/grievance emerge? 
 

The postman Adnan tried to misappropriate a thousand rupees from the total amount of Rs.8,000 

of her first BISP instalment and got her thumb impression for receiving Rs.8,000 while he paid 

only Rs.7,000. In fact he did the same with some other beneficiaries of the area as well. Mailee 

Bibi suspected about the amount and asked the postman. The postman said that MOs of only 

Rs.7,000 were generated in her name by BISP and so she has to accept this amount. That 
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beneficiary informed the ex-chairman (UC), PPP of the area about the misappropriation of BISP 

money by the postman. 

 

The local Peoples Party’s representative is very active and keeps an eye on the BISP activities. 

When Chiragh and Mailee told him that they suspect about the money order amount the postman 

delivered to her and some other women, his workers immediately contacted all the beneficiaries 

in that area and inquired about the amounts received. The Chairman also checked the score card 

payment detail of all those beneficiaries on the BISP website on his office computer, which 

showed that 4 money orders of amount Rs.2,000 has been issued on 20
th
 February 2011 in their 

name. But the Postman delivered Rs.7,000 and misappropriated Rs.1,000 from each BISP 

beneficiary.  

 

The PPP workers then guided the beneficiaries to launch their complaints at the BISP Division 

Office Lahore. They wrote their applications, attached CNIC copies and payment details, and also 

accompanied them to the BISP office on their own expense. 

 

Mailee Bibi was also among the complainants who launched their applications against the 

embezzlement of Rs.1,000 by the postman at BISP Division Office Lahore on 5
th
 May 2011.  

Copies of these applications were also submitted at the PMG Lahore. An affidavit by the 

beneficiary, her payment details and the CNIC copy was also attached with the complaint. 

 

5. Processing of the Cases: 
 

At BISP Divisional Office Lahore, the Assistant Complaint (AC) officer checked the 

beneficiary’s payment record and other information and registered the complaint in ‘Payment 

Complaint Register’ and the record was also maintained on the Excel sheet.  The complaint was 

kept with other complaints in the payment complaint file. 

 

On 16
th
 May 2011, her complaint (with payment detail, copy of CNIC and affidavit) was 

forwarded by Divisional Director BISP to the Coordinator Special cell (FSS/BISP), office of the 

PMG Central Punjab Lahore (PMG Lahore hereafter). In his letter the Divisional Director BISP 

requested to launch an inquiry and to recover the embezzled amount on top priority. Copies of 

this letter were sent to the Director General BISP, Punjab, Director (Ops-1) BISP Islamabad and 

Deputy Director Complaints BISP Islamabad for taking the case with Director General Pakistan 

Post, Islamabad. 

 

This complaint was received at the PMG Office Lahore on 24
th
 May 2011. On 25

th
 May 2011 the 

PMG Lahore forwarded the copy of complaint to the Deputy Superintendent Postal Service 

(DSPS) South Dn. Lahore, ordering an inquiry into the matter and for submitting the detailed 

report in a week. Copy of the letter was also sent to the BISP Divisional Director Lahore. 

 

On 23
rd

 July 2011, PMG Lahore responded to Dy. Director General (AF), Pakistan Post, 

Islamabad and updated that office that the complainant is avoiding the inquiry proceedings and 

when her husband Chiragh was contacted telephonically, he told that some political worker has 

directed them not to participate in the inquiry, hence further inquiry is not possible. However the 

Unit Officer has been directed to obtain the statements of beneficiary or her husband if possible. 

Otherwise a report will be submitted.  

 

On the same date, i.e. 23
rd

 July 2011, PMG office received a letter from DSPS South with the 

inquiry report attached. The inquiry report was prepared by ASPS. In the inquiry report, the ASPS 

stated that the complainant did not appear at the inquiry venue i.e. Post Office Ismail Nagar on 

19
th
 July 2011 despite the date and time communicated to her through her husband. When 
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contacted on his mobile number her husband Mr. Chiragh said that they have not filed any 

complaint. The ASPS further said that he stayed at the Post Office till 5:00 pm but no one 

(complainant or her husband) appeared to attend the inquiry. He closed the report with remarks 

that the complainant is not interested in pursuing her complaint. 

 

The PMG Lahore communicated the inquiry result to the Director BISP on 25
th
 July 2011. A copy 

of the inquiry report was also enclosed with the letter. 

 

The whole process took two months and twenty days and the result was communicated to the 

Divisional Director BISP from where the complaint was originated and the case was filed. 

However the complainant had already received the misappropriated Rs.1,000 from the postman 

twenty one days after lodging the complaint. 

 

6. Observations: 
 

a. General Observations: 

 

Mailee belongs to a nomad tribe and her family has been living in this slum for last many 

years. Their living standard mark ways down the poverty line as they are deprived of one of 

the basic human needs; appropriate shelter which can protect them from the harsh weather 

conditions, as their shelters are not even the proper tents but are made of thin sheets of plastic 

and old clothes, stitched together by hand and mounted on the bamboo sticks.  

 

Political influence and the traditional opposition among different political parties in the area is 

another important factor in this case. The fact that embezzlement was identified and was 

resolved systematically is due to the critical observation of each party at the actions of the 

other. And after the identification of the embezzlement, and that too by a postman belonging 

to the opposite party, the PPP workers took the charge and supported the beneficiaries at 

every step of the process. 

 

The beneficiaries were persuaded by the political workers of Pakistan Tehrik-e-Insaf (PTI) to 

forgive the postman after receiving their money. Maili Bibi and her husband refused to attend 

the inquiry straight away, by telling the inquiry officer that they are being told by some 

political agents (PTI who also were involved in recovery of the embezzled money at local 

level) to not attend the inquiry. They did not give any statement to the inquiry team. 

 

However, the accused postman has been dismissed from his service after the enquiry in 

another case regarding ‘loss of register letter’. 

 

b. Observations at the beneficiary level 

 

The complainants visited the BISP Division Office and the PMG only once to launch the 

complaint and the information about the status of the case were exchanged through the 

Pakistan People’s Party workers. The embezzled money was recovered in slightly less than a 

months and the inquiry continued for five months.  

 

One thing that even the party worker who helped the complainant through the process 

condemned, that after the recovery of the embezzled amount, the beneficiary is ready to 

forgive the culprit and wants to withdraw the case.  
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c. Observations at BISP/Partner agency level 

 

When a payment complaint reaches any level / office of Pakistan Post, it is processed 

according to the established system for dealing with misappropriation of money orders. A 

separate file is opened for each complaint by Coordinator of Special Cell (BISP) at the PMG 

Office Central Punjab. When the complaint is forwarded to DSPS of a district for enquiry a 

copy is also forwarded to DPMG of the region so that he can oversee the progress. It has been 

observed that the enquiry of a complaint is usually completed in less than two month. In case 

of misappropriation, disciplinary action is taken against the relevant postal staff which may 

lead of dismissal from government service. And in this particular case, the standard BISP 

procedures have been followed at every step. 

 

7. Lessons learnt/Conclusion 
 

 Pakistan Post has an established complaint redressal mechanism regarding non-payment of 

money orders and the same is being used for investigating complaints of non-receipt of BISP 

money orders. 

 Political influences are not always used in negative sense. The complaint has been taken on a 

simple paper and the People’s Party Workers supported the beneficiary in lodging the 

complaint. 

 Complainants are persuaded to withdraw the case, and after receiving their embezzled money, 

they are just ready to withdraw the complaint and take no time to sign the affidavit to 

withdraw from complaint. 

 

8. Recommendations 
 

 The first BISP letter to the beneficiary should mention the amount of the first instalment that 

she will receive – and the expected month when she will receive the amount. The letter should 

also suggest some method of keeping the record of MO receipts securely. This would help in 

reducing the chances of misappropriation. In case the beneficiary knows when and what she 

will receive, the possibility of misappropriation can be minimized. 

 It is important that awareness should be created about where a receiver woman/ complainant 

should file her complaint. To avoid unnecessary duplication and increase in workload, it 

should also be clearly stated that which level of BISP office should forward the complaint to 

which level of Pakistan Post. Similarly the recipients of copies should also be clearly named. 

This should be adopted as a standard practice in all payment related complaints. 
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Payment Case Study Number: P-Upper Punjab-15 

Nature of Case: Non-payment of 1 MO for Rs.5,000 by the postman 

Complainant/ Beneficiary: Shehnaz Begum 

Daughter of: Mohammad Yaqub 

Complainant, if not beneficiary herself:  
Address: Moza Kotli Maira, Dhok Master Imdad Hussain, 

opposite Scheme II, Post Office Pathar Garh, Tehsil 

Hassan Abdal, District Attok 

CNIC Number: 37102-3918052-8 

PSC form number: 20823855 

Date Study Conducted 30
th
 December 2011 

 

1. Summary of the Case Study: 
 

This complaint had been lodged at the BISP Divisional Office 

Rawalpindi, by the beneficiary Shehnaz Begum against the non-

payment of one money order for Rs.5,000 by the postman. 

Shehnaz was a BISP beneficiary during the parliamentarian 

phase in 2009.  

 

The complainant stated that out of a total of ten BISP 

installments for Rs.31,000 issued in her name, the postman has 

delivered only 9 money orders of Rs.26,000 and the first 

installment of Rs.5,000 was not delivered to her. She had 

requested BISP to recover the amount from the postman. She was helped through the redressal 

process by a local notable and community social worker Mr. Anwar Hussain. 

 

The inquiry report revealed that the missing money order was delivered on 27
th
 March 2009 to a 

wrong woman of the same name by mistake. The money has been recovered and paid to the 

complainant after the inquiry. The whole process of complaint redressal was completed in one 

and a half month. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Shehnaz Begum is a divorced woman of about 50 years of age 

and lives in a 5 marla self-owned semi pacca house with her 

two sons, a brother and his family. She has two grown up sons 

and a married daughter. Eldest son is about 23 years old, 

middle pass and is jobless. Younger one has recently completed 

his matric and is employed at a shop in Wah city as salesman. 

Her brother and his family (wife and a small son) also live in 

same house with her.  

 

Shehnaz was divorced some seventeen years ago and has been living with her brother since. She 

had been earning her living by working in houses as maid and 

as an untrained birth attendant. She has built her house with 

help of affluent people she works for and some social workers 

in to the area who collect financial resources to help poor. The 

land for the house was donated by a relative of hers out of 

sympathy. The furniture and the other necessities as washing 
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machine, TV and the refrigerator was also donated by the affluent people she has been working 

for as maid. 

 

The house has two rooms, a kitchen and a bathroom, a small veranda and an unpaved yard. Water 

is supplied by the public water supply line. The street where the house is situated is unpaved and 

without any sewerage and the water is drained out in open fields in front of the houses. 

 

Dhok Master Imdad Hussian is a suburban village of Moza Kotli Tehsil Hassan Abdal and is 

situated near Housing Scheme No.2 Wah Cantt. About half a kilometer narrow road links the 

village to the main Hassan Abdal Road. The area is a typical village, streets are unpaved and most 

of the land is under agricultural use.  

 

3. Beneficiary’s Relationship with BISP 
 

Shehnaz Begum became BISP beneficiary during phase I (parliamentarian phase). Her form was 

filled and submitted by the local notable and community social worker Mr. Anwar Hussain, at 

whose house the beneficiary is working as maid in Lala Rukh Colony, Wah Cantt. She received 

her last BISP installment in June 2011. 

 

She has also been surveyed for second phase at her doorsteps in January 2011, and her PMT is 43 

that she has checked through her employer Mr. Anwar Hussain. Shehnaz used all the BISP money 

on her daughter’s marriage. She was very thankful to the government for this cash grant scheme. 

This money was a great financial support for her daughter’s marriage as she was all alone to 

arrange finances for everything. She is of the view that although the BISP is started by the 

Peoples Party Government, it is meant for all the destitute women regardless of which party they 

support. 

 

4. How did the complaint/grievance emerge? 
 

Shehnaz Begum was a beneficiary in Phase I (Parliamentarian phase). Her survey form was 

submitted on 21
st
 October 2008 and her first installment for five months was issued for delivery in 

March 2009.  

 

When the first installment arrived, the announcement was made in the area and all the 

beneficiaries were asked (via phone call or through messenger) to gather at the local school on the 

specific dates. To cater all the beneficiaries conveniently, the women were called in groups for 

three days. When the complainant was not contacted by the Postman or School Headmaster (who 

also operates EDBO) for receiving her money order, she herself went there to get her installment 

on the second day of delivery. The Headmaster told her that there is no money order for her. Her 

son checked her payment record on BISP website at the internet café, where her money order was 

shown as delivered. 

 

She met the Headmaster again next day on which he checked the record again and found that her 

money order was delivered to her the previous day and her CNIC was attached with it. When the 

complainant did not agree and insisted for her money order he asked her to wait so that he can 

check the matter in detail to see where it had been delivered. 

 

Afterwards, she also went to the Post Office, Pathar Garh, thrice where her thumb impression was 

examined but the Post Office staff told that they cannot help her. On her request her employer 

Anwar also talked with the Post Office staff but got the same reply.  

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 1 - Payment Case Studies 

P-Upper Punjab-15 
 

J40252714 

GHK Consulting Ltd. 73 

Finally Shehnaz decide to investigate the matter by herself and she found another Shehnaz Begum 

after six months of struggle. But the woman refused to return her money and told her that she 

received her own money order. The postman also met with the woman but she again refused. The 

postman then told the complainant that she will receive her money only when the other woman 

will return it. 

 

Shehnaz asked Anwar Hussain for help, he contacted the BISP Headquarter Islamabad through 

phone call but no one responded positively, they told him to call after 3-4 days. He also went 

there but he was returned from the gate and was asked to contact through phone. On the second 

visit, the gate keeper told him to contact with BISP Divisional Office Rawalpindi. Frustrated and 

furious with their behavior, Anwar also called the president house Islamabad where the secretary 

again referred towards BISP Divisional Office Rawalpindi. All this struggle, phone calls and 

visits to various offices cost him one year time and about Rs.2,000 

 

Anwar Hussain then contacted the BISP Divisional Office and finally reached a place after the 

year long struggle, where his complaint was heard. The staff briefed him about the complaint 

redressal procedures. On next visit he accompanied the beneficiary Shehnaz Begum to the office 

where her complaint was finally registered.  

 

The handwritten complaint from beneficiary, addressed to the Federal Minister and Chairperson 

BISP Farzana Raja, was submitted at BISP Divisional office on 3
rd

 August 2010. The application 

had her thumb impression and her payment details and copy of CNIC were attached. 

 

5. Processing of the Case: 
 

On 19
th
 August 2010, the complaint was forwarded to the Divisional Superintendent Post Office 

DS(PS) Attock, through letter (No.7(4)BISP/DDR/2009) requesting him to investigate the matter, 

recover the embezzled amount and take against the postman. Copy of complaint was also 

forwarded to the Postmaster General (PMG), Northern Punjab, Rawalpindi. 

 

The application was received at PMG office on 24
th
 August 2010. On the same day the Assistant 

Director (Mails) PMG Rawalpindi sent a letter (No. SP/BISP/-MOs/June-2010) to the DS(PS) 

Attock Division and asked to arrange immediate enquiry. Letter was boldly marked as “matter 

most urgent”.  

 

On 17
th
 September 2010, the DS(PS) Attock submitted his detailed inquiry report to the 

Divisional Director Rawalpindi through the letter (No.SB/BISP/Complaint). In his report he 

stated that the matter was inquired through the ASPOs which revealed that the BISP money order 

in question dated 1
st
 March 2010 for Rs.5,000 was wrongly paid to another Mst. Shehnaz. He 

further stated that the amount has been recovered from the wrong Shehnaz and has been paid to 

the beneficiary Shehnaz Begum.  

 

The statement of the complainant was also attached with the report that was recorded after 

delivering her money on 6
th
 September 2010 at her home in Kotli Mera. The statement was 

witnessed by two witnesses; Mr. Anwar Hussain Shah and Mr. Choudri Mohammad Basheer, 

both r/o Lalarukh Wah Cantt. In her written statement the complainant confirmed that she has 

received the amount of BISP money order for Rs.5,000 and requested to file the complaint. The 

copy of this report was also submitted to the Assistant Director (Mails) PMG Rawalpindi. The 

whole process of complaint redressal took about one and a half months. 
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6. Observations 
 

a. General Observations: 

 

The amount which was reported to be recovered from the “wrong payee” was originally 

donated by a notable of Wah Cantt. Chouhdri Mohammad Basheer, who was approached by 

the Postman/Headmaster after the inquiry initiated. The Postman requested him to influence 

the inquiry team as he is a poor man and cannot arrange the amount. So the notable donated 

the whole amount of Rs.5000. He was also among one of the witnesses of the beneficiary’s 

statement. 

 

The beneficiary is satisfied with the inquiry procedure, but it took her more than a year of 

physical and mental exertion to launch the complaint and get her money back. However the 

social worker Mr. Anwar Husain was very disappointed at the misbehavior of the BISP Head 

Quarter staff at Islamabad. He said that he was returned from the gate twice and nobody even 

bothered to listen to him, despite his introduction as a respectable and responsible senior 

citizen, a retired POF officer and a prominent figure of his area. He was so annoyed at their 

insulting behavior that he called President House Islamabad to complain. 

  

b. Observations at the beneficiary level: 

 

The complainant told in her interview that she has been pick pocketed once and has lost her 

CNIC while shopping in the local market few months before the cash grant scheme started. 

She said it might be the same woman who has presented her CNIC to get her money order. 

About the inquiry she told that the post office staff had approached her after she launched the 

complaint. At first they requested to withdraw the case and forgive the postman as his job is 

at stake. Then they started offering that they will pay her amount in the installment of 

Rs.2000 per month but she refused and warned them that she can go even higher authorities if 

her full amount is not paid at the earliest. The beneficiary is very active and has contacts with 

the influential people of her area. Her living standard seemed way above the poverty line.  

 

Shehnaz has expressed her satisfaction about the inquiry process; they informed her about the 

date and place of inquiry three days before the inquiry. The team checked her payment 

receipts and asked many questions about her problem. They recorded her statement after the 

delivery of her amount and repeated it loudly so that she should point out if anything she does 

not agree has been written. It was then signed by two witnesses. 

 

c. Observations at BISP/Partner agency level 

 

BISP Divisional Office Rawalpindi has followed the complaint according to the prescribed 

BISP procedures and the complaint was forwarded to the payment agency for further 

processing. 

 

When the particular complaint arrived at PMG Office Rawalpindi, BISP Complaint Cell, the 

complaint was assigned a reference number. It was then kept in the complaint file with other 

complaints with a specific number in the chronological order where it falls in the file. The 

complaints and related corresponds are arranged date wise in the file as they received. 
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7. Lessons learnt/Conclusion 
 

 The beneficiary has multiple sources of income, has her own, adequately furnished house and 

has two grown up sons in the family of three. She was a beneficiary in Parliamentarian Phase 

but with PMT score of 43 she became ineligible for Phase II. 

 The local social worker Anwar Hussain had a very bad experience of BISP Head Quarter 

Islamabad, where he visited twice and called many times but they never cooperated with him. 

He had to travel all the way from Hassan Abdal to the Islamabad and Divisional Office 

Rawalpindi. It has cost him more than Rs.2,000 on the travel and the phone calls to the 

offices, beside the mental and physical exertion during the whole year.  

 The Postman tried to influence the beneficiary to withdraw the complaint but she refused and 

said that she want her money back at once not even in installments. 

 Earlier, the postman delivered her money orders to some other woman even though the post 

office rules and regulations stipulate that the postman should pay the money orders only to the 

beneficiary. 

 

8. Recommendations 
 

 It is important that awareness should be created about where a receiver woman/ complainant 

should file her complaint.  

 Beneficiaries should be adequately educated about the payment process and the complaint 

redressal mechanism. 

 In accordance with its established rules, Pakistan Post should deliver the cash grant MOs only 

to the beneficiary/ payee, and obtain copy of their CNIC as well as signatures of the 

witnesses. 
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Payment Case Study Number: P-Upper Punjab-16 

Nature of Case: Non-payment of 2 MOs for Rs.5,000 by the Postman 

Complainant/ Beneficiary: Sidra Naseem 

Daughter of: Naseem Baig 

Complainant, if not beneficiary herself:  
Address: House No.C-269, Mohallah Koocha Orangzeb, Gumti 

Bazar, Lahore. 

CNIC Number: 35202-9616883-8 

PSC form number: NA 

Date Study Conducted 14
th
 February 2012 

 

1. Summary of the Case Study:  
 

Sidra lodged a complaint at BISP Divisional Office Lahore on 4
th
 January 2012 about the 

embezzlement of Rs.5,000 in payment of BISP Money Orders.  According to her payment details 

total Rs.31,000 have been issued in her name and shown as delivered by Pakistan Post, but the 

beneficiary stated that she had not received the amount of two money orders of Rs.5,000 

generated on 3
rd

 August 2010 and 15
th
 December 2010 and the first was shown as delivered on 2

nd
 

September 2010 and 27
th
 January 2011 respectively. 

 

The inquiry report dated 31
st
 January 2012 submitted by the PMG Lahore to BISP Divisional 

Office Lahore stated that Sidra in her written statement dated 17
th
 January 2012 has 

acknowledged the receipt of all the BISP money orders and that the complaint emerged due to a 

misunderstanding as MO receipts had been misplaced by her. The whole process was completed 

in about a month.  

 

2. Beneficiary/Complainant’s Profile/Background information:  
 

Sidra is 27 years old divorced woman and has a small 9 months old daughter. She has recently 

been divorced and has come to live at her father’s house some four months ago. She has 

completed her Bachelor’s degree from a Government College after her marriage and is waiting for 

her daughter to grow a little older so that she can start 

to work for living. She aspires to become a teacher 

and is also thinking of doing B.Ed. She has been 

remarried recently to her cousin who is an architect by 

profession. 

 

Her first marriage was held about 1½ years ago. Her 

husband was not from her family, but was living in the 

same area. The marriage did not work and ended in 

divorce (Khula) after a court trial in December 2011. 

She has spent most of her married time in her father’s 

home due to unpleasant circumstances at her in-laws’ 

house, which worsened with time and ended in 

separation after only 10 months of marriage. 

 

Her father is working as tube well operator at WASA and earns a monthly income of Rs.8000. 

Her mother is a housewife. Her married brother, who also works as WASA tube well operator, 

also lives in the same house with his wife and a three years old son. The family of seven people 

lives in a slightly more than a Marla pucca, old, two roomed rented house. The house was 

originally a Hindu temple and was allotted to her grandfather after the Indo-Pak partition by the 
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Auqaf Department on a fixed rent. Now it is transferred to his son after his death on a monthly 

rent of Rs.3,000. They had constructed the second storey which is occupied by her paternal uncle 

and his family. 

 

The house is very small and congested with seven people living in the two rooms. One of the 

rooms (9 by 10 feet) is used as bedroom by her brother’s family and is furnished with a double 

bed and two plastic chairs. A cupboard and a large (5’x4’) trunk are also lying in the room. Rest 

of the family lives in the other small room, which is also used as a kitchen and sitting room and is 

occupied with a single bed, few chairs, a sink in a corner, a small table and a small kitchenette in 

another corner. A bathroom with flush system has also been made under the staircase leading to 

the upper storey.  The floor is covered with an underlay and the household owns a TV set with 

cable connection, a refrigerator, a sewing machine, a 

washing machine and a motorbike. 

 

The mohallah Koocha Aurangzeb (previously known 

as Koocha Kali Mata) is situated adjacent to the 

historical “Shahi Mohallah” at the back of Lahore 

Fort. The houses in the mohallah are mostly very old, 

some of them even from pre-partition era. Streets are 

very narrow and most of the houses in the mohallah 

are double and triple storey. Streets are paved with a 

properly covered drainage system and the area is 

supplied with the gas, electricity and potable water. 

The narrow streets are overcrowded, there are many small grocery stores and street vendors. 

 

3. Beneficiary’s Relationship with BISP:  
 

Sidra was a beneficiary during BISP Phase I (Parliamentarian Phase). She got the application 

form from Tehsil Nazim’s office and submitted it there after filling the form with an attached 

copy of her CNIC. Her first instalment arrived in October 2009 through the postman. 

 

Her PSC survey has not been conducted, although the survey team visited her mohallah, even her 

uncle was surveyed who lives in the upper storey of the same house. She said that they did not 

know what it was conducted for, so they did not bother to contact the survey team. She is not 

aware of the eligibility criteria in the PSC phase, and does not know about lodging a complaint 

with BISP regarding missed out household. She thinks of BISP as a Peoples Party Government 

program to provide financial assistance to the poor people like herself. She thinks the program 

should be continued regardless of the change in government or that new cash assistance programs 

should be initiated by the every government. 

 

Sidra has used the BISP money for her education - she submitted her admission fee at local 

government college and bought some books.  

 

She learnt about the complaint redressal mechanism for the payment issues from BISP staff 

during her visit to office in early January 2011, when she went there with her mother to request 

for continuing her cash grant. But the staff did not educate her about redressal of complaints 

regarding ‘missed out household’. 

 

4. How did the complaint/grievance emerge? 
 

Sidra used to receive her money orders at irregular intervals. She received seven money orders of 

Rs.14,000 in June 2011. She had no idea that BISP has discontinued the payment for Phase-I 
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(Parliamentarian Phase) in June 2011. When she did not receive any money order for six months 

she asked the Postman about her money order. The Postman told her that her money orders have 

been stopped by BISP. She, then visited the Post Office, which was at a walking distance from her 

house, where they told her about the discontinuation of the BISP Phase-I instalments and advised 

her to contact the BISP office for further information.  

 

She did not believe what the Post Office staff told her about the discontinuation of BISP Cash 

Grant as she observed that some neighbouring beneficiaries were still receiving the cash grant. 

Confused and worried, she went to the BISP Divisional Office Lahore with her mother to request 

for the continuation of her money orders. She went there on rickshaw and paid Rs.300 for return 

trip. She took her CNIC and the BISP money orders receipts with her. 

 

At BISP Divisional Office, she discussed her problem with the staff and was briefed about the 

BISP procedures. The staff also checked her payment record and told her that a total of Rs.31,000 

through 13 money orders has been generated in her name. She counted the receipts and found that 

two money order receipts of Rs.5,000 were missing. She did not remember how much money she 

had received in total and assumed that the two money orders have been misappropriated by the 

Postman. 

 

Assistant Complaint at BISP Divisional office helped her in lodging her complaint. She wrote a 

complaint, addressed to Divisional Director BISP, and submitted to the Assistant Complaint. The 

complaint was entered into the complaint register on 4
th
 January 2012.  

 

5. Processing of the Cases: 
 

At BISP Divisional Office Lahore, the Assistant Complaint registered the complaint in ‘payment 

complaint register’ and the record was also maintained on an excel sheet.  The complaint was kept 

with other complaints in the payment complaint file. 

 

On 4
th
 January 2012, Divisional Director BISP Lahore forwarded the complaint along with copy 

of CNIC and payment record to the Coordinator Special cell (FSS/BISP) PMG Central Punjab 

Lahore with copies to (i) Director General BISP Punjab, Lahore, and (ii) Deputy Director 

Payments BISP Islamabad. In his letter the Divisional Director BISP requested for an inquiry 

against the concerned postman and to recover the embezzled amount on top priority. The two 

money orders which the complainant had not received were highlighted in the payment detail of 

beneficiary. 

 

On receipt of this complaint by the Coordinator of Special Cell (BISP) at the PMG office Lahore 

on 9
th
 January 2012, it was entered in the complaint register and a separate file (No.BISP-MO-

Comp-458/12) was opened for the processing of the complaint. 

 

On the same day, the PMG office Lahore forwarded the copy of complaint to the DS (PS) West 

Division, Lahore, for conducting an enquiry and report back in a weeks’ time. The copy of letter 

was sent to the Divisional Director BISP to inform him that the procession of her complaint has 

been started. On 10
th
 January, DS(PS) sent a letter to the AS(PS), West Division Lahore for 

conducting an enquiry for the verification of non-paid BISP money orders to the beneficiary. A 

copy of the letter was also sent to the PMG Lahore for information. 

 

DS(PS) submitted a detailed inquiry report on 31
st
 January 2012, based on the inquiry conducted 

by the ASPS West Division Lahore on 17
th
 January, along with the signed and witnessed 

statement of the complainant. In the report, the DS(PS) summarized the findings of the inquiry 

and wrote that during the inquiry it was confirmed that the beneficiary has received all the 
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payments of BISP money orders correctly and the concerned postman is not found guilty in this 

case. 

 

Sidra also stated in her written statement that she lodged the complaint due to confusion and did 

not realize that she might have left the said money order receipts at her in-laws house while 

shifting to her parents’ house. She also stated that she has received all her BISP instalments 

regularly from the postman at her doorsteps and has no complaint with the postal staff. She has 

apologized for her mistake and requested to file the case. 

 

On 2
nd

 February 2012, the PMG communicated the findings of the inquiry along with the 

enclosed statement of complainant to the BISP Divisional Office Lahore, from where the 

complaint was received. The whole process was completed in less than a month. 

 

6. Observations:  
 

a. General Observations: 

 

Sidra has been a BISP beneficiary in the Parliamentarian Phase and received total amount of 

Rs.31,000 in 13 installments that she spent on her education. Despite their constrained 

financial condition, the family seems to give education its top priority. Both the children of 

Mr. Naseem Baig are educated. The beneficiary aspires to start a career as a teacher, and for 

that she has decided to acquire B.Ed. degree from Allama Iqbal Open University. 

 

The complaint was resolved and the beneficiary showed complete satisfaction about the 

complaint redressal process.  

 

b. Observations at the beneficiary level 

 

The survey team visited their place in April-May 2011 but somehow they left their house. She 

told that the BISP staff at the Divisional/Tehsil Office did not tell her about the redressal 

process of the missed out household. She further said that staff behaviour was not very 

cooperative and they did not listened to her attentively, and just told that her BISP cash grant 

cannot be resumed by any means.  

 

Sidra also told that her (ex) husband and his family did not know about her BISP money 

orders, and the postman would bring the money orders at her parents’ address, which was 

written on her CNIC. Usually postman used to call her brother about the delivery date and she 

then visit her parents’ house to receive her money orders. She said that she never faced any 

problem regarding the payment and the complaint was lodged due to a misunderstanding. She 

realized this at the time of the inquiry when the postman showed her the paid vouchers of all 

the money orders he had been paying her. Then she recalled about her departure from her 

husband’s house during the divorce trial that some of her belongings were left behind, and 

those two receipts may also have been left there too.  

 

c. Observations at BISP/Payment agency level 

 

When a payment complaint is received at BISP Divisional Office, Lahore, it is kept with other 

complaints in a file. It is also entered in a register and monthly summary on excel is prepared. 

The complaint is sent for processing to the Payment Agency. On submission of the enquiry 

result by the payment agency the result is filed in the same complaints file and no further 

action is taken as the complainant’s statement attached to the result shows that she is satisfied 

with the result of the enquiry and her complaint has been address. 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 1 - Payment Case Studies 

P-Upper Punjab-16 
 

J40252714 

GHK Consulting Ltd. 80 

At PMG Lahore, the BISP is handled by the Special Cell. There is an established system for 

payment complaint handling and only those complaints are catered which are submitted by 

the beneficiary herself and the ones forwarded by any office of BISP. 

 

When a payment complaint reaches any level/ office of Pakistan Post, it is processed 

according to the established system for dealing with misappropriation of money orders. A 

separate file is opened for each complaint by Coordinator of Special Cell (BISP) at the PMG 

Office Central Punjab. When the complaint is forwarded to DSPS of a district for enquiry a 

copy is also forwarded to DPMG of the region so that he can oversee the progress. Reminders 

are regularly sent in case the enquiry is delayed. It has been observed that the enquiry of a 

complaint is usually completed in less than two months. In case of misappropriation, 

disciplinary action is taken against the relevant postal staff which may lead of dismissal from 

government service.  

 

The PMG staff at BISP Special Cell has suggested that to avoid unnecessary wastage of 

resources, the BISP offices should conduct an initial inquiry for the confirmation and validity 

of the complaint before forwarding it to the PMG or any level of Pakistan Post for inquiry. 

However, they appreciated the specific money order numbers highlighted in the list forwarded 

by the BISP in this particular case. 

 

7. Lessons learnt/Conclusion 
 

 Pakistan Post has an established complaint redressal mechanism regarding non-payment of 

money orders and the same is being used for investigating complaints of non-receipt of BISP 

money orders. 

 The complaint has been redressed in less than a month’s time, and proper BISP protocols 

have been followed at every level of redressal mechanism. 

 

8. Recommendations 
 

 The 1
st
 BISP letter to the beneficiary should mention the amount of the 1

st
 installment that she 

will receive – and the expected month when she will receive the amount. The letter should 

also suggest some method of keeping the record of MO receipts securely. This would help in 

reducing the chances of misappropriation and misunderstanding at beneficiary side.  

 It is important that awareness should be created about where a receiver woman/ complainant 

should file her complaint. 

 To avoid unnecessary duplication and increase in workload, it should also be clearly stated 

that which level of BISP office should forward the complaint to which level of Pakistan Post. 

Similarly the recipients of copies should also be clearly named. This should be adopted as a 

standard practice in all payment related complaints. 
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Payment Case Study Number: P-Upper Punjab-17 

Nature of Case: Partial Payment. Deduction of Rs.1,100 by the 

Branch Postmaster from 11 MOs 
Complainant/ Beneficiary: Shamim Akhtar 

Wife of: Abdul Haleem 

Complainant, if not beneficiary herself:  
Address: Village Randhawa, Dakkhana Khas, Tehsil Pasrur, 

District Sialkot. 

CNIC Number: 34602-7991269-2 

PSC form number: 21995827 

Date Study Conducted 28
th
 December 2011 

 

1. Summary of the Case study: 
 

This complaint has been lodged by the beneficiary against Branch Postmaster for partial payments 

she received under Phase-I (Parliamentarian Phase). In her written complaint the beneficiary, 

Shamim Akhtar, stated that the Branch Postmaster deducts Rs.100 from each BISP instalment at 

the time of delivery and requested BISP to help her in getting her money back. 

 

The matter surfaced during the process of verification of postal payments and the complaint was 

lodged on the guidance of Assistant Director BISP Tehsil office Pasrur. This complaint has been 

resolved as the Branch Postmaster returned the deducted amount to the complainant as a result of 

inquiry conducted by Pakistan Post. 

 

2. Beneficiary/Complainant’s Profile and Background Information: 
 

Shamim Akhtar is 29 years old, married and illiterate woman. She has two sons who are too 

young to attend the school at the moment. Her husband (Abdul Haleem) is a driver who works on 

daily wage at a Taxi Stand in Sialkot. The average monthly earning of her husband is around 

10,000 rupees. She herself is a housewife and is not involved in any income generation activity.  

 

She lives in a three marla cemented house, which consists of two rooms, one kitchen and a 

bathroom. Her mother in law owns the house and lives in the same premises. The family’s notable 

belongings include a colour television with satellite cable connection, a refrigerator, a washing 

machine, two functional mobile phones and a bicycle. 

 

The area where she resides is known as Village Randhawa which is around 8 kilometres from 

Pasrur-Daska Morr (Main Chowk Pasrur). The street leading to her house is semi paved and has 

properly covered sewerage system. There is also government higher secondary school for boys 

and girls near to her house. There are five other houses in their street. 

 

3. Beneficiary’s relationship with BISP: 
 

Shamim was selected as BISP beneficiary under the parliamentarian phase (Phase-I) in the year 

2008. She got the form from a notable (Dr. Muhammad Arshad- a dispenser and also Branch 

Postmaster of Randhawa Post Office) who lives near her home. She didn’t receive any letter from 

BISP regarding her eligibility in BISP Program. She had a valid CNIC at the time of Phase-I 

selection. She had received the first BISP instalment of Rs.5,000 from the Branch Postmaster in 

March 2009. 
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She was surveyed for PSC by the enumerators in June 2011 at her door step and received an 

acknowledgement slip. However, based on her high PMT score, she is ineligible for Phase II cash 

grants. 

 

Shamim got the information about Benazir Income Support Program from TV and also from the 

survey enumerators. She stated that “yeh program ghareeb aur bay-sahara logon kay liye banaya 

gaya hay”. She is a supporter of Pakistan People’s Party as she elaborated that “uski walida 

marhooma nay usay nasihat ki thi keh jab bhi election hon to vote hamesha Bhutto ko hi 

daina”.She utilized the cash assistance from the program for the purchase of groceries and for 

buying clothes for her children. 

 

4. How did the complaint/grievance emerge? 
 

In June 2011, Assistant Director BISP Tehsil office Pasrur, Mr. Rizwan Siddique, visited village 

Randhawa for verification of postal payment. During the verification process he received some 

complaints that, at the time of each disbursement, the Branch Postmaster (Muhammad Arshad) 

regularly charges Rs.100 from beneficiaries as Kharcha Pani. The Assistant Director asked the 

beneficiaries why they didn’t complain about the problem upon which they showed complete 

ignorance about the location of BISP office and its complaint registration mechanism.  

 

The Assistant Director explained the complaint registration mechanism and advised the 

beneficiaries to lodge the complaint against the Branch Postmaster so that they can get their 

money back. Assistant Director also told beneficiaries that the Branch Postmaster is a government 

servant and he is getting salary from Pakistan Post for his services and there is no need to pay him 

any Kharcha Pani.  

 

When the Assistant Director asked the beneficiaries to lodge the complaint at BISP Tehsil office 

he found that they are reluctant to lodge the complaint as the Branch Postmaster (Dr. Muhammad 

Arshad who is a Branch Postmaster and also a dispenser) is resident of their area and he had 

distributed parliamentarian phase forms to most of the beneficiaries. At this, the AD assured them 

his full support and suggested that if they don’t lodge a complaint at this time then other 

beneficiaries are likely to suffer in future. Shamim Akhtar showed courage and decided to lodge 

the complaint against the Branch Postmaster. She also motivated and convinced some 

neighbouring beneficiaries and as a result they agreed to lodge the complaint against the Branch 

Postmaster. 

 

5. Processing of the Case: 
 

On the guidance and motivation of Assistant Director, Shamim and some other beneficiaries 

agreed to lodge the complaint against the Branch Postmaster for illegal deductions from BISP 

payments. The Assistant Director helped the beneficiaries in writing a complaint on a simple 

paper and then they also affixed their thumb impressions on that complaint.  

 

On 18
th
 June 2011, Assistant Director BISP Tehsil Pasrur (Mr. Rizwan Siddique) wrote a letter to 

the AS (PS) Tehsil Pasrur requiring investigation of complaint regarding illegal deduction from 

BISP money orders. In the letter it was stated that during the verification/confirmation of BISP 

payments from the beneficiaries of village Randhawa he came to known that the Branch 

Postmaster (Dr. Muhammad Arshad) always deducted Rs.100 from each money order of 22 

beneficiaries and the total amount of such deductions is Rs.23,900. It was also stated that during 

the process of initial investigation the concerned Branch Postmaster acknowledged these 

deductions and he agreed to pay back the amount at the earliest. Assistant Director BISP also 

requested AS (PS) Tehsil Pasrur to conduct an inquiry of the complaint and take appropriate 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 1 - Payment Case Studies 

P-Upper Punjab-17 
 

J40252714 

GHK Consulting Ltd. 83 

action against the Branch Postmaster to stop such corruption in future. A copy of this letter was 

forwarded to the Divisional Director BISP Gujranwala and DS (PS) Sialkot Division for 

information. 

 

AS (PS) upon the completion of inquiry submitted the report to the office of DS (PS) Sialkot 

Division. In its finding the AS (PS) confirmed that the concerned Branch Postmaster has been 

found guilty and he has been deducting amounts from BISP payments and further noted that he 

has now returned the amounts to the relevant beneficiaries. 

 

On 11
th
 July 2011, DS (PS) Sialkot Division, Dr. Saeed Ahmad wrote a letter to Mr. Rizwan 

Ullah Qamar, AS (PS) Sub Division Pasrur in which he was directed to shift the charge of Branch 

Postmaster and arrange a suitable person at once. It was also highlighted by the DS (PS) that the 

matter is most urgent and require immediate action of appointing a suitable person on the 

position. Copy of this was also forwarded to Assistant Director BISP Tehsil Pasrur for 

information. According to Assistant Director the concerned Branch Postmaster has been replaced 

as he was found guilty. The Branch Postmaster paid about Rs.20,000 to the complainants on 15
th
 

July 2011 at a common place and returned the remaining amount of Rs.3,900 on 22
nd

 July 2011. 

 

6. Observations: 
 

a. General Observations: 

 

In this case the receiver woman didn’t receive any letter from BISP regarding her eligibility in 

BISP program and she did not know what to do in case of any complaint/query. Complaint 

Forms are neither available at BISP Tehsil Office nor sent to beneficiary.  

 

The prescribed BISP complaints process is based on electronic filing/redressal of complaints 

while the Complaints Management System is yet to be made operational. Presently the staff at 

BISP Tehsil Office Pasrur is maintaining the record of payment related complaints in files. 

They also prepare a summary of complaints for submission to their Divisional Office. 

 

The case was resolved in around three weeks and all the beneficiaries received the amount 

illegally deducted by the Branch Postmaster while delivering money orders. 

 

b. Observations at Beneficiary Level: 

 

The beneficiary was included in BISP under the Parliamentarian program, though she does 

not seem to be extremely poor. Shamim stated that she was utilizing the cash assistance by 

herself as she has to manage the budget for her family. 

 

She was satisfied with the result of the complaint and had no issue with receiving the BISP 

money at her door step through postman. She said, although the Branch Postmaster has made 

the illegal deductions from BISP money orders but she is of the view that the delivery of cash 

grant through postman is better than any other mechanism, because the cash is delivered 

directly to the beneficiaries at their door step. 

 

c. Observations at BISP/Partner agency level: 

 

When the BISP Tehsil office receives any payment related complaint they file it in a file, 

designated for all payment related complaints, and assign it a specific number. The complaint 

is then sent for processing to the Payment Agency. All related correspondence and inquiry 

result are also filed in the same complaints file. BISP office takes no further actions in case 
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complainant’s statement (stating that she is satisfied with the result of the inquiry and her 

complaint has been addressed) is attached with the inquiry report. 

 

This complaint was lodged at BISP Tehsil Office Pasrur on a simple paper. The date of the 

complaint for the said case was not found in BISP’s record. However, the Assistant 

Complaint told that the complaint was forwarded by the Assistant Director BISP Tehsil office 

Pasrur to the office of AS (PS) Tehsil Pasrur on the same day it was received. i.e. on 18
th
 June 

2011. 

 

7. Lessons learnt and Conclusions: 
 

 The Assistant Director discovered the problem during postal payment verification process. He 

then guided the beneficiaries to lodge a complaint because the complainants had no 

information about the complaint redressal process of BISP. The particular case was resolved 

in about three weeks and the beneficiary received her money back but no written statement of 

beneficiary was available in the complaints record.  

 

8. Recommendations: 
 

 It is important that awareness should be created among the beneficiaries about where they can 

file their complaint.  

 Presently, BISP website under “Complaints Redressal Mechanism “ shows a two page note 

on complaints regarding “Procurement” only and do not provide any information about 

complaints regarding “Cash Grants” which is the core business of BISP.  

 There is a strong need to monitor the activities of postal staff, appointed at Branch Post Office 

level, as they are not permanent employees of Pakistan Post. The practice of test checking 

some payments at each payment cycle will help in avoiding misappropriation of money orders 

or illegal deductions from money orders. 
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Payment Case Study Number: P-Upper Punjab-18 

Nature of Case: Non-payment of 4 MOs for Rs.8,000 by the postman 

Complainant/ Beneficiary: Nasreen (As per her CNIC) 

Wife of: Irshad (As per her CNIC)  

Complainant, if not beneficiary herself:  
Address: Sialkot Road, Main Bazar Jagna, Street number 08, 

Mohallah Nai Abadi, Gujranwala. 

CNIC Number: 34101-6789631-2 

PSC form number: 16862948 

Date Study Conducted 11
th
 March 2012 

 

1. Summary of the Case Study: 
 

This complaint was lodged by the beneficiary Nasreen, against the Postman for embezzlement in 

the delivery of cash grant instalments. It was stated by the beneficiary in her complaint that she 

was surveyed almost a year ago (in January-February 2011) but, she received only two 

instalments of Rs.4000 although BISP generated Rs.12,000 in her name as shown in her Payment 

Detail. She lodged a complaint with BISP Divisional Office Gujranwala in November 2011. 

 

The problem emerged because the beneficiary’s house is located in Street number 08 while on her 

money orders a wrong address has been printed “Street number 06, Iftikhar Shaheed Colony” 

which is located just across the road. The postman could not locate the beneficiary’s house on the 

address given on the money orders and so returned her money orders to BISP as undelivered. 

Currently the Payment Detail in BISP website shows the status of payment as “Undelivered”, but 

from the Payment Detail attached with her complaint it is not clear whether the money orders 

have been delivered or not. The case was resolved in about four months. 

 

2. Beneficiary/Complainant’s profile and Background information: 
 

Nasreen is 50 years old, married, illiterate woman. She has 

eight children (four daughters and four sons). One son and two 

daughters are married. All of her children are illiterate except 

two daughters and two sons are attending the school. Her eldest 

son works in an automobile workshop. Her Husband suffers 

from arthritis and si is not involved in any income generation 

activity to support his family. Nasreen works as housemaid and 

usually earns Rs.5,000 a month. Her eldest son is around 30 

years of age who is married and living with his own family in 

the same premises.  

 

She lives in a four marla semi pacca self-owned house, which consists of two rooms with no wash 

room and a courtyard used as kitchen. The family belongings are a colour television with satellite 

cable connection, two mobile phones, few charpoys, utensils and a bicycle. The area where she 

resides is known as Jagna located on main Sialkot Road. Most of the streets in the area are paved 

and have drains. The street leading to her house is paved and has around fifty houses.  

 

3. Beneficiary’s relationship with BISP: 
 

She was not a beneficiary under the Parliamentarian phase, however, about a year ago, in January-

February 2011 she was surveyed by the PSC Survey Team. The enumerators visited her house 

and completed a PSC Survey Form. She told all the details to the survey team. After completing 
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the PSC Survey Form, the survey team gave her the survey acknowledgement slip for future 

reference. She has a valid CNIC that she shared with the survey team. Although she has been 

declared eligible (PMT 15.43) but she did not receive any BISP letter confirming her eligibility 

for BISP Phase II Cash Grants.  

 

She doesn’t know much about Benazir Income Support Program but she said “imdaad dey paisay 

Benazir da banda dainda aay”. She didn’t know about the nature of BISP program whether BISP 

is an NGO or a political/government program. But, she stated that “Sanu ass baray kuj nai pata”. 

 

She utilized the cash assistance for purchase of groceries and for treatment of her husband.  

 

She did not know about complaint registration process. She visited the BISP Divisional Office 

Gujranwala where she was informed by an officer about complaint mechanism. 

 

4. How did the Complaint/Grievance emerge? 
 

Nasreen Irshad is living with her family at Mohallah Nai Abadi  ̧ Gujranwala since last fifteen 

years. In November 2011, she received Rs.4,000 from the Postman at her doorstep while he 

delivered Rs.12,000 to a beneficiary living in her neighbourhood. She inquired about less 

payment on which the postman told her that he traced her house with lots of efforts, as her address 

on the money order is not correct, and delivered the amount issued by BISP in her name. The 

postman also informed her that BISP had also issued Rs.8,000 at her name but he could not locate 

her residence at that time and so he had returned those money orders. On asking about how she 

can receive the unpaid amount, the postman advised her to visit BISP Divisional Office, 

Gujranwala.  

 

About a week later, she along with her son went to BISP office, which is around 6 kms from her 

house by using auto rickshaw that cost her Rs.100. She took the survey acknowledgement slip and 

her CNIC with her. 

 

At BISP she discussed her problem regarding the delivery of cash assistance and less payment 

made by postman. The concerned officer, by taking her CNIC and Survey acknowledgement slip, 

checked the status of her survey form from BISP website. The officer informed her that she is 

eligible for BISP cash grant and so far Rs.12,000 have been generated in her name. She told him 

that till then she had received only Rs.4,000. 

 

The officer then guided her to lodge a complaint against the Postman for embezzlement of BISP 

money orders. The officer informed her that BISP has generated her money orders but it is the 

Postman who has not delivered this amount to her. She was advised by the officer to bring a 

stamp paper from Civil Courts (Katchehri). Her son went there and brought a stamp paper for 

Rs.50. The officer himself wrote her complaint against the Postman for embezzlement of BISP 

money orders. The officer attached the copy of her CNIC and payment detail with the complaint 

and filed it in his record after getting her thumb impression. 

 

The officer advised her to wait for a month and not to visit BISP office again for this complaint, 

as they will inform her about the progress/inquiry. The officer also got her cell phone number and 

gave her the land line number of BISP office for further contact. She didn’t get any complaint or 

reference number.  
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5. Processing of the Case: 
 

When the complaint was received in BISP Divisional Office Gujranwala directly from the 

complainant, it was entered in a register used for recording the payment related complaints. A 

separate file (Dir/BISP/GRW/Compt-PMG-105/11) was opened for the complaint by the 

Assistant Complaint and then forwarded to the Divisional Director BISP Gujranwala on 4
th
 

November 2011. The Divisional Director Gujranwala forwarded the complaint to the office of 

Post Master General Central Punjab Lahore on the same day. Copy of complaint, copy of CNIC 

and copy of payment details were also attached with the letter. In the covering letter it was 

requested by the Divisional Director BISP Gujranwala that the complaint may be investigated and 

result reported back to his office within seven days. A copy of this letter was marked to Director 

General BISP Lahore and to the Director Payments BISP HQ Islamabad. 

 

When this complaint reached the office of Post Master General Central Punjab Lahore on 11
th
 

November 2011, it was entered in a register and then a separate file (BISP-MO-Comp-436/11) 

was opened for this case. On 11
th
 November 2011, a letter was forwarded to Deputy Postmaster 

General Sialkot Region. The DPMG was instructed that this complaint has been received from 

BISP Division Office Gujranwala and he was advised to get the matter inquired and report back 

within a week positively. On 14
th
 November 2011, office of the DPMG Sialkot Region (ADPS) 

wrote a letter to Chief Postmaster Gujranwala GPO with the instructions to submit his report 

directly to circle office Lahore within three days. Many reminders were sent subsequently.  

 

On 22
nd

 December 2011, DS (PS) submitted the inquiry report to the Coordinator Special Cell 

(BISP), office of the Central Punjab Lahore. It is stated in this report that the matter was inquired 

through Mail Overseer (Mr. Mehboob Ahmad) who reported that the beneficiary received two 

money orders of Rs.4,000 (money order number 1002864, 2496), but the remaining money orders 

were returned as Undelivered due to wrong address. The Mail Overseer further stated that the 

beneficiary is residing in Street No. 08, Jagna while on her money orders wrong address has been 

printed as Street No. 06, Iftikhar Shaheed Colony. DS (PS) requested to the Coordinator Special 

Cell (BISP) and also to CPM Gujranwala GPO that for further processing of case his office needs 

four BISP MO’s voucher of the beneficiary. A copy of this letter/report was marked to the office 

of DPMG Sialkot Region and also to the office of CPM Gujranwala GPO.  

 

On 27
th
 December 2011, the Coordinator Special Cell (BISP) wrote a letter to CPM Gujranwala 

GPO and advised him to provide the paid vouchers demanded by DS (PS) Gujranwala Division 

without any delay for the completion of inquiry. A copy of this letter was marked to DS (PS) for 

information. On 29
th
 December 2011, DS (PS) informed to the Coordinator Special Cell (BISP) 

that he got four money order vouchers from CPM Gujranwala GPO and found them returned as 

Undelivered. A copy of this letter was marked to the office of DPMG Sialkot Region for 

information.  

 

On 06
th
 January 2012, the Coordinator Special Cell (BISP) informed the Divisional Director BISP 

Gujranwala through letter that the BISP MO in the name of beneficiary returned as Undelivered. 

So, this case stands closed. 

 

6. Observations: 
 

a. General Observations: 

 

This complaint was filed at BISP Divisional Office Gujranwala and forwarded to the office of 

PMG Central Punjab Lahore for necessary action. It has been observed that the postal 

authorities took around three months in finding out that there has been no 
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embezzlement/misappropriation as the money orders generated for the complainant are being 

shown as “Undelivered” in her payment detail. These were returned as “undelivered” because 

the beneficiary’s address was incorrectly written on the money orders. 

 

b. Observations at Beneficiary Level 

 

Irshad was selected as BISP beneficiary after the PSC Survey. Her husband is unable to 

contribute to the family income due to sickness. Consequently his wife is working as a 

housemaid to meet the household expense.  

 

The beneficiary is still unaware about the results and findings of the complaint. As a result 

she is still waiting to receive the money orders which have been issued in her name.  

 

She does not know about BISP eligibility criteria but she considers herself as BISP 

beneficiary. She is anxious to receive the cash assistance from BISP as she stated that “ 5000, 

7000 say aaj kay mushkil waqt main kya banta hay, ghar ka choolha jalana mushkil ho gaya 

hay”. 

 

Although, the beneficiary lodged the complaint but she didn’t disclose to BISP staff that the 

postman explained her why she did not get the money orders for Rs.8,000 and that these were 

sent back to BISP as undelivered.  

 

c. Observations at BISP and Pakistan Post: 

 

It has been observed that this particular complaint has been lodged due to incomplete 

information on the payment detail which is attached along with complaint and shows the 

payment delivery status in some numeric figure (not showing whether the payment has been 

delivered or remains undelivered). The concerned officer from BISP, Coordinator Special 

Cell (BISP) and DS (PS) subdivision Gujranwala did not check the actual status before 

lodging the complaint and starting the investigation. As a result, this case took around three 

months to reach the conclusion that the payment status in her Payment Detail shows that the 

money orders were “Undelivered”.  

 

Although the prescribed process has been adopted to address the complaint, but the 

complainant was not informed about the final result and findings of lodged complaint.. 

 

7. Lessons learnt and conclusions: 
 

 The payment details attached with the complaint is showing some numbers instead of delivery 

status.  

 In this case, the receiver woman lodged her complaint in BISP Divisional Office Gujranwala 

on the guidance of postman and BISP officer. 

 Although the BISP officer guided the receiver woman about complaint mechanism available 

at BISP, but neither was the beneficiary informed about the status of the complaint result nor 

was she informed that now she need to file an application for “Change in Address” so that the 

address in BISP record is corrected.  

 

8. Recommendations 
 

 It is important that awareness should be created about where a receiver woman/ complainant 

should file her complaint. 

 The Payment Detail should be regularly updated to avoid such un-necessary complaints. 
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 Training should be provide to BISP Officers/complaint handlers to collect correct information 

regarding any payment related complaint before staring formal inquiry process. This will save 

a lot of time and will reduce number of complaints as well.  

 The results of complaint must be conveyed to the complainant upon completion and findings 

of the lodged complaint.  
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Payment Case Study Number: P-KPK-01 

Nature of Case: Non-payment of five MOs for Rs.10,000 by the 

Postal Department 
Complainant/ Beneficiary: Bibi Lal Maro 

Widow of: Meerram Khan 

Complainant, if not beneficiary herself: Lal bad Khan (Son) 
Address: Mohalla Harcha Kalay, Kohat, Jarma. 
CNIC Number: 216040-889486-6 

PSC form number: 5121778 

Date Study Conducted 22
nd

 December 2011 

 

1. Summary of the Case Study 
 

Bibi Lal Maro, widow of Meerram Khan is an IDP of Orakzai Agency whose family has taken 

refuge in Kohat district. She is an eligible beneficiary of BISP. According to her Payment Details, 

5
th
 installment of Rs.2,000 each, were generated on 25

th
 April 2011 and were shown as 

delivered/paid to her on 4
th
 July 2011, but the beneficiary complained that she had not received 

these payments. 

 

She lodged a complaint with BISP Tehsil Office Kohat on 1
st
 October 2011. Due to the action by 

Assistant Director, BISP and Assistant Superintendent Postal Service Kohat the beneficiary 

actually received the embezzled amounts which were being shown as delivered in her Payment 

Detail. In this case, the processing of the complaint was done verbally and a formal enquiry was 

not conducted. However, according to the beneficiary she is satisfied as she received the entire 

amount in October 2011 as a result of filing of this complaint. 

 

2. Beneficiary/ Complainant’s Profile and Background Information 
 

Bibi Lal Maro, widow of Meerram Khan is actually a resident of Orakzai Agency. Most of the 

IDPs are located at Harcha Kaley Jarma Kohat. Her age is about 60 years old and she has four 

children out of which two are married and working on daily wages but they cannot afford to 

provide sufficient food and livelihood for their mother in this old age.  

 

She is living in a rented one room house with her children and daughters-in-laws in Jarma. She is 

also responsible for two disabled sons and her mother. She does not have resources to provide for 

their medicine and treatment. She is suffering from diabetes and high blood pressure. She is 

illiterate and has no source of income to support her family in these hard days.  

 

3. Beneficiary/ Complainant’s Relationship with BISP 
 

She was not a beneficiary of BISP during the Parliamentarian Phase. In October 2010 a PSC 

survey team registered her in Jarma (the IDPs were registered at the places where they started 

living), and she received acknowledgement slip. She possessed a valid CNIC which she showed 

to the enumerator who filled her form. She received an intimation letter from BISP informing her 

of her eligibility for the program. 

 

She did not profess much knowledge about BISP, its processes or the complaint registration 

system initially; she learnt about the complaint process only after she visited the BISP Tehsil 

Office.  

 

She is keen to use her cash grants on medicine and treatment for her children and herself.   
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4. How did the Complaint Emerge? 
 

Bibi Lal Maro received intimation letter from BISP after being declared an eligible beneficiary. 

The family was hence surprised when Lal Maro did not receive any payments when others in the 

neighborhood started receiving theirs. She often sent her son to the Jarma Post Office to check if 

her money orders had arrived but he always came back empty handed and without any 

information of the whereabouts of her MOs. He was given the excuse that all payments for 

Orakzai Agency had been stopped or postponed due to the worsening security situation in the 

area.   

 

Finally, she sent him to the BISP Divisional Office Kohat where he found that 5 money orders 

have been generated and have been shown as delivered to her. She was directed to the BISP 

Tehsil Office Kohat located in KDA Kohat, and advised to lodge a complaint against non-

payment of 5 money orders for Rs.10,000 by the postman.  

 

5. Processing of the Complaint 
 

The case for non-payment was lodged at the BISP Tehsil Office Kohat on 1
st
 October 2011. The 

Assistant Complaints registered the case and then shared the details of the case with the Assistant 

Superintendent Postal Services at the GPO Kohat. The ASPS questioned the postman about the 

payments; all communication between the ASPS, the Assistant Complaints and the postman was 

verbal; nothing was mentioned in writing. On the fifth day after the complaint was lodged, after 

much persuasion by both the Assistant Director of BISP and the ASPS the postman repaid the 

embezzled amount to Bibi Lal Maro.  

 

6. Observations 

 
a. General Observations 

 

The case was handled quickly and efficiently by BISP staff and the ASPS. Even though no 

official inquiry took place as required under formal complaint redressal mechanism, her 

money was returned to her within a week of her lodging the complaint. 

 

b. Observations at the beneficiary level 

  

The beneficiary is very happy with the staff of BISP and Pakistan Post because due to their 

active involvement she could recover her misappropriated money orders from the postman. 

 

c. Observations at BISP / Payment Agency Level 

 

The BISP Office, at Tehsil level, had entered the complaint as per their existing 

system/procedure and verbally informed the payment agency. The response from payment 

agency regarding complaint redressal was prompt.  

 

The case has been solved due to persuasion of the BISP staff and ASPS in five days.  The 

complaint redressal was informal and enquiry proceedings as required under the standard 

complaint redressal mechanism of Pakistan Post were not followed. 

 

7. Lessons Learnt/ Conclusions 
 

 Bibi Lal Maro being an illiterate woman did not know how to tackle her case but she was 

advised by BISP Tehsil Office to file her complaint.  
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 This complaint has been resolved due to the active involvement and persuasion of the 

Assistant Complaints of BISP and the ASPS Pakistan Post. Though such informal complaint 

redressal is beneficial to the complainants as they recover their money but these fail to 

address the organizational problems, as well as, punish the defrauding postman. 

 

8. Recommendations 
 

 Specific public campaign need to be launched regarding BISP cash grant program and the 

complaint redressal mechanism. 

 Complaints should be formally addressed so that organizational problems of Pakistan Post 

could be addressed. 
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Payment Case Study Number P-KPK-02 

Complainant/ Beneficiary Zikrat Bibi 

Wife of: Tofique Shah 

Complainant, if not beneficiary 

herself 

Tofique Shah 

Address Tanaki Langra, Havelian, Abbottabad 

CNIC Number 1310187134126 

PSC form number 6257024 

Date Study Conducted 22-Dec-2011 

 

1. Summary of the Case Study 
 

Zikrat Bibi wife of Tofique Shah stated in her written complaint that she had only received 

Rs.2,000 in March 2011 and after this date she claimed that she had not received any further 

payments. The complaint was addressed to the Assistant Director (AD), BISP Tehsil Office 

Havelian and sent on the 27
th
 of October 2011.  In her complaint she stated that she had 

questioned the postman who served Tanaki Langra, on why her MOs were not coming. In 

response the postman, named Ilyas Shah Ji said, “There was no MO generated by BISP in her 

name or CNIC”. After some time had passed, she again confronted him with the same question 

and his reply this time was at variance with the original reply. He said “No matter what you do, I 

am not going to give you the cash”. They visited him several time but the statements they 

received from the postman used to change each time. In one of the visits from Zikrat and Tofique 

Shah he was asked why he was refusing to hand over the cash grant on time to the beneficiaries 

and Ilyas Shah Ji replied: “Kya karoon mehngai itni hai ke kharch ho jate hain” 

 

Her complaint was picked up by the Assistant Director BISP who promptly approached the postal 

department for addressing the complaint. The AD BISP and Post Master persuaded the postman 

to reimburse the entire amount (Rs.12,000) to the complainant. The processing took slightly more 

than a month and the complainant received her entire amount. 

 

2. Beneficiary/Complainant’s Profile/Background information 
 

Zikrat Bibi is the wife of Tofique Shah and they live in Mohallah Langra Tanaki, Post Office 

Havelian, District Abbottabad. She is 35 years old and has had no formal education. She is 

suffering from diabetes which is leading to loss of sight; her health is deteriorating fast and she is 

extremely worried about the fate of her 6 school aged children. Langra Tanaki is a poor village 

located about 1 kilometre away from the nearest main road. The street leading to her house is 

unpaved and lacks any form of drainage system. 

 

The house she lives in with her family is an open pucca structure made of concrete blocks. It 

comprises of one room only with an outside kitchen and a roofless toilet which is adjacent to the 

building. Her home is unpainted. The family is using half of their courtyard as an outdoor kitchen 

garden. Her family’s only source of income is her husband’s salary which he earns as a driver of a 

private vehicle. His income is insufficient for providing for a family as large as hers and she said: 

“Hummaraa guzara pehle hi mushkil say hota tha aur ya phir qarz lay ke kuch guzaraa kar letay 

thay” 

 

3. Background of Relationship with BISP 
 

The beneficiary was not a recipient of the BISP cash grants under the Parliamentarians’ 

Programme. In the second phase she was declared an eligible beneficiary for the cash grant 

scheme. 
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The PSC survey of her household was held sometime in October 2010 and she received an 

acknowledgement slip after the survey. This was soon followed by an eligibility letter. Zikrat Bibi 

possesses a valid computerized CNIC. 

 

Zikrat Bibi claimed to initially have no idea about the existence or processes of a complaint 

redressing mechanism. However, with the assistance and guidance of some of her husband’s 

friends she managed to submit an application to the BISP Tehsil office at Havelian. She expressed 

her satisfaction with the way a BISP office official handled her case, helping her get her MO from 

the postman. She explained that she had no complaints with regard to BISP officials and staff, her 

issues emanated solely from the actions of the postman named Ilyas Shah Ji. 

 

She said that if the grants process were to be continued she would spend the money on her house 

and children. She commented that the amount she is entitled to receive would be a major source 

of support for her; allowing her to buy books and clothes for her family, especially considering 

that winter is coming soon and there is a range of items she must buy for her children. 

 

4. How complaint/grievance emerged? 
 

At the time that the postman started bringing money orders for other eligible women in her 

locality she began to wonder why she wasn’t receiving her payments. She made enquiries about 

her MOs from the local postman who repeatedly informed her that no cash grants were being 

generated for her. Her husband Tofique Shah discussed this with his friends and on their advice 

visited an internet café to check the status of his wife’s payments online. He learnt that 6 

instalments (total Rs.12,000) have been generated in his wife’s name between February 2011 and 

August 2011 of which five had been shown as delivered /paid to her although she had not 

received any of these. Alarmed, the couple then went to the BISP Tehsil Office Havelian where 

they were informed that Zikrat Bibi was classified as ‘eligible with discrepancy’. This information 

contradicted the eligibility letter that she had received which made no mention of a discrepancy. 

 

The couple was advised to submit a formal written complaint. They duly filled out and submitted 

the form for ‘non-receipt of BISP grant through money orders’ which they procured from the Post 

Office Tanaki Langra, District Havelian. 

 

5. Process of the case 
 

The complainant filed an application addressed to the Assistant Director (AD), BISP Tehsil 

Office Havelian on the 27
th
 October 2011.The complaint was entered in BISP Tehsil office record 

on 1
st
 November 2011 and then forwarded to the BISP Divisional Office and Pakistan Post on the 

2
nd

 December of 2011. 

 

The beneficiary’s husband subsequently re-visited the BISP Office Havelian more than six times 

to follow up on the status of the complaint. The BISP Tehsil office was unable to provide any 

updates on the progress of the complaint.  

 

During our attempt to trace the complaint since its filing date, the dates were not available with 

the Post Office Havelian so the GPO Abbottabad Cantt was visited. The ASPS (Assistant 

Superintendent Postal Services) Mr. Abdul Nasir at the GPO was requested to provide an update 

regarding Zikrat Bibi’s complaint. He claimed the complaint was never officially received by the 

Postal department from the GPO Abbottabad or from the BISP Divisional or Tehsil Office. 

 

An interview with the AD BISP Mr. Tariq Mehmood revealed that the complaint had been 

followed up, although it had been handled informally, i.e. the Post Master and AD BISP had 
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compelled the postman to repay the misappropriated amount to the complainant without any form 

of written acknowledgement or record for the processing of the complaint. According to the AD 

BISP, once Tofique Shah had registered his wife’s complaint at the BISP Tehsil Office Havelian 

the AD had called the Postmaster of Havelian Post Office and enquired the complaint against 

Ilyas Shah Ji postman for Tanaki Langra. The Postmaster Havelian Post Office assured the AD 

BISP that he would look into the matter personally and ensure that it was resolved soon. 

 

Mr. Tariq Mehmood AD BISP said that the Post Office had failed to reply to his queries on the 

progress of the inquiry, nor did he receive any form of feedback. On the other hand, the postal 

department said that they had not received his complaint for enquiry and it had probably been 

handled verbally. 

 

The Postmaster of Havelian Post Office and AD BISP met Ilyas Shah Ji the postman Tanaki 

Langra in the presence of the complainant on the 2
nd

 of December 2011. They asked him to hand 

over the cash payments that were outstanding to the husband of Zikrat Bibi, and warned him that 

an application had already been submitted to the headquarters which would invite an inquiry. 

Upon being threatened by strict action, the postman relented and handed over Rs.10,000 to the 

complainant on the same date. He returned again in the afternoon to give back the remaining 

Rs.2,000.  

 

The complainant received her cash because her claim was pursued by the BISP and Post Office 

staff. Her complaint was resolved in an efficient manner and she received the entire amount that 

had been misappropriated. She expressed satisfaction and feels that no further action needs to be 

taken.  

 

6. Observations 
 

a. General Observations 

 

The state of the beneficiary’s house revealed her financial situation. She expressed 

contentment at first but at one point she started crying and said that sometimes life is too 

harsh but then Allah intervenes and gives you the courage to fight through it. Her husband 

was standing by, and both had tears in their eyes. She was satisfied with the resolution of her 

complaint and had no issue with receiving the money at her doorsteps through the post office. 

 

b. Observations at the beneficiary level 

 

The beneficiary was the primary care-giver of a very deserving family who has the courage to 

fight their poverty everyday with simple small steps which may be counted as major mile 

stones for them. She is raising chickens and using their eggs to feed her children. In her house 

she manages a small kitchen garden and even finds time to help her neighbours with their 

vegetable patch. The beneficiary was very worried about the harshness of the coming winters 

but on the other hand expressed deep faith that Allah would help her. 

 

c. Observations at BISP/Partner agency level 

 

The BISP staff entered the complaint as per their existing system and forwarded it 

accordingly but there was no response from the payment agency regarding its progress. This 

meant that the AD had to put pressure on the postman before he eventually handed over the 

MOs. BISP Tehsil Office considers that the situation was fully under control and that the case 

had been successfully solved and the embezzled amount returned. On the other hand, the Post 

Office maintains that no written record of the complaint was forwarded to the postal 
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department for processing. The complaint was handled/solved through the personal efforts of 

AD BISP and Post Master. 

 

When the couple went to the BISP office in Havelian Tehsil they were informed that Zikrat 

Bibi was classified as ‘eligible with discrepancy’. This information contradicted the eligibility 

letter that she had received which made no mention of a discrepancy. When we checked her 

status online it showed her as ‘eligible with discrepancy’ it also showed that 6 MOs had been 

generated of which five were shown as delivered. No one in the BISP Tehsil Office paid any 

attention to the fact that a beneficiary tagged as ‘eligible with discrepancy’ had been receiving 

cash grants.  

 

7. Lessons learnt/Conclusion 
 

 The case was registered on 27
th
 October 2011 but was not immediately forwarded to Pakistan 

Post for redressal. The case forwarded on 2
nd

 December and the MOs which had not been 

delivered for months were handed over on the same date – though the postman earlier claimed 

that he had not received any MO in the beneficiary’s name. 

 The SOPs of the complaint redress mechanism were not adhered to. BISP and Pakistan Post 

must follow the complaint redress process and appropriate action must then be taken based on 

an official inquiry. The verbal resolution of complaints as in this case increases the likelihood 

of collusion between staff of BISP and Pakistan Post. This means that the cash grants of any 

number of beneficiaries may be misappropriated while staff is able to safeguard themselves 

from any action since there is no written record of the wrong doing. In such cases, only those 

who make a complaint, verbally or in writing, may be reimbursed their dues by the postman 

on the advice of a BISP official, and those who do not complain may lose their cash grant. 

 The beneficiary’s husband visited BISP Office Havelian more than six times to get 

information about the status of their complaint but the BISP Tehsil office was unable to 

provide him any updates. 

 

8. Recommendations 
 

 It is essential that beneficiaries should be aware of the complaints process and where and how 

she may file her complaint. 

 If the BISP Tehsil Offices were to display a list of beneficiaries it may help in minimizing 

complaints, or at the least minimizing confusion. 

 If possible all beneficiaries should have bank accounts, this would allow BISP to directly 

deposit their cash grant in the accounts via online banking, eliminating the need to use the 

post. This would however not be convenient for many receiver women spread across the 

Country, as some find it more convenient to have their MOs delivered by the postman at their 

doorsteps. 

 Prescribed procedure should be followed for addressing a payment complaint and it should be 

formally forward to Pakistan Post for redressal. The informal redressal of complaints provides 

an immediate fix to the individual complainant but does not promote improved governance 

within Pakistan Post. 
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Payment Case Study Number: P-KPK-03 

Nature of Case: Non Payment of 11 MOs for Rs.30,000; (ii) partial 

payment (Rs. 200 were deducted on the delivery of 

the 1
st
 MO) 

Complainant/ Beneficiary: Wajida bibi 

Widow of: Akhtar Khan 

Complainant, if not beneficiary herself: Ghulam Mustafa (son in law and nephew) 
Address: Mohallah galli chirhani, Langrial,  Havelian, 

Abbottabad 

CNIC Number: 13101-0909208-2 

PSC form number: 6274075 

Date Study Conducted 22
nd 

December 2011 

 

1. The Case Summary 
 

Wajida Bibi the widow of Akhtar Khan of Mohallah Galli Chirhani, Langrial, Havelian. She was 

declared a beneficiary in the parliamentarian phase and was also surveyed by PSC survey team 

for the 2
nd

 phase. Wajida Bibi received her 1
st
 installment of Rs.4.800 on 13

th
 May 2009 in which 

the postman had deducted Rs.200.And after wards she did not receive any installment for which 

she lodged a complaint in BISP Tehsil Office Havelian. Her complaint was for 11 MOs of 

Rs.30,000, in which one MO of Rs.4,000 was for flood relief payment which was generated on 

16
th
 August 2010 while the rest of the MOs of Rs.26,000 were for regular cash grant installments.  

 

Before lodging this complaint her son-in-law Mustafa repeatedly visited the post office but these 

visits gave no results therefore they visited BISP Tehsil Office Havelian 4
th
 October 2011and 

lodged the complaint for non-payment of Rs.30,000 and partial payment of the 1
st
 MO (postman 

de ducted Rs.200 on delivery of the 1
st
 MO). The copy of the complaint was sent to the GPO 

Abbottabad for redressal.  

 

The enquiry of the complaint was scheduled on 19
th
 Novomber 2011 which resulted in release of 

the embezzled amount and she received an amount of Rs.4,000 as flood money on 1
st
 Decmber 

2011 and the remaining Rs.26,000 on 2
nd

 December 2011. The enquiry reports say that the 

problem had occurred due to the absence of CNIC number on money orders. According to the 

Postman the pending MOs were delivered on 19
th 

October 2011 but were actually delivered on 1
st
 

and 2
nd

 December 2011, as against this, her Payment Detail still show that she received the money 

orders in different old dates  

 

2. Beneficiary/Complainant’s Profile/Background information 
 

Wajida Bibi, widow of Akhtar Khan lives in mohallah Galli Chirhani in Langrial, Havelian, 

Abbottabad. She is 55 years old and has never received any formal education. 

 

She is the mother of five girls and one boy, fortunately for her she has managed to marry off three 

of her daughters. Her two unmarried daughters and one son are in her charge; she is their only 

care-taker and sole provider. Her family occupies a one room pucca house with a makeshift 

latrine and kitchen. 

 

The road leading to her house is lined by open drainage on both sides, this is characteristic of her 

negihbour hood. The majority of villagers are farmers and the overall standards of living are very 

low in her locale. Like Wajida Bibi’s, most houses in the village have their own hand pumps since 

these are the only source of water. There is a government school in the village where her son is 
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enrolled; he is in ninth class. Access to health services is limited and villagers must travel to either 

Abbottabad or Havelian for all kinds of medical care.  

 

Her husband was in the armed forces. He unfortunately passed away in 2000 following his early 

retirement from the army. No member of her house can go out to earn a living because they are 

too young and she is bound to her home because there is no one to care for her children. Wajida 

Bibi has been forced to use her already constrained resources to marry off three of her daughters, 

and she is constantly saving with the expectation that she has to arrange for the weddings of the 

daughters who are still living with her. Wajida Bibi owns goats and sometimes even an odd 

buffalo which she rears and then sells for a profit. She uses these earnings to meet the basic needs 

of her household. 

 

3. Background of Relationship with BISP 
 

Wajida Bibi was declared as beneficiary of BISP cash grant scheme from the parliamentarian 

phase. In October 2010 her Poverty Score Card was filled by the PSC survey team who handed 

her an acknowledgement slip. At the time she was in possession of a valid CNIC. Meanwhile she 

did receive an eligibility letter from BISP. Under 2
nd

 phase she was declared as discrepant 

household. 

 

Wajida Bibi does not have deep understanding of the cash grant scheme and its processes, she 

was however, full of praise for the BISP officials operating from Havelian Tehsil Office. Initially 

Wajida Bibi had no idea about the existence of a complaint redressal mechanism therefore did not 

lodged the complaint initially. 

 

Wajida Bibi has been using her cash grant as capital for her small enterprise. She buys goats and 

sometimes cattle that she rears and sells for a profit. She plans to use future installments of the 

grant for the same purpose. 

 

4. How did the complaint/grievance emerge? 
 

The beneficiary had been declared eligible during the 1
st
 phase on 10

th
 January 2009. She received 

her 1
st
 money order of Rs.5,000 on13th May 2009.Out of Rs.5,000 Wajida Bibi was given only 

Rs.4,800, and Rs.200 were embezzled by the postman. Her complaint was thus two-fold, partial 

payment of Rs.4,800 and non-payment of Rs.30,000.  

 

Before filing an application she and her son-in-law Mustafa made repeated visits to the post office 

but these visits were fruitless. They were unable to file a complaint due to ignorance of complaint 

registering and redressal mechanism. Afterwards, she and Mustafa paid a visit to BISP Tehsil 

Office Havelian 4
th
 October 2011 for checking her status and came to know that Rs.30,000 were 

generated on various dates and were shown as delivered to her, although she was sure that she did 

not receive the amount. The Assistant Complaints told that in the 2
nd

 phase she has been declared 

as discrepant household. 

 

BISP Tehsil Office registered her complaint on 4
th
 October 2011 for non-payment of Rs.30,000 

and partial payment in the 1
st
 MO they received (postman deducted Rs.200 from this money 

order). 

 

5. Process of the case 
 

Wajida Bibi and her nephew filed a complaint addressed to the Assistant Director (AD) BISP 

Tehsil Office; Havelian on 4
th
 October 2011.This was forwarded on the same date to GPO 
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Abbottabad Cantt. On 27
th
 October 2011 it was also forwarded to the BISP Divisional Office 

Abbottabad. The Assistant Director Mr. Tariq Mahmood personally visited the complainant on 

13
th
 October 2011 to confirm the details of her complaint. 

 

On 15
th
 October 2011 the Assistant Complaints Mr. Shakeel called the complainant to update him 

on the progress of the inquiry. He explained that BISP had established that the postman was at 

fault and that the said postman would be pressurized to return the amount he had embezzled. 

 

During review of the complaint, we were informed by the Assistant Superintendent at GPO 

Abbottabad Mr. Nasir that he had received a copy of the complaint on 4
th
 October 2011 and on 

27
th
 October he had duly informed the BISP Divisional Office that an inquiry had been scheduled 

for 19
th
 November2011.  

 

The inquiry was held in the presence of Mr. Abdul Wahid a BS 14 officer of Pakistan Post and the 

complainant Mr. Mustafa. The inquiry lasted some two hours at the end of which the case was 

resolved in a manner agreeable to all parties. The documents available at the Post Office asserted 

that the issue was caused because the beneficiary’s CNIC number was missing on her MOs. 

 

The postman visited the beneficiary soon after and informed her that her money had been 

‘released by Islamabad’. According to Post Office, the postman gave the missing MOs to 

complainant on 19
th
 October 2011. The beneficiary informed that the postman returned the money 

in two installments; Rs.4,000 on 1
st
 December 2011 and the remaining Rs.26,000 on 2

nd
 

December 2011 and the issue of partial payment was ignored. BISP Tehsil Office Havelian closed 

the case after having received affirmation of the fact from the complainant that the missing MOs 

has been delivered to her on the 2
nd

 December 2011. 

 

6. Observations 
 

a. General Observations 

 

BISP’s prescribed complaints process is based on an electronic filing system that is to be used 

for redressal of all complaints. This Complaints Management System is yet to be made 

operational. At presently staff is maintaining the complaints record in a register and a file. 

They are also in the practice of preparing a summary of the complaints to be submitted to 

their seniors. The manual processing of hard copies of complaints makes it difficult for the 

complaint to be tracked. 

 

After receipt of the complaint from BISP Tehsil Office, Pakistan Post followed the complaint 

redressal process in line with their standard process for redressal of complaints regarding 

misappropriation of money orders. 

 

b. Observations at the beneficiary level 

 

The beneficiary was included in BISP under the Parliamentarian programme after being 

nominated by a public representative. She was satisfied with the result of the complaint’s 

processing and had no issue with having her MOs delivered to her doorstep by the postman. 

She was unaware that after the PSC survey was held her PMT had not been declared and she 

was tagged as a discrepant until she approached the BISP Tehsil Office.  
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c. Observations at BISP/Partner agency level 

 

The records available at BISP Offices and the Pakistan Post Offices regarding this particular 

case are the same; however there is a discrepancy with regard to the date on which the 

misappropriated money orders were returned to the beneficiary. The beneficiary’s claim that 

she received them on the 1
st
 and 2

nd
 December is likely to be true. Her Payment Detail still 

shows that the money orders were delivered on eleven different dates. 

 

7. Lessons learnt/Conclusion 
 

 Pakistan Post conducted a formal enquiry as required under their standard procedures for 

misappropriated money order. As a result of this enquiry, the money was given to the 

complainant in December 2011 although her Payment Detail still shows the payment on 

eleven different dates (from July 2009 to June 2011). However no strict action was taken 

against the postman who simply returned the amount that he had earlier embezzled during the 

previous two years, as it appears that recovery of money by the complainant is considered as 

the end of a complaint. 

 

8. Recommendations 
 

 It is important that awareness be created about where a beneficiary or complainant may file a 

complaint. Wajida Bibi’s nephew made several visits to the local post office that bore no 

results and he was only informed of the procedure by BISP staff when he visited the Tehsil 

Office. 

 Displaying a list of beneficiary’s at the BISP Tehsil Office and/or the post office would go a 

long way towards reducing confusion and misinformation among the public. The on-line 

Payment Details must be updated frequently so that the beneficiaries, BISP and Pakistan Post 

can consult this and file a complaint in case some incorrect payment has been shown. 

 Recovery of misappropriated amount should not be considered as end of a complaint and the 

guilty postman must be punished in accordance with Pakistan Post rules. 
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Payment Case Study Number: P-KPK-04 

Nature of Case: Non-Payment of 6
th
 installments for Rs.12,000 

Complainant/ Beneficiary: Shabana Bibi 

Wife of: Shahid Mahmood 

Complainant, if not beneficiary herself: Shahid Mahmood 
Address: Tanahki, Muslim abad, langra, Havelian,Abbottabad 
CNIC Number: 13101-8410417-2 

PSC form number: 6257244 

Date Study Conducted 22
nd

 December 2011 

 

1. The Case Summary 
 

Shabana Bibi, wife of Shahid Mahmood, stated on 12
th
 August 2011in her written complaint 

addressed to the BISP Tehsil Office Havelian that she had not received any payment from BISP. 

When her husband checked her Payment Details from the BISP website, with the help of a 

computer literate shopkeeper, he found that 6
 
installments for Rs.12,000 had been generated in her 

name (4 in February, 1 in April and 1 in August 2011) and the 1
st
 five of them were shown as 

delivered in April and June of 2011 respectively. 

 

She claimed that no amount had been received by her or anyone from her family till October 

2011. On calling the BISP Office at Havelian, the concerned official informed us that the 

complaint about non-receipt of BISP grants seems to be genuine and will be entertained 

accordingly and the post office Tanaki had also been contacted. The concerned Postman was 

contacted by BISP Tehsil Office but without any proper response from him. BISP Tehsil Office 

held a meeting with the complainant and the concerned officials of Pakistan Post and after several 

attempts the cash grant was paid to her. On 3
rd

 December 2011 she received the entire 

misappropriated amount of Rs.12,000 from the postman through the efforts of the staff of BISP 

Tehsil Office Havelian. The complaint was informally addressed in about four months, and 

therefore no disciplinary action was taken against the postman. 

 

2. Beneficiary/Complainant’s Profile/Background information 
 

Shabana Bibi, wife of Shahid Mahmood of Tanahki, Muslimabad, Langra, Havelian, Abbottabad 

is 38 years old, educated to the primary level, and is the mother of 7children.Her husband is 

working on daily wages as a driver. 

 

She lives with her immediate family and in laws in a semi-pacca old house, comprising of two 

rooms with one bath / latrine without roof and courtyard in front. They are using one corner of the 

courtyard as kitchen.  

 

Tanahki, Muslimabad, Langra, Havelian, Abbottabad is situated at a distance of a few kilometers 

from Havelian and Abbottabad. The road leading to her house is unpaved and without any 

drainage system. To access health facilities they have to go to either Havelian or Abbottabad. 

However, there is a Government high school close to her home. 

 

There are some small shops in the village from where they can buy groceries and other sundry 

items but for the bulk of their shopping they have to go to Havelian or Abbottabad. 
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3. Beneficiary’s Relationship with BISP 
 

The beneficiary was not included in BISP cash grant scheme during the Parliamentarian’s phase, 

but in the 2
nd

 phase, she was declared as an ‘eligible household with discrepancy’. She herself is, 

however, eligible. The PSC survey of her household was held sometime in October 2010. She was 

given an acknowledgement slip by the enumerator who interviewed her. She had a valid 

computerized CNIC at the time of the survey. She was aware that after the PSC survey she is 

eligible for the grant, her PMT score is 13.9. 

 

She was satisfied and happy with the help and courtesy extended to her by the BISP officials who 

helped her recover her MOs from the post man. 

 

She had no idea about the complaint redressal mechanism but her husband learnt of it from the 

elders of her village who advised him to submit an application to BISP Tehsil Office Havelian. 

She said that the grant, if continued, shall be spent on her house and children. She further said;” 

the amount she received was a big help she was able to buy books and clothes for her children as 

winter has almost started there are too many thing to buy for children”. 

 

4. How did the complaint/grievance emerge? 
 

When the postman started bringing money orders to the other eligible women in the locality 

Shabana Bibi started wondering why her money orders were not forth coming. She routinely 

asked the Postman about her payments but he denied having received any money order in her 

name. She then sent her husband to a net café where he checked her Payment Details and learnt 

that 6 installments had been generated in her name of which 5 were shown as delivered to her. 

Her husband visited the Post office and enquired about the whereabouts of his wife’s MOs from 

the Post master who, once again, claimed to have no knowledge of her money orders. 

 

Following this, on 12
th
 August 2011 he went to the BISP Tehsil Office Havelian and lodged his 

complaint requesting that the MOs be paid to Shabana regularly. Staff of the BISP Tehsil Office 

Havelian assured that his complaint shall be addressed and regular payments shall be ensured. 

 

5. Processing of the case 

 
The complainant filed the complaint on 12

th
 August 2011at the BISP Tehsil Office Havelian 

regarding the non-payment of 6 installments amounting to Rs.12,000, 4 of which were generated 

in February 2011, one in April 2011 and one in August 2011 which were embezzled  by the post 

man. The complaint had been registered and entered in the complaints register and her application 

was kept in the complaints file. No acknowledgement was issued to the complainant. 

 

The Assistant Director (AD) BISP Tehsil office Havelian forwarded a letter on13
th
 August 2011, 

to the GPO Havelian, requesting that he conduct an inquiry into the matter. The AD also 

dispatched a copy, for information, to BISP Divisional Office Abbottabad. The Post Office did 

not reply to acknowledge that they had received the complaint or that an inquiry had been 

initiated.  

 

The beneficiary’s husband visited the BISP Office Havelian, more than six times in the following 

month for information; BISP staff was unable to update the complainant regarding the progress of 

his complaint. 
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On the same date the case was also forwarded to the GPO Abbotabad. BISP Assistant Director 

Mr. Tariq Mahmood visited Havelian Post office and met the Post Master of Havelian Post Office 

to discuss the case. 

 

On 24
th
 September 2011, BISP Tehsil Office Havelian received the information that the case has 

been solved and on the same date BISP Office informed the complainant telephonically. By this 

time he had visited the BISP office for almost 5 times.  

 

We learnt about these facts on 2
nd

 December 2011, and on the same date checked with Havelian 

Post Office but found no documented information about the case and whether it was resolved or 

not. There was not even a copy of the complaint at the Post Office. On 12
th
 December we went to 

the GPO Abbottabad Cantt to trace the case there but the Post Master said that he had no 

knowledge of any such case and it had not been received at his GPO.  

 

Despite the fact that no formal inquiry was conducted by the Pakistan Post, on 3
rd

 December2011 

she received the disputed money orders for Rs.12,000 from the postman. 

 

6. Observations 

 
a. General Observations 

 

In this case, the receiver woman/ complainant submitted her complaint to BISP Tehsil Office 

Havelian which was forwarded to Pakistan Post for enquiry but relevant offices of Pakistan 

Post deny having received this enquiry. 

 

b. Observations at the beneficiary level 

 

The beneficiary was included as a beneficiary in BISP Phase 2
nd

 after the PSC survey. She 

was satisfied with the result of the complaint and had no issue with receiving the money at her 

doorsteps from the postman. 

 

c. Observations at BISP/Partner agency level 

 

The case was resolved through the diligence of the staff of the BISP Tehsil Office Havelian. 

Although it is not clear whether or not an inquiry was conducted at the Pakistan Post level or 

what it results were what is most important is that the beneficiary received what was due to 

her. It appears that it was the effort of BISP staff who convinced the post man to return her 

misappropriated money orders. 

 

7. Lessons learnt/Conclusion 

 

 The first six money orders were misappropriated as she did not receive any intimation from 

BISP HQ Islamabad about what to expect and when.  

 There is communication gap between the BISP Tehsil Office and Pakistan Post. BISP says 

that it forwarded the complaint to Pakistan Post for redressal but Pakistan Post denies having 

received this complaint. 

 In this case formal enquiry was not conducted by Pakistan Post and it appears that the 

persuasion by BISP staff compelled the postman to return her misappropriated money orders. 

Informal redressal provides immediate relief to the beneficiary, but does not necessarily deal 

with the organizational problem highlighted by any complaint and its investigation. 
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8. Recommendations 

 

 The 1
st
 BISP letter to the beneficiary should mention the amount of the 1

st
 installment that she 

will receive and the month when she can expect to start receiving this amount. This will help 

in reducing the chances of a misappropriation by the postman. BISP should consider an 

independent statistical audit of beneficiary payment, and not only rely on the complaint 

mechanism in order to gauge the efficiency of payment delivery. 

 To avoid a situation where Pakistan Post deny receipt of any complaint, Payment Complaint 

should be formally forwarded to Pakistan Post for redressal (on peon book/ dispatch register). 

Record must be kept for the correspondence between these two partners and may be shared 

with the beneficiary if demanded. 

 Complaints must be formally resolved to minimize the chance of collusion between staff of 

BISP and Pakistan Post. 
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Payment Case Study Number: P-KPK-05 

Nature of Case: Non-Payment of 5
th
 MOs for Rs.10,000 by Pakistan 

Post 
Complainant/ Beneficiary: Azra Shaheen 

Wife of: Seasar Khan 

Complainant, if not beneficiary herself: Seasar Khan 

Address: Langra, Havelian, Langra, Abbottabad, Khyber-

Pakhtunkhwa  

CNIC Number: 13101-5887100-4 

PSC form number: 6257083 

Date Study Conducted 22
nd

December 2011 

 

1. The Case Summary 
 

Azra Shaheen wife of Seasar Khan living in Langra Havelian Abbottabad, lodged a complaint on 

27
th 

October 2011 for correction of her name(wrongly entered as “Azra Shaneen”),and against the 

non-payment of 5 money orders for Rs.10,000 by the post office.  

 

The concerned official told them that necessary action will be taken against the postman of 

Langra. On the day when the complaint was lodged, the Assistant Director BISP Tehsil Office 

Havelian talked with the concerned Postman Mr. Ilyas via telephone to discuss the case of Azra 

Shaheen. The postman replied that “no MOs have been received in the name of Azra Shaheen (he 

did not inform that the name on the MOs is “Azra Shaneen”).According to BISP, a written 

complaint was also forwarded to DSPS Office Pakistan Post Abbottabad on 1
st
 Novomber 2011 

but the DSPS Abbottabad denied having received this case. 

 

After some persuasion by the BISP Tehsil Office, the post man informed that the amount was 

erroneously handed over to another Azra Shaheen but later he changed his stance and said that 

“he has spent the amount and if he could be given a day he will arrange for her the full amount”.  

 

On persuasion by staff of BISP Tehsil Office Havelian, the complainant was able to receive her 

full amount of Rs.10,000. Tariq Mahmood AD of BISP Tehsil Office Havelian has repeatedly 

complained about postman Ilyas who reportedly commits such deeds consistently but the postman 

simply apologizes. No adverse action has been taken against the postman Ilyas probably because 

the complaints have been resolved verbally and complaints have not been forwarded formally to 

Pakistan Post for investigation. 

 

2. Beneficiary/Complainant’s Profile/Background information 
 

Azra Shaheen wife of Seasar Khan of Langra, Havelian, Abbottabad, is 39 years old and has a 

primary education. She has 7 children. Her husband is a driver and is paid sometime on a daily 

wage rate and sometimes on a weekly basis. Langra, Havelian, Abbottabad, is situated at a 

distance of 30 kms from the city, and the road leading to her house is unpaved. The house she 

lives in with her husband is semi pacca and very old, comprising of three rooms with one bath and 

one latrine. Most of the time they are hand to mouth and it is extremely difficult to manage their 

financial situation. 

 

3. Background of Relationship with BISP 

 
In January2011 a survey team completed their survey form for BISP PSC Survey. She was 

provided with an acknowledgment slip. She was not part of the Parliamentarians’ programme. 
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She received an eligibility letter from BISP informing about her status. She does not have any 

idea about the complaint redressal mechanism. She would like to buy clothes and eatables for her 

children and save some money for the rainy days.  

 

4. How did the complaint/grievance emerge? 
 

When the postman started bringing money orders to the other beneficiaries in the locality she 

started thinking as to why her money orders were not coming with the same frequency; she made 

enquiries from the postman. In response he told her that he has already paid Azra Shaheen. That 

was when she told him that she is Azra Shaheen and asked him about who is the person he has 

been paying the money orders? 

 

Azra Shaheen received only one MO of Rs.2,000 somewhere around September 2011, which was 

generated in August 2011 but after that she did not receive any amount, and when she asked the 

Postman he said he has no MOs in the name of Azra Shaheen.  

 

Moreover there is a discrepancy in her status shown on the BISP website, as her name has been 

wrongly entered as Azra Shaneen, despite the fact that she is an active beneficiary and received 

one MO of Rs.2,000 in Sep 2011.The elders of her community suggested that a written complaint 

was necessary to have her issues resolved. 

 

5. Processing of the case 
 

The complainant filed the complaint on 27
th
 October 2011 at BISP Tehsil Office Havelian 

regarding the non-payment of her 1
st
 five MOs of Rs.2,000 each, amounting to Rs.10,000,by the 

postman. The complaint was entered in a complaint register and made a part of a complaint file 

without issuing its acknowledgement to the complainant. 

 

The Assistant Director (AD) BISP Tehsil office Havelian, forwarded a letter on1
st
 November 

2011 to Office of the DSPS Abbottabad Division to conduct an inquiry. For removing the 

discrepancy the complaint was also forwarded to the BISP Divisional Office. The AD BISP 

Tehsil Office Havelian Mr Tariq Mahmood said that “Post office Havelian did not reply regarding 

the progress of the inquiry”. Several telephonic reminders were sent to the Post Master of Post 

Office Havelian.  

 

Mr. Abdul Nasir, the ASPS Abbottabad said that he has no idea about any issue of non-payment 

regarding Azra Shaheen as they had never received her complaint from any office of BISP for 

investigation. The beneficiary’s husband visited BISP Havelian Tehsil Office more than four or 

five times to get information but BISP’s Tehsil office was unable to update the complainant 

regarding the progress of his complaint initially, till finally the complainant received her amount 

some 28 days after the complaint was lodged.  

 

Though BISP Tehsil Office doesn’t know about any progress of this case, and Pakistan Post 

denies that any such complaint was forwarded to them but according to the beneficiary she 

received her amount 28 days after lodging her complaint. This is most likely due to the fact that 

the BISP Tehsil Office staff was in communication with the postman in question and they 

persuaded the postman to return the payments. 

 

At first the postman denied having received any MO in Azra Shaheen’s name but he later changed 

his statement saying that he had delivered them to another lady by the same name. Upon further 

persuasion he finally changed his statement a third time and confessed that he had 
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misappropriated the money and that he would return it to her soon. She received the money 

despite the fact that no inquiry took place.  

 

6. Observations 
 

a. General Observations 

 

The prescribed BISP complaints process is based on electronic filing for redressal of 

complaints while the Complaints Management System is yet to be made operational. 

Presently the staff is maintaining the complaints record in a register and file. They also 

prepare a summary of complaints for submission to higher offices.  

 

After receipt of Complaint from BISP Divisional Office, Pakistan Post follows the complaint 

redressal process in line with their standard process for redressal of complaints regarding 

misappropriation of MOs. However in this case, they deny having received any such 

complaint from BISP. 

 

b. Observations at the beneficiary level 

 

She was satisfied with the result of the complaint and had no issue with receiving the money 

at her doorsteps from the postman. In this case, the receiver woman/ complainant submitted 

her complaint to the BISP Tehsil Office. About BISP she said that it must be Benazir Bhutto’s 

zakat for the poor. Her PMT score is15.464127 and she is eligible for receiving BISP cash 

grants. She intends to spend the amount on the basic needs for her household. 

 

c. Observations at BISP/Partner agency level 

 

The BISP Tehsil Office tried to solve the issue on persuasion rather taking stern action against 

the postman through a formal enquiry. They thought that by a formal enquiry, postal staff will 

get more annoyed. BISP claims to have sent copy of the complaint to Pakistan Post for 

inquiry to be initiated, but Pakistan Post denies that such a complaint was received by them. 

 

7. Lessons learnt/Conclusion 
 

 In this case, the receiver woman/ complainant submitted her complaint to BISP Tehsil Office, 

Havelian which sent it to Pakistan Post for enquiry. Pakistan Post denies to have received this 

complaint for investigation. 

 Though no enquiry was conducted by Pakistan Post or BISP, this complaint was resolved 

informally due to strong persuasion by BISP Tehsil Office staff. The postman tried to take 

benefits of the confusion regarding the names Shaheen and Shaneen, but when the AD Tehsil 

Office argued that though the name is a little bit different but CNIC number matches, and that 

previously also he had handed over the amount to her, the postman tried to delay but after 

some time he returned the amount.  

 

8. Recommendations 
 

 A display of beneficiary lists at BISP Tehsil offices may help in minimizing complaints. 

 A SMSs update regarding payment details and status to be sent to each beneficiary on their 

registered mobile number. 

 Informal redressal of complaints speedup the process for the beneficiary, but complaints 

should be formally investigated so that organizational problems could be addressed. 
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Payment Case Study Number: P-KPK-06 

Nature of Case: Non-Payment of one money order for Rs.2,000 by the 

postman 

Complainant/ Beneficiary: Azra Khatoon 

Wife of: Muhammad Haneef 

Complainant, if not beneficiary herself: Muhammad Haneef  

Address: Sohlan, Kokal Barseen, Havelian Urban, Havelian, 

Abbottabad 

CNIC Number: 13101-1948810-0 

PSC form number: 6146482 

Date Study Conducted 22
nd 

December 2011 

 

1. The Case Summary 
 

Azra Khatoon wife of Muhammad Haneef lives in Havelian Abbottabad. Initially she received 4 

MOs of Rs.2,000 each in April 2011 and then another MO of Rs.2,000 was received in June 

2011.When a gap in payment delivery happened she visited BISP Tehsil Office Havelian and told 

the Assistant Complaints Mr. Shakeel that the postman has not delivered her MO generated in 

Aug 2011. The AC BISP Tehsil Office told her that she is an eligible beneficiary with a 

discrepancy and she needs to remove that as well, though he will try to make the postman deliver 

her money order if it is with him. Her complaint was sent to BISP Divisional Office Abbottabad 

on 28
th
 September 2011. According to BISP Tehsil office staff, it was also sent to Pakistan Post 

Abbottabad for investigation on the same date, but the Assistant Superintendent Postal Service 

Abbottabad informed us that they did not receive any such case from BISP. 

 

She is satisfied because she received her payment from the postman (who had earlier kept her 

money) due to pressure of the Tehsil Office soon after the complaint was lodged. Such informal 

redressal of complaints, however, does not help in addressing the organizational problems of 

BISP or Pakistan Post. 

 

The MO was actually delivered on 1
st
 October 2011 which was within the normal delivery time. 

The MO complained against was generated on 12
th
 August 2011 and in normal course would be 

delivered to her between 12
th
 September 2011 and 11

th
 October 2011. In this case, without 

looking at her Payment Detail to check the date of MO generation, the complaint was 

unnecessarily forwarded to BISP higher Offices and Pakistan Post on 28
th
 September, which was 

well within the normal delivery period.  

 

2. Beneficiary/Complainant’s Profile/Background information 
 

Azra Khatoon wife of Muhammad Haneef lives in village Sohlan, Kokal Barseen, Havelian, 

Abbottabad. She is an uneducated 49 years old housewife. 

 

Her husband is a labourer working on daily wages. The village she lives in is situated at a distance 

of 10 kms from Havelian but because of the geography of the area it takes a long walk to reach 

there. The road leading to her house is unpaved and the street is often waterlogged as drainage is 

poor although they do have open gutters lining the street. 

 

The house she lives in with her family is a semi pucca old house, comprising of two rooms with 

one bath and one latrine in the courtyard in front. 
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3. Background of Relationship with BISP 

 
In January2011 a survey team arrived at her village to conduct the Poverty Score Card survey. 

She participated in the survey and had her form filled. She was provided with an acknowledgment 

slip by the enumerator who interviewed her. She was not previously part of the Parliamentarians’ 

phase of BISP cash grant programme. After some time she received an eligibility letter from 

BISP. She did not initially have any idea about BISP complaint redressal mechanism or its 

processes. 

 

Azra Khatoon was very pleased to be eligible for the program. She said she plans to use future 

cash grant installments to buy some materials and start embroidery for her daughter’s dowry and 

those she had already received were spent on daily food items.  

 

4. How did the complaint/grievance emerge? 
 

Azra Khatoon expected to receive a payment in August 2011 as she mistakenly understood that 

payments are delivered to beneficiaries every other month. She received her first set of MOs in 

April the next in June and thus when no payments were forthcoming in August she grew 

concerned and began to suspect embezzlement. She was not aware that her MO was generated 

only in August and thus may reach her during September or until the start of October.  

 

In September she and her father paid a visit to the BISP Tehsil Office Havelian to enquire about 

her ‘missing MO’. The Assistant Complaints at the Tehsil Office told her that she was tagged as 

having a ‘discrepancy’ but he promised her that he would make sure she received the payment 

due to her; either he did not check her payment details or he checked them and did not know that 

there was still sometime before she was due to receive her MO. An MO generated In August 

would normally reach her between 12
th
 September 2011 and 11

th
 October 2011. He guided her 

with registration of a complaint for non-payment of the August MO’s and an application 

requesting that her discrepancy may be resolved.  

 

5. Processing of the case 
 

Azra Khatoon’s complaint for non-payment of one MO generated in August was registered on 

24
th
 September 2011. It was registered by the Assistant Complaints of the Tehsil Office Havelian 

which is situated on the ground floor of the BISP Divisional Office Abbottabad. He also took a 

copy of her CNIC to be passed on to BISP Divisional Office so that her discrepancy may be 

resolved.  

 

The complaint against non-payment was forwarded to Abbottabad Post Office on 28
th
 September 

2011. BISP staff was informed by post office staffs that all generated amounts have been received 

by Azra Khatoon and now there are no money orders generated by BISP/received by the post 

office till that date. The ASPS Abbottabad also said that his did not receive any such complaint 

forwarded by BISP.  

 

Within a few days of the complaint being lodged, on 1
st
 October 2011 the MO was delivered. This 

was within the normal delivery time of between 31-60 days after generation. BISP staff did not 

know that she subsequently received the MO, and in their record the case is still marked as 

pending.  
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6. Observations 
 

a. General Observations 

 

The case was un-necessary. Probably BISP Tehsil Office staff did not check her Payment 

Detail, otherwise they would have known that there is no issue of non-payment and there is 

still time before the generated payment would reach the beneficiary during normal course. 

 

b. Observations at the beneficiary level 

 

Azra Khatoon was not satisfied with the payment process, i.e. the irregularity of payments. 

She expected to be paid every other month although this is not the case with how her 

payments were being generated. She was not informed that BISP would be generating money 

orders after two months. She is however grateful to receive the amount eventually.  

 

The beneficiary is spending from her pockets to go to Havelian repeatedly although she has 

very limited resources. The BISP staff is partly to blame for this as, had they provided her the 

correct information she would have known that her payment was not delayed or 

misappropriated, rather it was within the normal time frame for delivery. 

 

c. Observations at BISP/Partner agency level 

 

Probably BISP Tehsil Office staff did not check her Payment Detail, otherwise they would 

have known that there is no issue of non-payment and there is still time before the generated 

payment would reach the beneficiary during normal course. 

 

7. Lessons learnt/Conclusion 

 

 In this case, the beneficiary submitted her complaint to the BISP Tehsil Office, Havelian and 

was positive that she received her money order because she had submitted a complaint. In 

case her Payment Detail was checked, BISP staff may have informed us that about a month 

remains for the normal delivery period and so there was no use of filing a complaint regarding 

misappropriation of money order. 

 BISP maintains that the complaint was sent to Pakistan Post for redressal but Pakistan Post 

denies having received this complaint. 

 There appears to be no follow up by the Tehsil office regarding the complaints, therefore the 

beneficiaries have to repeatedly visit BISP offices without getting information about their 

complaints. In this case BISP does not know that she has received her money order and so in 

their record, the case remains as pending redressal. 

 

8. Recommendations 

 

 Awareness campaign is required for both the beneficiaries and BISP staff regarding the 

payment process, normal delivery time of money order, where the complaints may be filed, 

etc. 

 A display of beneficiary lists at BISP Tehsil Offices may help in minimizing complaints. 

 A joint committee, comprising representatives of BISP and Partner Agency, should be framed 

for speedy redressal of payment complaints. 
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Payment Case Study Number: P-KPK-07 

Nature of Case: Non-Payment of 5 money orders for Rs.10,000 by the 

postman 

Complainant/ Beneficiary: Noor Jahan 

Wife of: Fazal Akbar 

Complainant, if not beneficiary herself: Fazal Akbar 
Address: Aman kot, Shamshadabad, Post  Office Gurgur, Toru, 

Mardan 

CNIC Number: 16101-4099982-4 

PSC form number: 4780073 

Date Study Conducted 22
nd 

December 2011 

 

1. The Case Summary 
 

Noor Jehan wife of Fazal Akbar came to know about the misappropriation when her son checked 

her online status in a net café in October 2011. He found that 6 MOs of Rs.2,000 each were 

generated in her name, of which 5 MOs were shown as delivered but according to the beneficiary 

she did not receive any MO.  

 

The complainant visited Post Office Aman kot to enquire about the MOs where she was told that 

the Post Office does not have any MO in Noor Jehan name. On 2
nd

 April 2011 she had submitted 

an application to GPO Mardan that she is not receiving her money orders as other beneficiaries in 

the locality were receiving MOs regularly.  On receiving her application, the DSPS Mardan 

forwarded the case to ASPS Par Hoti under which Aman kot Post office also comes and the 

concerned Aman kot post office. Upon enquiry they came to know that no such amount has been 

generated yet, so her complaint was rejected. 

 

Her son again checked her status in a net café and Assistant Complaints at BISP Divisional Office 

Mardan reconfirmed her Payment Details. Therefore they visited BISP Divisional Office Mardan 

on 26
th
 October 2011 and lodged the complaint for the non-payment of 5 MOs of Rs.2,000 each, 

in which 4 MOs were shown as delivered in May 2011 while the 5
th
 was delivered in July 2011. 

 

Within the same week after lodging her complaint (exact date was not available) her complaint 

was forwarded to the DSPS Mardan. Earlier the Post Office Aman kot was denying that they have 

received money orders for the said beneficiary but after rigorous persuasion by BISP Divisional 

Office Mardan, the relevant postman of Aman kot handed over the embezzled amount of 

Rs.10,000 as well the pending MO of Rs.2,000 (which was generated on 12
th
 August 2011) to her 

on 9
th
 November 2011. The case has been resolved though no formal enquiry was conducted in 

this case. 

 

2. Beneficiary/Complainant’s Profile/Background information 
 

Noor Jahan wife of Fazle Akbar is living in shamshad Abad (Hoti) Aman kot District Mardan. 

She is 46 years old and is an illiterate woman, who is the mother of 6 children, one son and 5 

daughters.  Her husband is working as farmer on someone else fields. Shamshad abad (Hoti) 

Aman kot is situated at a distance of 12 kms from the urban area of District Mardan; the road 

leading to her house is unpaved and bumpy.  

 

She lives in a katcha mud house, comprising of two rooms with one bath and one latrine and 

courtyard in front. There is a make shift kitchen which is in one of the corner of courtyard. They 
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bring water from the neighbor’s house. Her mother, who is bedridden and cannot walk, is living 

with them. 

The village has a govt school but does not have any BHU and for health facilities they have to 

travel to Hoti or Mardan. 

 

3. Background of Relationship with BISP 
 

The beneficiary was not included as a beneficiary of BISP cash grant during Parliamentarian 

phase, but in the second phase, she was selected as an eligible beneficiary.  

 

The family is familiar with BISP, and a survey team visited them, a year ago, for filling out the 

PSC form they handed over the acknowledgement slip to beneficiary. She received her 

acknowledgment slip from the survey team. The beneficiary considers that BISP aims to 

distribute money among poor and needy people 

 

She was unaware about the eligibility criteria and also did not know how she was declared as 

eligible except that she is poor. The family did not know about the redressal process but her son 

who has done matriculation was guided by his neighbor’s to visit net café for checking his 

mother’s status and later to visit BISP office for redressal.  

 

4. How complaint/grievance emerged? 
 

Noor Jehan became inquisitive about her own payments when other beneficiaries of the locality 

started receiving their payments and asked the DSPS Office Mardan on 2
nd

 April 2011 that she 

was not receiving her payments on which the DSPS marked it for further enquiry to ASPS. The 

ASPS submitted an enquiry report that till then there was no MO generated in her name. 

 

In October 2011 her son Mustafa, checked her online status in a net café and came to know that 

6
th
 MOs of Rs.2,000 each were generated in which 5 MOs were shown as delivered but the 

beneficiary denies having received these. Her husband and son visited Aman kot Post office a 

week before lodging the complaint on 26
th
 October 2011. They inquired about the BISP cash 

grant on which the Post master informed them that he and his Office are unaware about any 

money orders for cash grant generated on her behalf. After hearing this, they went to BISP 

Divisional Office Mardan on 26
th
 October 2011. 

 

The Assistant Complaints confirmed that MOs have been generated and shown as delivered. He 

told them that 5 MOs of Rs.2,000 each were shown as delivered (4
th
  generated in Feberuary 2011 

shown delivered in May 2011, while the 5
th
 one generated in April 2011 shown delivered in July 

2011) while the 6
th
 one was generated in August2011 but was not shown as delivered at times of 

lodging the complaint therefore the complaint was lodged for just 5 MOs of Rs.2,000 each.  

 

5. Process of the case 
 

The complainant filled the complaint on 26
th
 October 2011 at BISP Divisional Office Mardan 

regarding the non-payment of cash installment by the post man.  

 

The complaint was entered on 27
th
 October 2011 in the complaint register and made part of 

complaint file without issuing an acknowledgement slip to the complainant. 

 

Within a week, her complaint was forwarded to DSPS Mardan for investigation. DSPS marked 

the case for enquiry but before initiating the inquiry the embezzled amount of Rs.10,000 as well 
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as the 6
th
 MO of Rs.2,000 generated in August 2011 were paid to the complainant on 9

th
 

November 2011, the case stand resolved and has been closed.  

 

6. Observations 
 

a. General Observations 

 

The prescribed BISP complaints process is based on electronic filing of complaints but the 

Complaints Management System is yet to be made operational. Presently the staff is 

maintaining the complaints record in a register and file. They also prepare a summary of 

complaints for submission to higher offices.  

 

b. Observations at the beneficiary level 

 

She was satisfied with the result of the complaint. Although she had reservations that it took 

very long to resolve the issue. 

 

c. Observations at BISP/Partner agency level 

 

It appears that both partners are trying to resolve the issue at personal level rather than 

bringing it in writing or conducting a proper enquiry.  

 

7. Lessons learnt/Conclusion 
 

 Her complaint was earlier filed with Pakistan Post but they were told that their MOs had not 

yet generated. Later she filed a complaint with BISP Divisional Office. The case was not 

formally resolved nor was an enquiry was required, as before any enquiry the postman 

delivered the disputed MOs to her.  

 

8. Recommendations 
 

 It is important that awareness should be created about where a receiver woman/ complainant 

may file her complaint. Display of beneficiary lists at BISP Tehsil offices may help in 

minimizing complaints. 

 BISP need to update the data base more often. 

 Coordination at the organizational level needs more attention as cases are sorted out on 

personal bases and through informal mean. Protocols shall be developed not to solve cases on 

personal bases. Each case shall be marked for inquiry and without inquiry no case shall be 

closed down immaturely, without findings of the embezzlement and disciplinary actions 

against the postman. 
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Payment Case Study Number: P-KPK-08 

Nature of Case: Non-Payment of 2MOs for Rs.4,000 

Complainant/ Beneficiary: Shaheen Bibi 

Wife of: Irfan Gul 

Complainant, if not beneficiary herself: NA 

Address: Farsh Koroona, Kharki, Takht bhai, District Mardan 

CNIC Number: 16102-8574842-2 

PSC form number: 6787720 

Date Study Conducted 22
nd 

December 2011 

 

1. The Case Summary 
 

Shaheen Bibi wife of Irfan Gul stated in her written complaint dated 10
th
 October 2011addressed 

to BISP Divisional Office Mardan that she had received only3installments worth Rs.2,000 each 

sometime in May 2011 but actually 5 installments of Rs.2,000 each were generated in her name 

and had been shown as delivered to her on 30
th
 July 2011. 

 

In July, when other beneficiaries in her community started receiving their money orders she went 

to Kharki Post Office where she inquired about her money orders from the Post Master who 

denied receiving her money orders from BISP. From there she went to the BISP Divisional Office 

Mardan.  

 

Assistant Director Imran Ikram Takht bhai visited the Post Office Kharki on 13
th 

October 2011, 

discussed the issue of non-payment of Shaheen Bibi’s MOs with the Post Master, and, assured her 

he would resolve the issue. The Post Master took the plea that there were two beneficiaries with 

the same name and that was the reason for the confusion, but now the payments shall be re 

directed to the complainant. 

 

This complaint was forwarded on 13
th 

October2011to DSPS Kharki Takht bhai, Mardan who 

convened an enquiry on the same date. Later, on 15
th 

October 2011, the postman Kharki was 

suspended.  

 

The DSPS Mardan recovered the embezzled amount of Rs.4,000and gave it to the beneficiary but 

no documentation regarding the inquiry was provided; when the case team visited the Post Office 

Kharki they could find no evidence of the case or inquiry. 

 

2. Beneficiary/Complainant’s Profile/Background information 

 
Shaheen Bibi, wife of Irfan Gul of Farsh Koroona, Ikram pura, Binzol Kalley, Takht bhai, District 

Mardan is 21 years old and an educated housewife. She is the young mother of a 4 to 5years old 

son and a 3 years old daughter. Her husband is a cobbler earning approximatelyRs.4,000 per 

month. 

 

Farsh Koroona of village Kharki is located about 5 to 6 kms from main road. The street leading to 

her house is bricked but with open sanitation lines. She lives with her husband, mother in law, and 

unmarried polio ridden eighteen year old sister in law and two brothers in laws..It is a pacca old 

type of construction house on about 8 Marlas, comprising of two rooms with one bath and one 

common latrine and courtyard in front. 
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3. Background of Relationship with BISP 
 

The beneficiary was not included in BISP for cash grant money during the Parliamentarian’s 

phase, but in the 2
nd

 phase, she was declared as eligible for the cash grant scheme. The family was 

familiar with BISP because a survey team visited them in end 2010.They filled a PSC form for 

her and gave her an acknowledgment. The beneficiary did not receive eligibility letter from BISP. 

 

The beneficiary was aware that BISP aimed to distribute money among poor and needy people. 

She was unaware about the eligibility criteria and also did not know on what basis she was 

declared as eligible. The cash grant had been used to pay utility bills. In future, they plan to use 

the grant for supporting their children’s education. 

 

4. How did the complaint/grievance emerge? 

 

When the postman started bringing money orders to the other eligible women in the locality she 

started wondering why her money order is not forthcoming. 

 

The beneficiary inquired from the postmaster about her cash grant; she was told that there is no 

MO for her at the post office. She then had her PSC form number checked at a net café by a friend 

of her husband. He learnt that Rs.10,000 for 5 MOs were shown as delivered to her whilst the 

beneficiary received only 3
rd

 MOs for Rs.6,000. 

 

They went back to the post office and confronted the postman again. He said that he has delivered 

the amount to someone else with the same name. They then went to the BISP Divisional Office 

Mardan and filed a complaint. They were assured that the amount would be retrieved. 

 

5. Processing of the case 

 
The complainant filed an application addressed to the Assistant Director (AD), BISP Tehsil 

Office, Mardanon10
th
 October 2011.On 13

th
 October 2011 the AD Bakhtiar Ali of Katlang Tehsil 

and AD Imran Ikram of Takht bhai visited the post office Kharki and discussed the issue with the 

Post Master where they found that the Postman was making various excuses which were not 

convincing. It was forwarded to and entered in Divisional Office records on 14
th
 October 2011. 

 

This complaint was forwarded to the DSPS who convened an inquiry on 15
th 

October 2011 and 

suspended the postman Kharki and handed over the embezzled amount of Rs.4,000 to the 

beneficiary. No documentation about this case was available at the post office. 

 

6. Observations 
 

a. General Observations 

 

The prescribed BISP complaints process is based on electronic filing/redressal of complaints 

while the Complaints Management System is yet to be made operational. Presently the staff is 

maintaining the complaints record in a register and file. They also prepare a summary of 

complaints for submission to higher offices. However, they expect that the complaints will be 

addressed quickly after the CMS is in place. 

 

After receipt of Complaint from BISP Divisional Office, Pakistan Post followed the 

complaint redressal process in line with their standard process for redressal of complaints 

regarding disciplinary actions. 
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b. Observations at the beneficiary level 

 

When they did not receive any grant for long, her husband visited the Post office and inquired 

about the BISP grant on which the Post master wrongly informed him that no grant has been 

generated in the beneficiary’s name. However, the beneficiary/complainant was very happy 

that the complaint has been addressed within a week after it was filed. 

 

c. Observations at BISP/Partner agency level 

 

When they filed a complaint stating the name of post master and post man, it was 

immediately addressed and the Pakistan Post removed the post man and she got her amount of 

Rs.4,000. The interesting fact is that the post man showed that these MOs had been delivered, 

months before they were actually delivered.  

 

7. Lessons learnt/Conclusion 
 

 BISP and Pakistan Post took timely action on their complaint, and it was resolved within a 

week. Based on an enquiry, the accused postman was removed from service. 

 

8. Recommendations 
 

 Display of beneficiary lists (showing money orders/ cash grants generated in their names) at 

BISP Tehsil offices and relevant post offices may help in minimizing complaints. 

 The Payment Details need to be updated regularly. 

 Mobile SMS system may be used through which the beneficiaries receive their payment 

updates to minimize the chances of misappropriation. 
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Payment Case Study Number: P-KPK-09 

Nature of Case: Non Payment of 4 MOs for Rs.8,000. 

Complainant/ Beneficiary: Shaheen Bibi 

Widow of: Khan Afsar 

Complainant, if not beneficiary herself: Khan Afsar 

Address: Tanaki, Muslimabad, Langrial, Havelian, Abbottabad 

CNIC Number: 13101-3282458-0 

PSC form number: 6292086 

Date Study Conducted 22
nd

 December 2011 

 

1. The Case Summary 
 

Shaheen Bibi wife of Khan Afsar stated in her written complaint on 11
th
 August 2011 addressed 

to BISP Tehsil Office Havelian that she had received an installment of Rs.2,000 in June 2001, but 

when she checked her online status she came to know that there were 4 other installments of 

Rs.2,000 each, generated on 28
th
 February and shown as delivered on 30

th
 April, which she had 

actually not received. She assumed that the MO she received in June 2011 was the one which was 

generated in April 2011. 

 

Upon delivery of that MO in June 2011 she became curious about why she had received only Rs 

2,000 while other beneficiaries received greater amounts. Thus her husband checked her payment 

status online in a net café sometime in July 2011 soon after she had received the 1
st
 MO. On 11

th
 

August 2011 the complainant visited BISP Tehsil Office Havelian where Assistant Complaints 

Mr. Shakeel checked their status and confirmed the misappropriation of the money orders for 

which this complaint was lodged.   

 

The complaint was forwarded to GPO Abbottabad and Post Office Tanaki on 4
th
 September, 2011 

but according to these Offices, they did not have the record of receiving any such complaint for 

inquiry.  However, according to BISP Tehsil Havelian the case was resolved before launching an 

official inquiry as the postman handed over the 4
 
MOs in question to the beneficiary. The postman 

gave the justification that he was hospitalized and so he was not able to deliver the amount. On 

13
th
 September 2011 he was asked to hand over the amount to the beneficiary. On 19

th
 September 

the total amount of Rs.8,000 was handed over to Shaheen Bibi and on the same date the BISP 

Divisional Office Abbottabad was also informed and the case was closed. However, the Payment 

Details still show that the 4 money orders were paid to her on 30
th
 April instead of on 19

th
 

September (when they were actually delivered). 

 

2. Beneficiary/Complainant’s Profile/Background information 
 

Shaheen Bibi wife of Khan Afsar is resident of Mohallah Nikka village Tanaki, Muslimabad, 

Tehsil Havelian District Abbottabad.  She is a 40 years old illiterate woman who is the mother of 

four children. Her husband is a private vehicle driver earning a monthly salary of approximately 

Rs.5000 to 7000. This amount is insufficient for the fulfillment of their domestic requirements 

and basic necessities.  

 

Tanaki is a backward village located in the mountains, far from the main road. The street leading 

to the beneficiary’s house is unpaved and without any drainage system. The house she lives in 

with her husband is a katcha old house of only one room. 
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3. Background of Relationship with BISP 
 

After PSC survey which was held at the end of 2010, she was declared as eligible beneficiary. A 

survey team visited them about a year ago for filling out their PSC form. The team handed over 

the acknowledgement slip to the beneficiary. The beneficiary was informed that BISP aimed to 

distribute money among poor and needy people. She was unaware about the eligibility criteria and 

also did not know why she was declared eligible except that she is poor. She did not receive any 

intimation letter from BISP.  

 

The family did not know about the redressal process/mechanism but her husband was guided by 

his neighbor to visit a local net café to check his family’s status online after receiving an 

installment and to visit the BISP office for filing a complaint. 

 

The cash grant has been utilized on repaying family outstanding loans. In the future they plan to 

use the grant for their children’s education.  

 

4. How complaint/grievance emerged? 
 

In June 2011 the beneficiary received an amount of Rs.2,000. She became inquisitive when other 

beneficiaries in the localities received greater amounts than her. Therefore her husband checked 

her status in a net café in July 2011 on the advice of a neighbor where he came to know that 

according to the BISP website 5 MOs of Rs.2,000 each were generated and delivered in her wife’s 

name, but actually she had received only one MO of Rs.2,000. He came to know that 4 MOs of 

Rs.2,000 each had been embezzled by the postman. He was told at the net café to visit BISP 

Office, there after Khan Afsar visited BISP Tehsil Office Havelian on 11
th
 August 2011. After 

confirming the misappropriation of the MO he lodged a complaint with the Assistant Complaints 

for the recovery of the embezzled amount of Rs.8,000.  

 

5. Processing of the case 
 

The complainant filled the complaint on 11
th
 August, 2011 at BISP Tehsil Office Havelian 

regarding the non-payment of 4
th
 cash installments for Rs.8,000 which were embezzled by the 

Post Man Tanaki. The complaint had been registered on 12
th
 August, 2011 in the complaint 

register and noted in the complaint file. An acknowledgement was not issued to the complainant.  

 

On 4
th
 September, 2011 the complaint was sent to BISP Divisional Office Abbottabad, GPO 

Abbottabad and Post Office Havelian but according to the record of GPO and Post Office no such 

case was forwarded to them for inquiry. On 19
th
 September 2011 it was received back after 

processing from the BISP Divisional Office Abbottabad. According to BISP Tehsil Office 

Havelian the postman handed over the four MO’s worth Rs. 8,000 to the beneficiary before the 

start of an official enquiry therefore an enquiry was not initiated and the case was closed. The 

postman made the excuse that he fell ill which is why he did not hand over the MOs in time. No 

further proceedings took place against the post man at any level, though the Payment Details still 

show that the 4 money orders were paid to her on 30
th
 April instead of on 19

th
 September (when 

they were actually delivered). 

 

6. Observations 
 

a. General Observations 

 

The postman embezzled 4 MOs of Rs.2,000 and only delivered one installment in June 2011 

and was probably the MO which  was generated in April 2011.  
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b. Observations at the beneficiary level 

 

In this case, the receiver woman submitted her complaint to BISP Tehsil Office, Havelian. On 

the intervention of BISP staff by approaching the concerned Postman, the misappropriated 

amount was returned and the matter was resolved. The beneficiary is satisfied with the result 

of the complaint. 

 

c. Observations at BISP/Partner agency level 

 

BISP claims to have forwarded this complaint to the GPO and Post Office for redressal but 

both offices deny that such a complaint was received by them. AT GPO Abbottabad, the 

ASPS Mr .Abdul Nasir showed the files and register saying that there is no such complaint on 

which one can take any action. He further said that they did not receive any such complaint 

for redressal. 

 

7. Lessons learnt/Conclusion 

 

 In this case, the receiver woman/ complainant submitted her complaint to BISP Tehsil Office, 

Havelian. On approaching the concerned Postman the whole amount misappropriated by the 

postman was recovered. The postman was protected as no formal inquiry was initiated. The 

postman handed over the MOs and the complainant was satisfied and chose not to take the 

matter any further.  

 BISP should have raised the matter with Pakistan Post because the Payment Detail still shows 

that the 4
th
 money orders were paid to her on 30

th
 April instead of on 19

th
 September (when 

they were actually delivered). 

 

8. Recommendations 

 

 There is a need for creating awareness and capacity building among women regarding the 

cash grant program since it is especially designed to empower women. A mobile alert system 

through which the beneficiary can receive the latest payment details as well a summary of 

MO delivery would further help curtail misappropriation.  

 It should be clearly stated that which level of BISP office should forward the complaint to 

which level of Pakistan Post.  

 The on-line Payment Details must be updated frequently so that the beneficiaries, BISP and 

Pakistan Post can consult this and file a complaint in case some incorrect payment has been 

shown. 

 Recovery of misappropriated amount should not be considered as the end of a complaint. 

Such cases of misappropriation must be taken to their logical conclusion and the guilty 

postman must be punished in accordance with Pakistan Post rules. 
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Payment Case Study Number: P-KPK-10 

Nature of Case: Non-Payment of five money orders for Rs.10,000 by 

Pakistan Post 
Complainant/ Beneficiary: Bibi Noor 

Wife of: Ihsanullah khan 

Complainant, if not beneficiary herself: N.A. 
Address: Lalo Bandai, Kuza Bandai ,Tehsil Kabal ,Swat 

CNIC Number: 15601-4755872-4 

PSC form number: 6823985 

Date Study Conducted 22
nd 

December 2011 

 

1. Summary of the Case Study 

 

This is an interesting case since, although she is a beneficiary with discrepancy, 6 installments 

had already been generated in her name by BISP, out of which 5 have been shown as delivered on 

the BISP website. When her husband and father approached the BISP Divisional Office on 5
th
 

November 2011to make enquiries about her status they were instructed to follow the due process 

to remove the discrepancy. They were, however, surprised to see that during the same period 6 

money order shad been generated out of which 5 money orders for Rs.10,000 were shown as 

delivered/paid to her. The complainant and her father said that the “truth is that she never received 

a single penny and the post office had fraudulently shown the delivery of these payments”. 

 

They filed an application requesting the discrepancy be removed and made a complaint against 

non-payment at the same time. Her application was forwarded to NADRA for her CNIC 

information to be updated and the complaint of non-payment was forwarded to the Post Office 

Saidu Sharif on the 6
th
 November 2011 for inquiry. However, the record of this complaint was not 

found in the Post Office Saidu Sharif and no inquiry has been initiated. BISP did not send any 

reminders to Pakistan Post which may have at least highlighted the issue of non-receipt of 

complaint by them, and, the complaint could be resent to Pakistan Post for investigation. 

 

2. Beneficiary/Complainant’s Profile and Background Information 
 

Bibi Noor wife of Ihsanullah khan is living in Lalo Bandai, Kuza Bandai, Swat. She is an illiterate 

woman aged about 29 years and has 7 children. The village is surrounded by mountains and the 

fields are laid out as terraces on the mountains. Her house is situated on one of the mountains. Her 

husband is working as a farmer on someone else’s land as hare-cropper but his income is too 

meager to meet the need for food and other necessities of a family the size of his. When the 

situation in Swat was bleak and all the people were shifting their families from the areas which 

were being ravaged by the Taliban and the Pakistan army was taking action to get rid of the 

terrorists they were moved from Gulkariin Matta Tehsil to Lalo Bandai. However, this too is very 

near Tehsil Kabal which was again a Taliban infested area. The family which was moving from 

one place to another for the safety of females and children are mostly living hand to mouth and 

many times they have to sleep without food. 

 

She is living in an old katcha house, built on someone else’s land, consisting of two rooms with 

no kitchen, bath and latrine facilities. The road to her village was carpeted, but the movement of 

army tanks has done a lot of damage to the road.  One has to cross three police/army check posts 

to reach her home. The village consists of more than seventy houses of the same kind with open 

sanitation drains. She said “Za da khpalwaro da parasa hum kole sham zama da 

khawandkalakarey, aw kalana we, khozaghwaramchedaidairsabaq o waiche da daijuwandlaka 

zumungna we”. 
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3. Beneficiary/ Complainant’s Relationship with BISP 
 

She was not a beneficiary under the 1
st
 phase of the program. In February of 2011 a survey team 

completed her Poverty Score Card Form for the cash grant program. She was provided with an 

acknowledgment slip for her participation in the PSC but did not receive any letter from the BISP 

office informing her of her eligibility. She was not aware that after the PSC survey, her PMT 

score is 5.9, well below the cut-off point. According to her statement, she has not received a 

single penny of her payments to date.  

 

Before visiting the BISP Office her father and husband checked her Payment Details at a net café. 

They were told by the operator of the café that 6 installments had been generated in Bibi Noor’s 

name out of which five were shown as delivered. At the BISP Divisional Office the complainant 

heard the same story but the officials were surprised about how money orders for cash grants 

could be generated for a beneficiary tagged as ‘discrepant’. The reason for her discrepancy was 

asked from the Assistant Director Mr. Fawad of the BISP Divisional Office Saidu Sharif, but he 

had no idea as to why she is discrepant. 

 

The complainants were quite happy with the treatment they received from BISP staff dealing with 

their case. They said that the staff was cooperative and they were ready and willing to help the 

applicants. 

 

She wants to buy cloths and books for her children and buy other household necessities for her 

house. She said it is preferable to have something rather than nothing so that she can avoid 

borrowing and can live with dignity. 

 

4. How did the Complaint Emerged? 
 

Bibi Noor found out that BISP cash grants was being received by some other women in her 

neighborhood and asked her husband to check with the concerned office why she was not getting 

paid 

 

On checking the Payment Details, her husband found that five money orders (MO 1 to 5)were 

generated in her name on 25
th
 April 2011 and have been shown as delivered to her on 23

rd
 July 

2011.Meer Afzal (Bibi Noor’s father) said that his daughter has not received any amount against 

the Rs.10,000 shown as paid to her. As 6
th
 money order for Rs.2,000 was generated on 12

th
 

August 2011. He was told that there was a discrepancy and that she needed to provide a copy of 

her CNIC to have the discrepancy removed.  

 

Bibi Noor’s father said that he first visited the Post office Kanjoo where he was told about the 

discrepancy. He submitted a copy of her computerized CNIC to the Post Office with the hope that 

the issue would be resolved. When he did not hear back from them he went to the BISP 

Divisional Office Mardan; at the time he had no idea that there was a BISP Office in Saidu Sharif 

that was much closer to his home. 

 

He finally went to BISP Tehsil Office Kabal, to file the application/complaint along with a copy 

of her CNIC for the discrepancy to be removed as well as one for non-payment of the five money 

orders for Rs.10,000 generated in her name and shown as paid to her in the Payments Detail. 

 

5. Processing of the Complaint 
 

The complaint was submitted on 5
th
 November 2011and was entered in the complaint register on 

the same date. BISP officials forwarded this to their Divisional Office and to the Post Office on 
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6
th
 November 2011. The Assistant Complaints at BISP Tehsil Office Kabal forwarded a letter and 

application to the NADRA office in Mingora requesting NADRA to update the beneficiary’s data. 

Another was sent to the GPO Saidu Sharif requesting an inquiry be initiated against the non-

payment of her MOs. 

 

According to the Assistant Director BISP, he spoke to the Assistant Superintendent Pakistan Post, 

Mr Akbar Ali at the GPO Saidu Sharif regarding then on-delivery of her installments which were 

shown as delivered. In response he was told that Pakistan Post had not received any MOs in her 

name. 

 

The complainant’s family visited the BISP Divisional Office about five times but the office was 

unable to provide them with any progress. BISP Divisional Office and Tehsil Office Kabal told 

the complainant’s father and husband that she may be ‘discrepant’ and that is why the post office 

is refusing to hand over the amounts. On the other hand they did not check her Payment Details 

on line which clearly show that MOs in her name were being issued and delivered. 

 

The post offices at Saidu Sharif and Kabal state that they have no record regarding this complaint 

as according to them no such complaint was forwarded by BISP and so there is no question of any 

progress on addressing the complaint. BISP offices have not sent any reminders to Pakistan Post 

for follow up of the complaint, which may have highlighted the fact that the complaint had not 

reached Pakistan Post. 

 

6. Observations 
 

a. General Observations 

 

She is living in a mud house and rearing some small animals in the courtyard. She was 

clueless about the program and her father liaised with BISP, the Pakistan Post and the survey 

team on her behalf. 

 

b. Observations at Beneficiary Level 

 

The beneficiary was included in the BISP cash grant scheme after the Poverty Score Card 

Survey. She claimed that till end December, she has not received a single penny though 

according to her Payment Details 6 MOs have been issued and have been shown as delivered/ 

paid to her. She is not satisfied with the result of the complaint as there has been no progress.  

 

c. Observations at BISP / Payment Agency Level 

 
The BISP Tehsil Office Kabal, had entered the complaint as per their existing 

system/procedure and claim to have forwarded the complaint for redressal but still there is no 

response from either NADRA (which had to correct her data) nor Pakistan Post (which was to 

enquire into the complaint of non-payment) regarding any progress.  

 

When the case team visited GPO Saidu Sharif, Mr. Akbar Ali, Assistant Superintendent said 

that they had not received any complaint on behalf of Bibi Noor w/o Ihsanullah either from 

BISP Tehsil Office Kabal or from BISP Divisional Office Saidu Sharif. As such there is no 

question of any progress on the complaint.  
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7. Lessons Learnt/ Conclusions 
 

 There seems to be communication gap between BISP and NADRA/ Pakistan Post. Pakistan 

Post is denying that this complaint has been forwarded and BISP has not sent any reminders 

to know about any progress on the complaint. These reminders may have at least highlighted 

the issue of non-receipt of complaint by Pakistan Post, and, the complaint could have been 

resent to Pakistan Post for investigation. 

 

8. Recommendations 
 

 Coordination between the Pakistan Post and BISP must be improved so that redressal of 

complaint is ensured. 

 Complaints should be formally forwarded by BISP to Pakistan Post and communication 

record kept so that it can be used in case of some discrepancy and may be shared with the 

beneficiary on demand. 

 BISP and Pakistan Post should reconcile the complaints in progress so that they could be 

timely addressed. 
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Payment Case Study Number: P-KPK-11 

Nature of Case: Non Payment of six money orders for Rs.12,000 by 

Pakistan Post 
Complainant/ Beneficiary: Taj Barow 

Widow of: Sir Baland 

Complainant, if not beneficiary herself: Mir Afzal (beneficiary’s father) 
Address: Lalo Bandai, Kuza Bandai, Tehsil Kabal, Swat 

Malakand 

CNIC Number: 15601-9951019-4 

PSC form number: 6803617 

Date Study Conducted 22
nd 

December 2011 

 

1. Case Summary  
 

Taj Barow widow of Sir Baland lives in Lalo Bandai, Kabal, Swat Malakand in her father’s home. 

She is an illiterate woman of about 21 years of age. She has one child. She complained that her 

first 5 installments which were generated on 25
th
 April 2011 and shown as delivered to her on 23

rd
 

July 2011 were not received by her. At that time her 6
th
 MO was shown as generated on 12

th
 

August 2011 and the delivery status was shown as blank.  

 

Her father Mir Afzal demanded Rs.12,000 from the postman, this being the total amount of the 

six money orders generated in her name. The postman told him that the post office had not 

received her money orders and asked him to contact BISP Tehsil Office Kabal or the BISP 

Divisional Office Saidu Sharif. BISP Tehsil Office Kabal guided him to lodge a complaint against 

the postman which he did on 5
th
 November 2011.  

 

The complaint was wrongly sent to NADRA and was not forwarded to Post Office by BISP 

Tehsil Office. Post Office Saidu Sharif and DSPS Malakand deny having received this case from 

BISP. When complainant was interviewed in November 2011 her case was still pending. Later, 

she informed us that her father visited the Mardan Divisional Office where he was told that her 

payments are being generated and shown as delivered to her. He was given her payment details 

which he took to the BISP Tehsil Office Kabal and asked for the money. The Assistant 

Complaints called the postman and asked for the embezzled MOs and threatened him that 

otherwise a formal enquiry would be lodged. The postman confessed and promised to handover 

the amount which he did in February 2012 when he returned the entire misappropriated amount of 

Rs.12,000.  

 

In this case Pakistan Post denies receiving the complaint from BISP. No reminders were sent by 

BISP which may have highlighted the issue and the complaint could have been re-sent. The 

complainant got her misappropriated money orders due to an informal process i.e. BISP staff’s 

threatened the postman that otherwise a formal enquiry will be conducted. 

 

2. Receiver Woman/ Complainant’s Profile and Background Information 

 
Taj Barow widow of Sir Baland is living in Lalo Bandai Kuza Bandai Swat but her original 

address was Gul kari, Sheeryal, Tehsil Matta. She is an illiterate woman of about 21 years and has 

only one child. Her husband died before the birth of her only child. She is living with her father 

and other siblings in a mud house constructed on someone else’s land.  

 

This katcha house has four rooms with a make shift kitchen, bath and latrine facilities. The house 

situated on a mountain top is surrounded by mountains.  Her father is a tenant in the field owned 
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by a local landlord. The village has more than seventy houses of the same kind with open 

sanitation lines. They do not have access to any water source at their home and must fetch it from 

the surrounding streams or use hand pumps. 

 

3. Receiver Woman/ Complainant’s Relationship with BISP 

 
The complainant became a beneficiary in BISP Phase 2

nd
 In February 2011, a survey team 

completed her survey form and she was provided with the acknowledgment slip. She received a 

letter from BISP informing that she is eligible for the cash grant. Despite being an eligible 

beneficiary of BISP, she was asked by post office staff to contact BISP office as she had some 

discrepancy. She did not receive any cash grant before lodging of the complaint. She has since 

received seven installments totaling Rs.14,000. She intends to buy clothes and books for her son 

with this money as well as household items for her parents’ home. 

 

4. How did the Complaint Emerged? 
 

Taj Barow received a letter of eligibility, and keep on waiting for her cash grant to come through 

the Post Office. When she found that others were receiving their cash grants, she wondered why 

her money orders were not coming and she sent her father to make enquiries; her father went to a 

net café to check her ‘beneficiary details’ and ‘payment details’. He came to know that 6 MOs of 

Rs.2,000 each had been generated in her name and, at that time, 5 of these were shown as 

delivered to her. They were very surprised because they had not received a single money order 

compared to five that the payment detail showed as delivered  

 

5. Processing of the Complaint 
 

After checking her status online, her father Mir Afzal Khan visited BISP Tehsil Office Kabal and 

lodged a complaint on 5
th
 November 2011. The complainant stated that Taj Barow’s cash grants 

had been generated and were shown as delivered while she had actually not received the amount. 

Staff at the BISP Tehsil Office Kabal asked the Post Office Kabal staff about why she had not 

been paid. In reply, he was informed that her money orders had not come as yet and that she may 

have some problem or discrepancy with her CNIC. The Assistant Complaints then forwarded the 

case to the BISP Divisional Office Swat and to NADRA along with a copy of her CNIC for the 

discrepancy to be removed. No dates for any of these communications were recorded by the BISP 

Tehsil Office Kabal. 

 

When Mir Afzal did not hear back from the BISP Tehsil Office he went to the BISP Divisional 

Office Mardan as he did not know that there is also a BISP Office in Saidu Sharif. The BISP 

officials at Mardan told him that there is no problem with her CNIC and that her money orders are 

being generated; they advised him to check with the BISP Tehsil Office, Divisional Office Swat 

or HQ Islamabad, in case money orders were not being sent to the post office for delivery. 

 

It was a case of non-payment but BISP Kabal Tehsil staff forwarded it to NADRA and Divisional 

office for removal of a discrepancy (which did not exist). The case was misread and dealt with 

incorrectly. The DSPS Malakand had no record of the complaint that the Tehsil Office staff 

claimed to have sent in. 

 

Mir Afzal again visited BISP Kabal Tehsil Office along with the payment detail print outs taken 

from the Mardan Divisional Office. Upon checking these payment details the Assistant 

Complaints call the postman of Kabal post office and showed him the payment details. He asked 

him to hand over the amount or else he would initiate an inquiry against him. The Postman 

confessed to having kept the MO’s for himself and said that he would arrange the money for Mir 
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Afzal if the complaint was withdrawn. The postman handed over the amount of Rs.12,000 in 

February 2012. 

 

6. Observations 
 

a. General Observations 

 

Taj Barow had little information about the program, or about complaints and their resolution. 

The entire process was carried out by her father with the guidance of the BISP Mardan 

Divisional Office staff. The complainant made his point and the amount was recovered from 

the Postman otherwise the case was being wrongly handled by the staff of the BISP Tehsil 

Office Kabal. 

  

b. Observations at Beneficiary Level 

 

She was not satisfied with the results of the complaint as far as the efforts of the staff of the 

BISP Tehsil Office Kabal are concern. She had no issue with receiving the money at her 

doorsteps through the postman even though there are other families who say that their men 

will go to post office to receive their money orders; na-mehram Postmen should not knock on 

their doors.  

 

c. Observations at BISP / Payment Agency Level 

 

The BISP Tehsil Office, Kabal registered the complaint but it was not forwarded to the 

correct office for redressal. Though the complaint was about non-payment of 6 money orders, 

BISP Tehsil Office staff probably did not see her payment details, and instead of sending it to 

the Post Office the complaint was marked to NADRA, though NADRA was not the relevant 

department for resolution of this issue.  

 

7. Lessons Learnt/ Conclusions 

 

 Her Payment Details were shown to BISP Tehsil Office Kabal whose staff called the postman 

for the repayment of the embezzled amount. The complaint was not sent formally to Pakistan 

Post for investigation. Such informal redressal though helps the complainants in recovering 

their misappropriated amounts, but does not help in addressing the organizational problems. 

 The beneficiary lodged a complaint and on the basis of informal redressal received her 

misappropriated amount, which might have been permanently embezzled if the issue was not 

highlighted due to filing of her complaint. 

 

8. Recommendations 
 

 Payment details of each beneficiary should be displayed at Tehsil Offices and Post Offices. 

This would help the beneficiaries in confirming if the money orders that they actually receive 

are in line with those been shown as delivered to them. 

 Each embezzlement case must be forwarded to Pakistan Post and the case should not be 

closed down in case misappropriated MOs are recovered by informal means, as simply the 

handing over / or recovery is not enough. Proper enquiries according to Pakistan Post SOP 

that result in concrete findings and appropriate disciplinary action against the accused 

postman will help in addressing this major problem and will be a deterrence to other postmen 

in future. 
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Payment Case Study Number: P-KPK-12 

Nature of Case: Non-Payment of 7 MOs for Rs.14000 

Complainant/ Beneficiary: Shokat Bibi 

Wife of: Mer Afzal 

Complainant, if not beneficiary herself:  
Address: Lalo Bandai Kuza Bandai , Kuza Bandai,Swat 

CNIC Number: 15601-7500798-6 (15601-118643-31HH head CNIC) 

PSC form number: 6803616  

Date Study Conducted 22
nd

 December 2011 

 

1. Case Summary 
 

After the PSC Survey was conducted, Shokat Bibi did not receive an eligibility letter from BISP. 

With her husband she went to the BISP Divisional Office Saidu Sharif in July 2011, where they 

were told that their status was “eligible household with discrepancy” as there was some 

discrepancy that had to be corrected. When on repeated visits there were no satisfactory answer, 

Shokat Bibi’s husband went to BISP Divisional Office Mardan for assistance. There they were 

referred back to BISP Divisional Office Malakand. In November 2011 they were informed that 

there is nothing wrong with her CNIC and 7 MO’s of “Rs.14,000” have already been generated in 

her name. 

 

They lodged a complaint in BISP Divisional Office Malakand in Saidu Sharif on 5
th
 November 

2011. It was stated in the complaint that the first six money orders have been generated and 

shown as delivered to the beneficiary whereas she did not receive any amount and the seventh 

was generated on 28
th
 October 2011 but had not been delivered till then. According to BISP, 

during the same week the complaint was forwarded to Divisional Superintendent Postal Services 

(DSPS) Batkhela Malakand for redressal but according to DSPS record Batkhela no such 

complaint was forwarded to them by BISP. 

 

However, when the beneficiary was contacted she told that she received Rs. 9,000 from the 

postman on 9
th
 December 2011 and a money order of Rs.2,000 in February 2012 (7

th
 money order 

generated on 28
th
 October 2011 and paid on 17

th
 February 2012 - 4 months after it was generated). 

She considers that maybe due to the TPE team’s meeting with her regarding her complaint the 

postman became afraid (due to severe consequences resulting from an official enquiry by Pakistan 

Post) and repaid her some of the misappropriated money.  

 

2. Receiver Woman/ Complainant’s Profile and Background Information 
 

Shokat Bibi and Liaqa Bibi wives of Mer Afzal are living in Lalo Bandai, Kuza Bandai, Swat. 

Both are illiterate. Shokat Bibi is about 45 years and has 8 children (7 girls and one boy) and 

Laiqa is of 35 years and is the mother of 8 girls. Both are living with her husband in a 2 marla 

mud house having four rooms with make shift kitchen, bath and latrine facilities without roof, 

constructed on someone else’s land. The house is situated on one of the mountains of Kuza 

Bandai. The village has more than seventy houses of the same kind with open sanitation lines. Her 

husband works as a tenant in the fields owned by a local landlord. 

 

The family has shifted from Gulkari village in Matta Tehsil of Swat. When the situation in Swat 

was bleak, they were moved from Gulkari to Lalo Bandai. All the people had started shifting their 

families from the areas which were infested by Talban and army was striking in to get rid of the 

terrorists. However, the area where they live now is also near Tehsil Kabal which is again a 

Taliban infested area. 
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3. Receiver Woman/ Complainant’s Relationship with BISP 
 

She did not receive cash grants under BISP Phase I (parliamentarians’ programme). In February 

2011 a PSC survey team completed their survey form for BISP. Acknowledgment slip was 

provided by the survey team. They did not receive any letter from BISP office that they are 

eligible for the grant. 

 

They did not know about complaint redressal mechanism and had never been to any office. They 

plan to buy clothes and books for their children and buy some household articles. They said they 

can be saved from borrowing and could live with some self-respect, once they received the BISP 

amount.  

 

4. How did the Complaint Emerge? 
 

When Shokat Bibi saw that some of the women in her neighborhood were receiving their BISP 

money orders, she asked her husband to check with the concerned office why she was not being 

paid. When they visited BISP Tehsil Office Kabal they were told by Assistant Complaints that 

there is a discrepancy or problem with his wife’s CNIC and she need to produce the copy of her 

CNIC. The Assistant Complaints discuss the matter with Postman of Kabal Tehsil, who told him 

that no MO came in the name of Shokat and she might be having some discrepancy or problem 

with her CNIC. The Assistant Complaints did not check himself the status of the beneficiary and 

told them exactly the same as was told by the postman. The Assistant Complaints asked them for 

removal of discrepancy and they need to submit Shokat Bibi CNIC, which they did. The Assistant 

Complaints BISP Tehsil Office Kabal forwarded a letter to NADRA Office Mingora, to update 

her data and remove the discrepancy. The complaint officer also dispatched a copy for 

information to BISP Divisional Office Saidu Sharif. 

 

BISP Tehsil Office staff gave this advice despite the fact that cash grants were being generated as 

well as shown as delivered. Her husband provided BISP Divisional Office Malakand with a copy 

of Shokat Bibi’s CNIC. He was informed by a net café and Divisional Office Mardan that five 

installments of Rs.2,000 have been generated in her name on 25
th
 April 2011 and these have 

already been shown as delivered on 23
rd

 July 2011, when he checked in July 2011. The sixth 

money order was generated on 12
th
 August 2011, and shown as delivered on 8

th
 October while the 

seventh MO was generated on 28
th
 October 2011. 

 

Mer Afzal lodged a complaint at the BISP Divisional Office Saidu Sharif on 5
th
 November 2011 

for non-payment of all the 7 MOs of Rs.2,000 each. 

 

5. Processing of the Complaint 
 

The complainant was lodged on 5
th
 November 2011 and according to BISP was forwarded within 

the same week to the Divisional Superintendent Postal Service Batkhela, Malakand. On the other 

hand the DSPS Batkhela and ASPS Saidu Sharif told that they had not received this particular 

complaint forwarded by BISP. Due to this stalemate obviously nothing was done by BISP or 

Pakistan Post to address her complaint. 

 

However, when the beneficiary was contacted she told that she received Rs. 9,000 from the 

postman on 9
th
 December 2011 and a money order of Rs.2,000 in February 2012 (7

th
 money order 

generated on 28
th
 October 2011 and paid on 17

th
 February 2012 - 4 months after it was generated). 

She considers that maybe due to the TPE team’s meeting with her regarding her complaint the 

postman became afraid (due to severe consequences resulting from an official enquiry by Pakistan 

Post) and repaid her some of the misappropriated money.  
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6. Observations 
 

a. General Observations 

 

They are living in a kutcha house. She had no information regarding BISP or its complaint 

mechanism and her husband was providing the little information that he could. The 

Household is dependent on Mer Afzal who is a tenant farmer on someone else’s land. He is 

supporting the family but his income is too meager to provide food and other necessities. Due 

to his family size the expenditures cannot be maintained on his income. 

 

b. Observations at Beneficiary Level 

 

The beneficiary was included in BISP through general survey programme. They were 

satisfied with the result of the complaint not knowing that they received the money, despite 

any action by BISP or Pakistan Post. 

 

They were not aware that after the PSC survey her PMT score is 13.08 as she did not receive 

any intimation letter from BISP. They remained uninformed about their eligibility and the 

postman was exploiting this by misappropriating their money orders.  

 

c. Observations at BISP / Payment Agency Level 

 

The complaint was wrongly forwarded to NADRA. BISP says the complaint was forwarded 

to Pakistan Post. Pakistan Post says that this complaint was not forwarded to them. It appears 

that BISP or Pakistan Post did nothing to address this complaint. 

 

7. Lessons Learnt/ Conclusions 
 

 BISP did not forward this complaint formally to Pakistan Post. No reminder was sent to 

ensure that the complaint was processed or at least the issue (that Pakistan Post has not 

received the complaint) may have been highlighted and a copy of the complaint sent for 

processing. Pakistan Post did nothing to address the complaint verbally communicated to 

them by BISP and they probably did not perform the standard process of verifying the 

delivery of a certain percentage of money orders distributed in an area. 

 The beneficiary and her husband think that they received some of the misappropriated amount 

as probably the postman was alerted that this complaint is being studied by the TPE Survey 

Team. He was probably afraid of strict disciplinary action by Pakistan Post in case of a formal 

investigation of this non-formal complaint. 

 

8. Recommendations 
 

 BISP Tehsil Offices need to be better equipped especially with internet, computer, printer, 

stationanry, photocopier and a generator with enough fuel 

 Coordination between the stakeholders (BISP, Pakistan Post, NADRA, Bank and Franchises 

etc) needs to be stream lined so that beneficiaries problems and complaints could be 

addressed. 

 The communication between BISP and Payment Agency should be formal and documented 

so that the responsibility of delay in redressal of complaint could be fixed, and, progress on 

her complaint could be shared with the beneficiary. 
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Payment Case Study Number: P-KPK-13 

Nature of Case: Partial Payment of Rs.1,900 instead of Rs.2000 

delivered; and Non-Payment of 5 money orders for 

Rs.10,000 
Complainant/ Beneficiary: Rabia Bibi, beneficiary (through Mohammad Imran, 

Husband) 

Wife of: Mohammad Imran 

Complainant, if not beneficiary herself: Mohammad Imran ( husband) 
Address: Mohallah Ishaq, Mingora, Swat 

CNIC Number: 15602-3870264-2 

PSC form number: 6021719  

Date Study Conducted 17
th
 December 2011 

 

1. Summary of the case study 
 

Rabia Bibi wife of Muhammad Imran belongs to Mohallah Ishaq, Mingora city, District Swat and 

she was declared as a beneficiary by BISP. In end October 2011, she went to the nearby post 

office Mingora to collect her money order, as someone told her that her money orders might have 

come. When Rabia Bibi and her husband visited the post office to collect the cash grant, the 

postman deducted Rs.100 out of Rs.2,000 and delivered only Rs.1,900. This was the first and last 

installment that she received. 

 

Her husband was told by an agent who checked the Payment Detail in computer that 5 money 

orders for Rs.10,000 have been generated (4 generated on 25
th
 February and one on 25

th
 April 

2011) in the name of Rabia Bibi and shown as delivered, while the sixth installment of Rs.2,000 

was generated in August 2011 but not shown as delivered till then. When they asked for the 

Rs.10,000 the postman told them that the cash grant sent by BISP was Rs.1,900 only which has 

been paid, so they should contact BISP office in this regard. After that the beneficiary and her 

husband visited the BISP Tehsil Office Mingora to ask about their cash grant. BISP staff told 

them that MOs for their cash grant of Rs.12,000 were generated and these have been shown as 

delivered/paid, but actually they received Rs.1,900 only. Complainant visited BISP Tehsil Office 

Mingora and lodged a complaint against the non-payment of the rest of the amount by post office 

on 28
th
 October 2011. BISP Tehsil Office sent the complaint to Post Office Saidu Sharif on 29

th
 

October 2011. 

 

The Post Office did not consider this as a case (as stated by DSPS Batkhela) because they 

provided “money order receipts acknowledged by the beneficiary as proof of payment” to BISP 

and, therefore, consider that an enquiry in this regard is not required. On the other hand, the 

beneficiary maintains that she did not receive the money and so the case was still pending till the 

drafting of the case study. Pakistan Post did not follow the standard procedure for investigating 

non-delivery of money orders while BISP did not send any reminder to ensure that an 

investigation takes place. 

 

2. Beneficiary/ complainant’s profile/background information. 
 

Rabia Bibi wife of Muhammad Imran resides in Mohallah Ishaq, Minogra city, District swat. 

Mohallah Ishaq is 2 kms away from the main road; pacca road lead to her house, market, school 

and health facilities is on 2 kms distance from the house of the beneficiary. 

 

Rabia Bibi is a 34 year old uneducated woman. She is the mother of 7 children, (5 female and 2 

male). The house she lives in with her husband and children is on rent and very small, comprising 
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of 1 katcha room with no wash room and kitchen, only a dry pit latrine in a corner. They fetch 

drinking water from the hand pump which is installed in their neighbor’s house. 

 

Her husband is a driver and his monthly income is very limited. The family buys the daily food 

items from the nearby market which is 2 kms away from the house. The family has no agriculture 

land. 

 

3. Beneficiary’s relationship with BISP 
 

Rabia Bibi was declared as a beneficiary under the 2
nd

 Phase of BISP. The PSC survey was held a 

few months ago in end 2010. A survey team approached the household and filled the PSC form at 

their door step, a slip of acknowledgment was given to the Rabia Bibi after filling the PSC form. 

No eligibility or discrepancy letter was received by Rabia Bibi from the BISP office. 

 

Rabia Bibi was not satisfied with the behavior of the BISP staff, she told us that BISP staff did not 

behave well with beneficiaries therefore they were not satisfied with the behavior of BISP Tehsil 

Office Mingora. Rabia Bibi spent her cash grant on purchasing the daily household commodities 

and intends to similarly utilize it in future as well. 

 

4. How did the complaint/ grievance Emerge? 
 

When Rabia Bibi went to the post office to collect her cash grant, the postman deducted Rs.100 

out of her money order for Rs.2,000 and gave her Rs.1,900 only. In addition, on checking the 

Payment Detail, her husband was told that five more MOs for Rs.10,000 were also generated by 

BISP in the name of Rabia Bibi and were sent by BISP to the Post office for delivery. These were 

not actually received by Rabia Bibi although the Payment Detail showed that these have been 

delivered to her. 

 

BISP staff guided them to submit a written complaint (along with her CNIC) against the postman 

on account of non-payment of 5 money orders of Rs.2,000 each (Rs.10,000) and partial payment 

of Rs.1,900 instead of Rs.2,000 from the sixth money order. 

 

5. Process of the case 
 

The complaint was filed in BISP Tehsil Office Mingora Swat on 28
th
 October 2011 and entered in 

their record on the same day. While the case was forwarded to BISP Divisional Office on the 

same day, the case was sent to the Pakistan Post Mingora on 29
th
 October 2011. Supporting 

documents were sent to Pakistan Post (score card, payment schedule, CNIC copy and application 

of the beneficiary) and an official of BISP Tehsil office Mingora was also sent for enquiring into 

the matter to the post office Mingora on 29
th
 October 2011. 

 

In reply to the letter of BISP tehsil office, on the same day that the case was forwarded, the Post 

Office Mingora replied, that the receipt acknowledgment of money orders provided by postman 

Mr. Rafiullah, (also confirmed by BISP Office Mingora) show that the case was a mere 

accusation by the beneficiary. After that BISP tehsil office conveyed the reply of the Post Office 

to the complainant on 31
st
 October 2011but Rabia Bibi told BISP office as well the survey team 

that these 5 money orders were never received by her. 

 

It was observed that no formal enquiry has been conducted by the DSPS office Malakand to 

investigate this complaint as after sending the documented proof of receipts to BISP office they 

considered this as a mere accusation and did not treat it as a complaint. No reminder was issued 

by BISP to demand an investigation (according to the standard process adopted for investigating 
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complaints of non-delivery of money orders) in which the beneficiary herself may participate in 

the enquiry process. 

 

Rabia Bibi and her husband visited BISP tehsil office 3 times for follow up of their complaint but 

other than this no further result was conveyed to them, and they are still waiting for the complaint 

to bear fruit. 

 

6. Observations: 
 

a. General observations. 

 

According to many beneficiaries and complainants, Postman Rafiullah has done similar 

misappropriations in cash grants of other beneficiaries also but no action is taken as he enjoys 

political support. Earlier a special team from BISP Islamabad conducted an enquiry against 

him for similar accusation but no action was taken against him. 

 

The Post Office did not pursue an enquiry in this case as they consider it a ‘no complaint’ and 

provided the proof of acknowledgment receipts to BISP office, so they feel that an enquiry 

was not required. The process of investigating a complaint regarding nonpayment of money 

orders was not followed and the beneficiary was deprived of her cash grant. 

 

b. Observation at beneficiary level. 

 

Rabia Bibi and her family was uneducated and poor, her husband was a driver and was unable 

to follow the process properly. They were living in a rented house hardly meet their living 

expenses. The awareness and understanding level of the beneficiary was very low. They 

visited BISP Tehsil Office 3 times to follow up their case but could not get their complaint 

addressed. 

 

c. Observation at BISP/Payment agency level 

 

BISP did not send reminders to compel Pakistan Post to follow the established procedure for 

investigating non-payment of money orders. They did not report the lack of interest of 

Pakistan Post (in investigating this complaint) to their higher level so that the higher ups of 

Pakistan Post could be approached. The Post Office staff members enjoy strong political 

support and so may indulge in and overlook such wrong doings. 

 

7. Lesson learnt/ conclusion 
 

 Paid money orders were sent to BISP as proof of payment – actually these were the reason for 

filing her complaint and not the proof of its resolution – as she was complaining that these 

were not paid to her. Pakistan Post’s standard complaint redressal process for un-delivered 

money orders was not followed as an enquiry in which the beneficiary could participate was 

not conducted.  

 BISP Tehsil Office did not pursue the matter by sending reminders to compel Pakistan Post to 

follow the standard enquiry procedure and therefore the complaint still remains unaddressed. 

 

8. Recommendations 
 

 An awareness campaign is required to ensure that payment agency could not exploit the 

beneficiaries. 
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 The first BISP letter to the beneficiary should mention the amount of the first installment that 

she will receive and the month when she can expect to receive this amount. This would help 

in reducing the misappropriations and complaints. 

 A list of beneficiaries and the amount generated against her name should be displayed in each 

BISP tehsil office and in the relevant post office. 

 In addition to using Pakistan Post, BISP should also try alternative sources to distribute the 

cash grants to beneficiaries like ATM card or open an account in bank in the name of 

beneficiary.  

 An SMS alert may be sent to each beneficiary from BISP when a new money order is 

generated showing its amount and expected period of delivery. 
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Payment Case Study Number: P-KPK-14 

Nature of Case: Non-payment of one MO of Rs 2000 by Post Man  

Complainant/ Beneficiary: Gull Wisal 

Wife of: Gull Nawab  

Complainant, if not beneficiary herself: Gull Nawab  
Address: Mashkumy Khwazakhela, Swat 

CNIC Number: 15602-0343808-8 

PSC form number: 6667298  

Date Study Conducted 18
th
 December 2011 

 

1. Summary of the case study 
 

Gull Wisal, wife of Gull Nawab, is a resident of Mashkumy Khwazakhela, Swat and was declared 

an eligible beneficiary during the second phase of the BISP cash grant scheme. 

  

She received 5 money orders each amounting to Rs.2,000 in July 2011 while the sixth which was 

generated in August 2011 and shown as delivered in October 2011 was not received by the 

beneficiary. This was pointed out by an agent at a net café near BISP Tehsil Office Khwazakhela; 

he checked her ‘Payment Details’ sometime in end October 2011. He told her that her Payment 

Details show that six MOs of Rs.2,000 each have been delivered to her, but she had actually 

received only five MOs of Rs.2,000 each. The agent advised her to lodge a complaint at the BISP 

Office because he suspected the MO had been misappropriated. 

 

In November 2011, Gull Wisal’s family, with the assistance of an influential social worker, 

lodged a complaint of non-payment of one money order of Rs.2,000 by the postman. The 

complaint was registered at the BISP Tehsil Office Khwazakhela, and was transferred for 

redressing a week later to the Post Office Saidu Sharif and also to DSPS Bathkhela. The BISP 

offices did not have the exact date on which the complaint was lodged or forwarded. The BISP 

Tehsil Office staff stated that within one week of the lodging of the complaint it was sent to the 

Pakistan Post. 

 

To date, Gull Wisal’s case is still pending, and no feedback has been received from the Post 

Office, while BISP has not sent any reminders to Pakistan Post to speed up the process. 

 

2. Beneficiary background information 
 

Gull Wisal Bibi, wife of Gull Nawab, is 76 years old, and currently resides in Mashkumy 

Khwazakhela, Swat. Mashkumy is a small village situated in a remote are; on the outskirts of 

tehsil Khwazakhela and is 3 kms away from the nearest main road. There are no paved roads and 

it takes approximately 20 minutes on foot to reach the beneficiary’s house from the main road.  

 

There is no drainage or sewerage system for the village, and limited health and education facilities 

are available. However, a village market is located at a distance of 6 kms from the beneficiary’s 

house. 

 

Gul Wisal Bibi is the mother of 7 children. She is unlettered and only works within the home, 

doing her duties as a housewife. Her husband is a barber by occupation, and hails from the 

marginalized community known as Nayan, which in the local language means ‘barber’. 

 

The family lives in a rented house built on a 4 Marlas plot. It comprises of 2 katcha rooms and 

boasts a pit latrine. There are no water connections available, and the household fetches water 
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from a nearby tube well. One of Gul Wisal Bibi’s children attends government school and is 

currently in class 4. However, the beneficiary fears that someday he will have to be taken out of 

school as his education becomes unaffordable. 

 

3. Complainant’s relationship with BISP 
 

Gull Wisal was declared an eligible beneficiary during the 2
nd

 phase of BISP cash grant program. 

In end 2010, a survey team filled her required data in PSC Survey form and issued an 

acknowledgement slip. Until then, the family was neither aware about BISP program and its 

benefits nor did they understand the procedure for filing complaints. 

 

Gull Wisal utilizes the grant money for procuring medicines and purchasing food and other 

essential commodities for her family. 

 

4. How did the complaint emerge? 
 

Gull Wisal revealed that, “The postman in our area illegally deducted some amount from the 

money orders of every household; and so we soon began to suspect him. An influential figure in 

our village also told us about his fraudulent practices, therefore we decided to lodge a complaint 

against the postman”. 

 

She further added that the postman had delivered 5 money orders to her address, while one money 

order worth Rs.2,000 has still not been delivered to her which was pointed out by an agent in a net 

café in Khwazakhela at the end of October 2011. So she and her husband along with an elderly 

social worker went to BISP Tehsil Office Khwazakhela and lodged a complaint in November 

2011. 

 

5. Processing of the case 
 

In November 2011, Gull Wisal’s husband along with an elderly village social worker visited the 

BISP Tehsil Office, Khwazakhela, to register a case against the postman for nonpayment of one 

MO of Rs.2,000 which was generated in August 2011 and shown as delivered in October 2011. A 

handwritten application, along with a copy of the beneficiary’s CNIC, was filed. However, no 

acknowledgment receipt was given to the complainant and neither was the date recorded. 

 

According to the Assistant Complaints of the BISP Tehsil Office, Khwazakhela, about 1 week 

after complaint registration, the complaint was forwarded to BISP Divisional Office Swat, and 

DSPS Pakistan Post Bathkhela, Malakand, for further inquiry. However, no progress about 

investigation of the complaint was received by BISP Office, nor did the DSPS Office have any 

record of receiving the case from BISP to initiate an investigation. 

 

6. Observations 

 
a. General observations 

 

Although procedure was followed by the BISP Tehsil Office staff during registration of 

complaint, neither feedback or updates were provided to the beneficiary’s family nor were 

any dates noted down by the staff. The case appears to have come to a standstill after it was 

forwarded to Pakistan Post. 
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b. Observations at the beneficiary level 

 

Gull Wisal’s family belongs to a marginalized community, and had no knowledge about BISP 

procedures and requirements. Although the family expressed their satisfaction with the 

overall BISP services, they were not satisfied with the conduct of officials at Pakistan Post as 

their complaint has not been investigated, but the problem is that (according to Pakistan Post) 

they did not receive any such complaint for investigation. 

 

c. Observations at BISP/payment agency level 

 

During a visit to the DSPS Office Malakand, it was found that no record of the beneficiary’s 

complaint is available at that office. Mr. Ghulam Qadir, in charge of DSPS Office, assured us 

that this complaint was not received from BISP for investigation. 

 

7. Lessons Learnt 
 

 There is no feedback mechanism for reporting progress of investigation of complaints and 

presently there is no mechanism through which they can track a particular case to find at what 

stage a case is currently pending. 

 In this case, BISP says that the complaint has been sent to Pakistan Post for investigation but 

Pakistan Post denies receiving any such complaint. Correspondence between BISP and 

Pakistan Post should be communicated as per official procedure and acknowledgment on 

dispatch register/ diary must be obtained.  

 BISP did not send reminders for speeding up the investigation process. At least the fact that 

the complaint was not received by Pakistan Post may have been highlighted and another copy 

of complaint sent for processing. 

 

8. Recommendations 
 

 In order to reduce occurrences of complaints, BISP headquarters should ensure that intimation 

letters contain complete guidelines regarding filing and processing of complaints.  

 A bi-weekly or monthly diary shall be share between BISP and Pakistan Post regarding 

complaints sent, received, marked for enquiries, enquiries done and reports submitted etc. 

This will help in reconciling the present whereabouts of each complaint and help in speeding 

up the redressal. 

 Official reminders should be sent in case of complaints where the investigation has been 

delayed. In case of delayed investigations, higher offices of BISP may inform the higher 

offices of Pakistan Post. 
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Payment Case Study Number: P-KPK-15 

Nature of Case: Non-payment of  four Money Orders for Rs.8,000 in 

total by the Postman 

Complainant/ Beneficiary: Afzahira    

Wife of: Sher Ali 

Complainant, if not beneficiary herself: Sher Ali (Husband) 
Address: Mashkumy, Shaloon, khwazakhela, Swat 
CNIC Number: 15602-76567062 

PSC form number: 4851750  

Date Study Conducted 13
th
 December 2011 

 

1. Summary of the case study 
 

Afzahira, wife of Sher Ali, is a resident of Village Mashkumy Shaloon, Tehsil Khwazakhela, 

Swat, and KPK. She was declared an eligible beneficiary during the BISP Phase after her Poverty 

Score Card survey. Afzahira started receiving grants in August of 2011, though in April 2011, 5 

MOs of Rs.2,000 were generated, from which she only received one MO of Rs.2,000. Upon 

receiving just Rs.2,000 she grew curious as to why other beneficiaries had received greater 

amounts than her although they were surveyed at the same time as her. She asked the postman 

why she received only Rs.2,000 whereas the rest of the beneficiaries in the vicinity received more.  

 

The postman told her that BISP funds were transferred to affectees of the 2010 floods and her 

amount was also diverted. 

 

To enquire further her husband visited the BISP Tehsil Office Khwazakhela soon after she 

received the MO in August of 2011. He came to know that five MOs were shown as delivered in 

her name. 

 

A complaint was registered against the postman at BISP Tehsil Office Khwazakhela on charges of 

misappropriation of four money orders (amounting to Rs.8,000) on 10
th
 October 2011. The 

complaint was forwarded within the same week to the BISP Divisional Office Swat and the DSPS 

Pakistan Post Malakand for redressing. The DSPS office denies receiving his complaint 

(forwarded by BISP) to initiate an inquiry. Neither has a reply been received nor has any reminder 

been sent; and so the case is still pending. 

 

2. Beneficiary background information 
 

Afzahira, wife of Sher Ali, belongs to village Mashkumy Shaloom of Swat located in the 

mountains of Khwazakhela. The village is hard to access and requires a 25 minute walk to reach 

from the nearest road. Most of the houses are katcha without any drainage or sewerage facilities.  

 

At present there is no market in the village, nor is there a school or hospital nearby. 

 

Afzahira is 41 years old, and is the mother of 3 children (a son and 2 daughters). Her husband is a 

labourer and is the only breadwinner in the family. The family lives in a 3 Marlas house 

consisting of one katcha room only, with no proper kitchen or washroom. Because of their poor 

financial conditions, none of the children attend school. Like many other houses in the vicinity, 

the beneficiary’s household has no electricity or water connection. 
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3. Beneficiary relationship with BISP 
 

Afzahira was declared an eligible beneficiary during the 2
nd

 phase of the BISP initiative. She was 

not considered a beneficiary during the parliamentarian phase because, according to her, she did 

not have access to political clout. A team of BISP PSC surveyors arrived at her doorstep and 

interviewed her for filling her PSC. She provided her CNIC details and a receipt of 

acknowledgment was issued to her by the survey team. Later, however, no official intimation 

letter regarding her eligibility as a BISP beneficiary was received by her. 

 

Although Afzahira and her family appreciated that the present government had launched a 

program to honor the late Prime Minister Ms. Benazir Bhutto to fight poverty, they were 

oblivious of BISP requirements and complaint lodging procedures. The family used the cash grant 

to their utmost benefit and purchased daily food items and other necessities for the household. 

 

4. How did the complaint/ grievance emerge? 
 

The beneficiary’s ‘Payment Details’ on the BISP official website showed that five money orders 

for the beneficiary were generated in April 2011 and shown as delivered in Aug 2011. However, 

Afzahira has written in her complaint that she had received only one instead of 5 money orders 

from the village post office in Khwazakhela. 

 

When she asked about the remaining 4 money orders, the postman said that these funds have been 

diverted to flood affectees. When the couple visited the local BISP office and informed them 

about what the postman told them, BISP officials rejected  this statement and instructed them to 

register a formal complaint to initiate an inquiry against the postman.  

 

5. Processing of the case 
 

Her complaint was filed at the BISP Tehsil Office, Khwazakhela, on 10
th
 October 2011. The 

complaint was entered in BISP complaint database, and was forwarded to BISP Divisional Office 

and Pakistan Post DSPS Office Bathkhela Malakand on the same day. 

 

Later, in order to resolve the issue, the Assistant Director at BISP Tehsil Office personally visited 

the post office, and held meetings with the post office staff there. However, no decisions were 

reached. In spite of following the regular procedures for forwarding the complaint to Pakistan 

Post for processing, BISP office did not receive any official report about the progress of the case 

and its decision. 

 

During a meeting with the DSPS the case team learnt that Pakistan Post has not received this 

complaint from BISP. During the interim period BISP did not send any reminder to Pakistan Post 

to enquire about the progress for redressal of this complaint – they should at least have known 

that this particular complaint, according to Pakistan Post, had not reach them for investigation. 

Afzahira and her husband visited BISP Tehsil Office thrice for following up the case but did not 

receive any feedback regarding the progress. 

 

6. Observations  
 

a. General observations 

 

Due to lack of awareness and illiteracy, embezzlement of BISP cash grants has increased. The 

problem reached such massive proportions that local villagers were forced to organize an 

investigation committee for cases of fraud headed by an influential elder, Mr. Karam Khan, as 
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the chairman who spread awareness regarding the embezzlement of the concerned postman 

and asked each beneficiary in the village to keep checking their status online. The committee 

has developed a list of the amounts embezzled from different beneficiaries.  

 

b. Observation at the beneficiary level 

 

The beneficiary did not know the exact amounts of installments she was entitled to. 

Throughout the case, she was assisted by the local elders in demanding and procuring her 

legal rights. She did not know how to initiate a complaint against the postman. After 

forwarding the complaint no one at the BISP Office followed her case as a result of which the 

case remains pending.  

 

c. Observations at BISP level/partners agency  

 

Up till now, no updates had been provided, nor has any feedback been given to the 

beneficiary regarding the progress on her complaint. 

 

During a visit to the DSPS Office, it was found that the beneficiary’s case had not been 

received by them for complaint redressal. 

 

7. Lesson Learnt  
 

 According to BISP the complaint was sent to Pakistan Post, which deny having received this 

case for investigation. A proper communication/follow up system appears to be lacking and 

there has been no progress in redressal of the case. 

 

8. Recommendations 
 

 Complaints for investigation must be formally sent to Pakistan Post and proper 

acknowledgement obtained. 

 An official diary system may be maintained through which the cases and updates are shared 

on bi-weekly or monthly basis between BISP and Pakistan Post. This may give the detail and 

status of cases as either sent, received, marked for enquiry, enquiry done, and report 

submitted etc. which will help in follow up and tracking of each case. 
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Payment Case Study Number: P-KPK-16 

Nature of Case: Non-Payment of 4 MOs worth Rs.2,000 each by the 

Postman 
Complainant/ Beneficiary: Yasmin 

Wife of: Pirdad 

Complainant, if not beneficiary herself: Pirdad 
Address: Mashkumy Maira, Swat 

CNIC Number: 15602-4183155-2 

PSC form number: 6666196  

Date Study Conducted 14
th
 December 2011 

 

1. Summary of the case 
 

Yasmin wife of Pirdad belongs to village Mashkumy Mira Khwazakhela Swat, KPK. She has 

been declared as an eligible beneficiary for the Score Card Phase but did not receive any 

payments. 5 of her money orders of Rs.2,000 each were generated in April 2011 and shown as 

delivered in July 2011. She claimed that these were not paid to her and had been misappropriated 

by the postman of the Post Office Khwazakhela. 

 

Yasmin and her husband visited Post Office Khwazakhela in August 2011 to collect the cash 

grant which they understood was due to them because other beneficiaries had started receiving 

installments. The postman refused to give them any Money Orders. A local Khan intervened but 

only managed to convince the postman to return 1 installment instead of 5 to Yasmin. 

 

Afterwards, on 10
th
 October 2011 Pirdad visited the BISP Tehsil Office Khwazakhela to get 

information about the exact amount of the cash grant generated in his wife’s name. Staff at BISP 

Tehsil Office Khwazakhela informed her that according to her Payment Detail, seven installments 

had been generated of which five installments were shown as delivered to her. Yasmin explained 

that she had received only Rs.2,000 instead of Rs.10,000. 

 

The BISP Assistant Complaints guided the couple with regard to the complaint process and her 

husband lodged a complaint against the postman. The Complaint was sent by the Assistant 

Director BISP Tehsil Office Khwazakhela to the DSPS Pakistan Post at the Divisional Post Office 

Bathkhela for initiating an inquiry against the postman. 

 

After visiting the Post Offices at Khwazakhela and Saidu Sharif it was found that no inquiry has 

been conducted because, according to them, this case was not received by them. 2 reminders were 

sent to these offices by the Divisional Post Office Bathkhela requesting that a joint inquiry may be 

conducted with BISP. This case remains unresolved. 

 

2. Beneficiary background information 
 

Yasmin is a 30 years old house wife living in the village of Mashkumy Mira of Khwazakhela 

Tehsil in Swat. She is an uneducated and unskilled house wife. Yasmin lives with her 5 children 

and husband in a nuclear family in a small, 4 Marlas house that consists of only 2 rooms; there is 

no washroom or kitchen. The family draws water from a nearby well and there is no drainage 

system in the area. 

 

The family is very poor; the only earning member of the household is Yasmin’s husband Pirdad 

who is a laborer and works in the village on daily wages. 2 of their children are enrolled at 

government schools near their home. 
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Yasmin’s house is situated in a narrow katcha street and is 5 kms away from the main road. 

School and BHU are both 8 kms away from her house. 

 

3. Beneficiary relationship with BISP 
 

Yasmin was declared as a beneficiary for the 2
nd

 phase of the program following the Poverty 

Score Card (PSC) survey. She participated in the PSC a few months prior to her interview in 

December 2011. A team of BISP surveyors came to her door step and filled out a PSC form for 

her. A receipt of acknowledgment was given to her on the spot. She had the valid CNIC at the 

time of survey whose details were noted down on her PSC form. No letter of intimation regarding 

her eligibility or any discrepancy was sent to Yasmin at the close of the survey. 

 

Yasmin and her family were totally unaware of the details of BISP and had no idea who was 

running the program. She was satisfied with the level of courtesy extended to her by the staff of 

the BISP Tehsil Office Khwazakhela but dissatisfied with the way her complaint was handled. 

The only thing the family professed to know about the program is that it is for the poor’s and they 

consider poverty to be the exclusive criteria for eligibility is poverty. She could not recall having 

received or viewed any IEC material. Yasmin and her husband Pirdad were also unaware of the 

complaint redressal mechanism in the BISP. 

 

She plans to spend the cash grant amount on the books and school uniforms for her children. 

 

4. How did the complaint/ grievance emerge? 
 

Pirdad and Yasmin went to the Post Office to collect their Money Orders but the postman 

informed them that he had not received any in her name. Pirdad approached the local Khan 

(landlord) for help in retrieving the moneys from the postman. The Khan was only successful in 

convincing the postman to return one of the MO worth Rs.2,000. 

 

Her husband then went to the BISP Tehsil Office to make enquiries about the whereabouts of 

Yasmin’s Money Orders. Staff at the Tehsil Office Khwazakhela told him that the 7 MO’s had 

been generated in her name of which 5
th
 generated in April 2011 were shown as delivered in July 

2011. He explained that she had only received Rs.2,000 from these. He was informed that the 

remaining amount was probably pocketed by the postman and he was advised to lodge a formal 

complaint against him. 

 

The complaint was filed against the postman at the Post Office Khwazakhela who withheld 4 out 

of the 5 installments generated in Yasmin Bibi’s name in April 2011. The postman withheld an 

amount of Rs.8,000 and paid her only Rs.2,000 out of the total of Rs.10,000 that were generated 

in her name. Thus, on 10
th
 October 2011, Pirdad launched a complaint of non-payment against the 

postman in question. 

 

5. Processing of the case 
 

Pirdad filed an application addressed to the Assistant Director, BISP Tehsil Office Khwazakhela 

on the 10
th
 October 2011. A copy of Yasmin’s CNIC was also attached as supporting documents.  

 

On the same date the case was forwarded to the BISP Divisional Office Swat for redressal while a 

letter was also dispatched to the DSPS Pakistan Post at the Divisional Office in Bathkhela for him 

to initiate an inquiry into the matter. 
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Afterwards, no response was received from either the BISP Divisional Office or the DSPS at the 

Pakistan Post Bathkhela Office and the case remains pending. 

 

Upon visiting the Post Office Khwazakhela, on 8
th
 December 2011 and Post Office Saidu Sharif, 

on 10
th
 January 2012, we discovered that no inquiry had been conducted nor did either office have 

any record of having received this particular case. The DSPS at the Divisional Post Office 

Bathkhela said that his Office had issued two reminders to the Assistant Director at the BISP 

Tehsil Office requesting the coo-ordinate with him so that  a joint inquiry may be conducted with 

BISP representatives present. 

 

It has been three months since the complaint was filed and the case has not been pursued by BISP 

or Pakistan Post; the case remains pending. 

 

6. Observations: 
 

a. General observations 

 

It was observed that Complaints Assistant was not maintaining records of cases; a lot of data 

was missing. After sending the case to Divisional office for redressal and requesting Pakistan 

Post to conduct an inquiry, according to the Tehsil Office staff, no response was received 

back. 

 

b. Observations at the beneficiary level 

 

The beneficiary was included in the Score Card Phase of BISP. The postman withheld money 

orders for Rs.10,000 generated for her but she recovered Rs.2000 after a local Khan 

intervened. Yasmin was satisfied with the behavior of the staff at the BISP Tehsil Office but 

was highly dissatisfied with the redressal mechanism because her problem still remains 

unresolved. 

 

c. Observations at the BISP/ Payment Agency level 

 

According to the Assistant Complainants when a payment complaint is received at BISP 

Tehsil Office Khwazakhela, it is filed in the complaint file with other cases. It is also entered 

in an Excel sheet which is sent as a monthly report to the Divisional Office. Payment 

complaints are then sent to the payment agency (Pakistan Post) for processing. No complaint 

register or Excel summaries were physically available at the office. 

 

At the payment agency level it was observed that there was no proper procedures or 

established protocols to follow up complaints sent to the Pakistan Post in such a far-away 

areas. There is no feedback and communication mechanism between BISP and Pakistan Post. 

 

7. Lessons learnt/ Conclusion 
 

 In this case, both Pakistan Post and BISP Divisional Office did not pursue the complaint.  

 There appears to be a coordination gap between Pakistan Post and BISP as the BISP Tehsil 

Office Khwazakhela asserted that the case had been sent to Pakistan Post but no record was 

found at the Office of the DSPS Malakand. The case remains unresolved for the last 3 months 

because neither did Pakistan Post conduct an inquiry against the postman nor did BISP follow 

up the case. 
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8. Recommendations 
 

 A proper feedback and communication system must be developed for interaction between 

BISP and Pakistan Post. 

 Complaints must be forwarded formally and proper acknowledgement obtained. Regular 

meetings must be held so that the progress of outstanding complaints may be discussed and 

both are on the same page. 
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Payment Case Study Number: P-KPK-17 

Nature of Case: Partial Payment by the Postman 

Complainant/ Beneficiary: Husan Bano 

Wife of: Fazal Wadood 

Complainant, if not beneficiary herself: Fazal Wadood (husband) 
Address: Mohallah Fateh khan Nawa khale, Mingora  

CNIC Number: 15602-7094386-8 (beneficiary) 

PSC form number: 30502001  

Date Study Conducted 18
th
 December 2011 

 

1. Summary of the case study 
 

Husan Bano wife of Fazal Wadood belongs to Mohallah Fathi Khan Nawakalay Mingora Swat. 

 

Her case was registered as one of partial payment; she received one installment of Rs.1,900 from 

the local post office on the 12
th
 October 2011, and the remaining Rs.100 were deducted by the 

postman. She visited the BISP Tehsil Office Swat where, upon enquiring, she was told that if she 

received Rs.1,900 then it is a case of partial payment as the postman should have delivered 

Rs.2,000. At the times of lodging the complaint that was the only MO that was shown as 

generated and delivered in her name. 

 

According to BISP, the case was forwarded to the office of the Divisional Superintendent Postal 

Services, Bathkhela and a copy was sent to the BISP Divisional Office Swat on the same day. On 

visiting DSPS office in January 2012 they denied that the case had been received by them. The 

BISP office keeps on waiting for the case to be resolved but on the other hand the Postal Services 

have no record of any such case. The BISP Office did not send any reminders to Pakistan Post 

which may have brought the issue (that Pakistan Post did not receive the complaint) to light and a 

copy of her complaint may have been sent once again for investigation. 

 

2. Beneficiary background information 
 

Hussan Bano is a 41 year’s old un-educated and unskilled lady who only works within the 

domestic sphere. She and her husband and their two children, a boy and a girl, live in a small old 

house on a 6 Marlas plot. The house consists of only one katcha room with no provision for a 

washroom or kitchen. The family has no access to electricity they fetch water from a hand pump 

which is installed at the corner of the street. There is no drainage and sanitation system in the 

locality. A narrow road leads to her house; her home is 3 kms away from the main road, Market, 

hospital and School. 

 

Fazal Wadood, the husband of Husan Bano is a labourer. He brings home a monthly income of 

around Rs.5000. The family has no agricultural land. The children could not attend school and the 

family is often unable to buy food because they have no money. 

 

3. Beneficiary’s relationship with BISP 
 

Husan Bano was declared as beneficiary after the PSC survey in the 2
nd

 Phase of BISP cash grant 

program. Survey team had approach her a few months earlier, her PSC form was filled by an 

enumerator at her doorstep and an acknowledgment slip was given to her. However, no letter of 

intimation was sent to Husan Bano about her status or regarding any discrepancy. At the time of 

survey she had a valid CNIC number which was duly recorded on the PSC by the enumerator. 
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The family was totally unaware about the BISP cash grant program and its processes; they had no 

idea where the money is coming from and who is distributing it. The only criteria for eligibility in 

their understanding, was poverty. As such they considered themselves eligible for the cash grant.  

 

Their complaint was not redressed successfully. Husan Bano and her family were unaware of the 

complaint mechanism; they learnt about the mechanism from BISP staff. However, she and her 

husband were dissatisfied with the behavior of staff of BISP Tehsil Office Mingora with whom 

they had interacted. 

 

She plans to use any future cash grant installments to pay for her children’s education and to buy 

food and other daily necessities. 

 

4. How did complaint/grievance emerge? 
 

She received Rs.1,900 from the post man on the 12
th
 October 2011 which MO was generated in 

August 2011. BISP staff told the beneficiary that there is a discrepancy as well in her PSC form 

and no cash grant has been released in her name yet. This seemed incorrect as her MO was 

generated and delivered to her; had she a discrepancy her MO would not have been generated. 

 

She and her husband 1
st
 approached BISP Tehsil Office Mingora to enquire about why she had 

only received Rs.1,900 whereas other beneficiaries in her neighborhood received between 

Rs.6,000 to Rs.12,000. She was told that the amount generated in her name was actually Rs.2,000 

and her case was one of partial payment. 

 

5. Processing of the case 
 

Following the advice of BISP staff at the Tehsil Office Mingora, Fazal Wadood filed a case on the 

13
th
 October 2011. The Tehsil Office lies about 3 kms from Husan Bano’s house. He submitted a 

written application along with a copy of his wife’s CNIC to have her ‘discrepancy’ resolved. Staff 

at the Tehsil Office lodged the case in a register and kept it in a file for their own record, along 

with all supporting documents. Tehsil Office staff then submitted the case to the BISP Divisional 

Office, along with others in a monthly report on the 16
th
 October 2011. 

 

According to BISP on the same date, a letter was sent to the Divisional Superintendent Postal 

Service Office Bathkhela requesting that an inquiry be initiate into the partial payment. The DSPS 

office claimed that the case was not received at their office for enquiry. BISP did not send any 

reminders to Pakistan Post to expedite the process. 

 

Husan Bano and her husband visited BISP Office twice to follow up the progress of the case but 

the case remained pending, both with BISP and the payment agency. 

 

6. Observations 
 

a. General observations. 
 

It was observed that, in this case, BISP clams to have sent the case to Pakistan Post for 

investigation while Pakistan Post denies having received any such case. Therefore, there has 

been no progress to resolve Husan Bano’s complaint. 

 

There was confusion between the payment agency, BISP Tehsil office and the beneficiary 

about the nature of the case; BISP told the case team that the case is a grievance whilst the 

beneficiary said that she had already received Rs.1,900. This makes her case one of partial 
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payment. The BISP database shows that the household has a ‘discrepancy’ in PSC data. If the 

household has a discrepancy, how did the post man release the Rs.1900?  

 

b. Observation at beneficiary level 

 

Husan Bano and her husband visited the office twice to follow up progress of the case but no 

result has as yet been conveyed to her and the case is still pending. It was clear from the 

financial condition of the beneficiary that it was impossible for them to bear the cost of 

visiting the BISP Tehsil Office repeatedly as it cost Rs.40 per visit. 

 

There is a lack of communication between BISP and the beneficiary. Both stake holders 

(BISP and Pakistan Post) were unaware of the status of the case. 

 

c. Observation at BISP/Partner organization 

 

BISP tehsil office sent her case to the Divisional office BISP and Pakistan post for redressal 

but no feedback was received from any office, therefore the case is still pending. There was a 

communication gap between BISP and Pakistan Post because BISP claims to have forwarded 

the complaint for investigation and Pakistan Post denies that this complaint was received by 

them. 

 

7. Lesson Learnt 
 

 A lack of communication between BISP and Payment Agency creates confusion for 

themselves as well as the beneficiary. BISP claims to have forwarded the complaint for 

investigation and Pakistan Post denies that this complaint was received by them. 

 

8. Recommendations 
 

 All complaints should be formally communicated to avoid such problems.  

 List of beneficiary (and the MOs generated in their names) should be displayed in relevant 

BISP offices and post offices for information, and, to avoid misappropriations. 

 To avoid the confusion whether Pakistan Post has received a particular complaint or not, these 

complaints must be sent formally through a dispatch register/ diary. The diary system should 

be shared by both (BISP and relevant Pakistan Post Office) at the end of each month to have 

clarity where a particular case is pending and at what stage. 
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Payment Case Study Number: P-KPK-18 

Nature of Case: Non-payment of one money order for Rs.2,000 by the 

Postman.  

Complainant/ Beneficiary: Nargis bibi 

Wife of: Khalid khan 

Complainant, if not beneficiary herself: Bakht Karam Khan (social worker) 
Address: Mashkumy Khwazakhela, Swat 

CNIC Number: 42401-1744775-2   

PSC form number: 6666080  

Date Study Conducted 17
th
 December 2011 

 

1. Summary Of The Case Study 
 

Belonging to a poor household, Nargis Bibi is a 34 years old housewife, residing in a far-off 

village Mashkumy, Tehsil Khwazakhela of District Swat, with her husband and 4 kids. 

  

In November 2011, Nargis Bibi’s husband, with the help of a local elder, went to the Post Office 

Khwazakhela to investigate the issue. He was told by the postman that 1 installment had already 

been delivered to Nargis on the 14
th
 October 2011; she had never received it though. In order to 

further investigate the matter, he visited the Tehsil Office Khwazakhela, and heard the same story 

from the staff there. Finding the situation a bit suspicious, he lodged a complaint at the Tehsil 

Office Khwazakhela during the 1
st
 week of November 2011. 

 

The Tehsil Office Khwazakhela, within a week’s time, forwarded the compliant to the Divisional 

Superintendent Postal Services (DSPS) Bathkhela, with a copy to the BISP Divisional Office for 

information and records. Pakistan Post denies having received any such complaint from BISP. 

 

The Tehsil Office and DSPS office don’t have any record with exact dates of registration etc.  

 

These could have made the follow-up easier, which results in a delayed resolution of the 

beneficiary’s complaint.  

 

2. Beneficiary Background Information 
 

Nargis Bibi w/o Khalid Khan is an illiterate 34 years old housewife, who lives in the remote 

village of Mashkumy of Tehsil Khwazakhela, District Swat. Her household comprises of her 

husband and 4 children. Currently unemployed, Nargis’s husband was a daily wage labor within 

the village. The family doesn’t have any permanent source income and therefore has to rely on the 

minimum financial aid being offered by her neighbours. 

  

The total plot area of beneficiary’s katcha house is 9 Marlas, with 3 rooms, a kitchen and a bath 

room. The main road leading to the beneficiary’s house was unpaved and without a proper 

drainage system. Mashkumy is a mountainous place where people mostly count on the streams for 

obtaining drinking water. The villagers have to travel 5 kms to access the nearest health and 

educational facilities. 

 

3. Complainant’s Relationship With BISP 
 

Nargis Bibi was surveyed under the poverty scorecard (PSC) survey in October 2010. She had a 

valid CNIC at the time of the survey and was given a survey acknowledgement slip by the survey 

team. 
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The beneficiary was unaware of her selection for the BISP cash grant programme, and never 

received any MO from the BISP, while other selected beneficiaries were receiving their grants. In 

November 2011, Nargis’s husband, with the assistance of a local influential inquired about the 

matter from the post office, and he was told that one money order has been delivered to Nargis 

Bibi on 14
th
 October 2011; the beneficiary had not received the amount. 

  

She did not know anything about the BISP complaint registration process, however they still 

managed to lodge their complaint at the Tehsil Office Khwazakhela, though an elder of the area.  

She intends to utilize the cash grant on purchasing daily food items for the household. 

 

4. How did the complaint emerge? 
 

Despite her selection as a potential beneficiary for the BISP cash grant programme, Nargis Bibi 

never received a single installment from the BISP. Nargis Bibi and her husband found that other 

selected beneficiaries of the village were receiving their money orders through the postman. 

 

In November 2011, the beneficiary’s husband went to the Post office to inquire about the 

whereabouts of her MOs. The local postman told him that one MO amounting to Rs.2,000 has 

been delivered to her although Nargis Bibi claims not to have received this from the postman. 

 

In the same month i.e. November 2011, seeking help from an area influential, her husband visited 

BISP Tehsil Office Khwazakhela to investigate the situation. Tehsil Office Khwazakhela staff 

informed them that; as per their record 1 installment (of Rs.2,000) generated on 12
th
 August 2011 

had been delivered to her on the 14
th
 October 2011. Without any mention of the delivery status; 

the details also showed her 2
nd

 MO had been generated on the 28
th
 October 2011. 

 

Assessing the situation, the beneficiary’s husband decided to register a complaint at the Tehsil 

Office Khwazakhela in November 2011. 

 

5. Processing of the case 
 

With assistance from the Tehsil Office Khwazakhela staff, Nargis Bibi’s husband was able to file 

a complaint in the 1
st
 week of November 2011. 

 

While interviewing the Assistant Complaint Officer, Tehsil Office Khwazakhela on 8
th
 December, 

2011, the field team was told that her complaint was forwarded to the DSPS Bathkhela, within a 

week of filing the claim. A copy of the complaint was also sent to the BISP Divisional Office 

Swat, in order to keep them in the loop. However, a paper trail showing exact dates and other 

relevant details; from complaint registration to dispatching it to the DSPS wasn’t available in 

Tehsil Office Khwazakhela records. 

 

Till 14
th
 June 2012, her Payment Detail shows two more money orders generated in Nargis’s 

name in December 2011 and March 2012, amounting to Rs.2,000 and Rs.3,000 respectively, 

however given the delivery status was blank. 

 

We discovered during visit to the DSPS Office Bathkhela on 12
th
 December 2012 that no 

complaint of Nargis Bibi exists in their record, and so obviously it could not be addressed.  
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6. Observations 
 

a. General Observations: 

 

The absence of the complaint management system (CMS) has led to an ineffective record 

management in the Tehsil Office and DSPS Office Bathkhela. At both levels a proper record 

keeping system doesn’t exist, which is extremely troublesome for the staff to follow-up on a 

particular case. 

 

Ineffective communication mechanism adopted by the BSIP Offices and the Postal Services 

create uncertain delays in cases’ redressel. In this case the DSPS Office did not show that this 

complaint was forwarded by BISP Tehsil Office Khwazakhela. 

 

b. Observations at beneficiary level: 

 

She was unaware that she had been selected as a potential beneficiary for the BISP cash grant 

programme as she did not receive any letter confirming her eligibility for the programme.  

 

c. Observation at BISP/payment agency level 

 

BISP Tehsil Office Khwazakhela maintained that they had forwarded the case to DSPS 

Pakistan Post but the DSPS office denied having received any such complaint. Reminders 

were not sent by BISP for speeding up the redressal process, at least these would have helped 

in knowing that Pakistan Post denies having received this complaint and a copy may have 

been sent. 

 

Due to this lack of communication between BISP and Pakistan Post, the complaint has not 

been addressed till now. 

 

7. Lesson learnt 
 

 According to BISP Tehsil Office Khwazkhela the complaint was forwarded to the DSPS 

Bathkhela, within a week of filing the claim. Paper trail showing exact dates and other 

relevant details; from complaint registration to dispatching it to the DSPS wasn’t available in 

Tehsil Office Khwazakhela’s records. DSPS office denies having received any such 

complaint. 

 Reminders were not sent by BISP for speeding up the redressal process, at least these would 

have helped in knowing that Pakistan Post denies having received this complaint and a copy 

may have been sent. 

 

8. Recommendations 
 

 A simple and effective communication strategy must be developed and implemented for 

interaction between BISP and Pakistan Post to avoid delayed response in complaints 

redressel.  

 Complaints must be forwarded formally and proper acknowledgement obtained. Regular 

meetings must be held so that the progress of outstanding complaints may be discussed and 

the complaints can be redressed at the earliest. 
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Payment Case Study Number: P-KPK-19 

Nature of Case: 
Non Payment of 5 instalments for Rs.10,000 by 

Postman 

Complainant/ Beneficiary: Shah zadgai 

Wife of: Said-ur-Rehman 

Complainant, if not beneficiary herself: Said-ur-Rehman 

Address: Painda kheil, Gulshan Abad Charsadda 

CNIC Number: 17101-1119973-6 

PSC form number: 4716109  

Date Study Conducted 15
th
 December 2011 

 

1. Summary of the case study 
 

Shah Zadgai Bibi, wife of Said-Ur-Rehman, is a resident of Painda Kheil, Charsadda. The 

beneficiary did not receive any intimation letter from BISP nor receive any installments till 

August 2011. 

  

Upon making enquiries at the BISP Tehsil Office Charsadda, the beneficiary’s husband learnt that 

five installments of Rs.2,000 each had been generated in Shah Zadgai’s name in April 2011 and 

were shown as delivered on 25
th
 July 2011. He was advised by the Complaints Assistant to lodge 

a complaint against the postman for non-payment of these MO’s. 

 

The Assistant Complaints did not forward the case to higher authorities; instead he spoke to the 

postman himself. He asked the postman to return to MOs or he would have to face the 

consequences. He confessed and agreed to pay Said-ur-Rehman Rs.8,000 instead of the 

misappropriated Rs.10,000 if the complainant withdraws the charges. Said-ur-Rehamn agreed to 

these conditions and accepted the Rs.8,000.  

 

2. Receiver women/complainant’s profile 
 

Shah Zadgai Bibi, wife of Said-Ur-Rehman, is 51 years old, and is a resident of Painda Kheil, 

Gulshanabad District, Charsadda. Even though the village has access to basic facilities like 

electricity, health and education, much of the area remains underdeveloped and backward. Most 

streets are still unpaved and there is no working drainage system; dirty water and rain runs freely 

in the lanes and by-lanes. The village is located at a distance of 3 kms from the nearest main road. 

A school and a small hospital are situated around 2 kms from the beneficiary’s residence. 

  

Shah Zadgai Bibi is a mother of 9 children, 7 daughters and 2 sons. She is illiterate and has 

received no vocational training in the past. Her husband is a car driver and earns a monthly 

income of not more than Rs.7,000. The family lives in an 11 Marla house with two pacca rooms 

and two katcha rooms, without any bathrooms or kitchen. The household makes use of traditional 

pit latrines, and fetches water from a hand pump installed within the house. 

 

3. Receiver women/ complainant Relationship with BISP 
 

Shah Zadgai was not included in BISP Phase I. Sometime during the first quarter of 2011, a BISP 

survey team visited the Charsadda District and interviewed the villagers for poverty score card 

survey. She had a valid CNIC at the time of the survey which was shown to the enumerators. The 

beneficiary’s husband provided all the required details to the surveyors, including details about 

the family’s assets, and issued an acknowledgment slip. However, the family did not receive any 

official intimation letter from BISP regarding her eligibility. 
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Shah Zadgai Bibi and her husband plan to spend the grant money to buy food and other 

necessities for their household.  

 

4. How did the complaint emerge? 
 

When other families in the neighborhood started receiving their first installments and Shah Zadgai 

Bibi’s money orders failed to arrive, Said-ur-Rehamn visited the local post office Charsadda 

sometime in August 2011 to make enquiries about the status of her payments. 

 

The postman declared that he had not received any Money Orders in Shah Zadgai’s name. In the 

same month, Said-ur-Rehman visited BISP Tehsil Office Charsadda to make further enquiries and 

to lodge a complaint if necessary. Here he was told by the Complaints Assistant that 5 MOs of 

Rs.2,000 each were shown as delivered to his wife on 25
th
 July 2011. These had all been 

generated in April 2011. The Complaints Assistant explained that the postman may not have 

given his wife these Money Orders and embezzled them instead. He advised Said-ur-Rehman to 

lodge a complaint against the postman. 

 

5. Process of the complaint 
 

Shah Zadgai Bibi and her husband lodged a complaint at BISP Tehsil Office Charsadda sometime 

in August of 2011. The exact date is not known as it was not recorded by the Complaints 

Assistant; as he usually does not record dates. The complaint was regarding non-payment of 5 

MOs of Rs.2,000 each that were generated in April 2011 and shown as delivered in July 2011. 

 

The Assistant Complaints did not forward the complaint formally to Pakistan Post but instead 

called the accused postman. He asked the postman to release the embezzled amount of Rs.10,000 

or else he would be reported and would face dire consequences. The postman admitted to 

embezzling the amount and agreed to return it to Shah Zadgai. 

 

The Assistant Complaints asked the complainant to visit the post office. Said-ur-Rehamn and the 

postman came to an understanding; he was reimbursed Rs.8,000 instead of Rs.10,000. The 

remaining Rs.2,000 were withheld by the postman as per verbal agreement reached between the 

complainant and the postman. The complainant reported to BISP Tehsil Office that he had 

received the full amount and that the case may be closed. 

 

6. Observations 
 

a. General Observations 

 

In Charsadda, illiteracy and lack of education is fairly common. No doubt this leads to 

exploitation and abuse as most people like the beneficiary and her family is unaware of their 

rights in the program, or the amount generated in their name. 

 

b. Observation at Beneficiary level 

 

The beneficiary was living with her extended family and had meager resources to spare for 

food, health and education. She visited the BISP office on foot twice to obtain her money. 

Even though she was unaware of the actual amount of installments in her name, and suffered 

because of the postman, she, in the end, expressed satisfaction with the manner in which BISP 

officials resolved her case. 
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c. Observation at BISP/ Payment agency level 

 

Officials at BISP Divisional Office Charsadda do not maintain separate records for 

complaints, nor carry out follow-up procedures to track their progress. An official at the local 

office complained that BISP local office staff has no access to CMS, and thus cannot resolve 

issues on its own until instructions are received from the headquarters. All complaints are 

initially dealt with on site, and forwarded to high-ups only if further action is required. 

 

7. Lesson learnt/conclusion 
 

 In this particular case, BISP staff failed to conform to the standard procedure for redressing 

the complaint. Without forwarding the complaint officially to Pakistan Post for initiating a 

formal investigation and inquiry against those responsible for the misappropriation, the 

Assistant Complaints officer summoned the post office official and secured the release of 

Rs.8,000 out of the misappropriated Rs.10,000.  

 

8. Recommendations 
 

 A list of cash grant recipients should be put on public display at the nearest BISP Tehsil 

Office and Post office, in order to reduce the likelihood of misappropriation. 

 Complaints must be formally forwarded to Pakistan Post for investigation. Informal redressal 

of complaints may help the complainants recover their misappropriated amounts but does not 

help in addressing the organizational problems. Moreover in such cases the responsible 

person is not punished. 
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Payment Case Study Number: P-KPK-20 

Nature of Case: Non-Payment of money orders for Rs. by postman 

Complainant/ Beneficiary: Bibi Hawa 

Wife of: Muntazir Khan  

Complainant, if not beneficiary herself: Ibrahim ( Son)  

Address: Mohallah Irab Kheil Palosa Sardheri, Charsadda  

CNIC Number: 17101-5125461-4 

PSC form number: 30612682  

Date Study Conducted 25
th
 November 2011 

 

1. Summary of the case 
 

Bibi Hawa, wife of Muntazir Khan, resides in Palosa Sardheri in Charsadda. She was selected as 

an eligible beneficiary in the Score Card phase of the BISP cash grant scheme. Bibi Hawa, 

however, did not receive any intimation letters from BISP headquarters regarding her eligibility as 

a beneficiary. When she did not start receiving installments she began to suspect that staff at the 

Sardheri Post Office was embezzling her Money Orders. 

 

On 15
th
 November 2011 she lodged a complaint at BISP Tehsil Office Charsadda. The Assistant 

Complaints at the office informed her that 6 MOs had been generated in her name and were 

shown as delivered.  He then called the postman of Sardheri Post Office and told him that he had 

proof of the misappropriation. The postman confessed and agreed to return the money, which he 

did within a month. He, returned Rs.11,800 instead of Rs.12,000 that he had misappropriated; he 

withheld Rs.200 claiming it to be a ‘service charge’. Bibi Hawa was satisfied with this resolution 

and did not pursue the case further.  

 

2. Beneficiary/complainant’s profile/background information  
 

Bibi Hawa is a resident of Palosa Sardheri, a small remote village in Charsadda District of Khyber 

Pakhtunkhwa comprising of not more than 25 houses. The village is known for its lush green 

sugarcane fields, and is located 6 kms off the main road, and has no access to proper health and 

education facilities. The nearest school is 6 kms away, whilst a hospital is situated 10 kms away 

from the village. Most houses are katcha, and streets are still unpaved with no adequate sewerage 

or drainage system. 

 

Bibi Hawa is 46 years old and has 11 children (5 sons and 6 daughters). Her husband, Muntazir 

Khan, is too aged to find work and is currently unemployed. The family resides in a 15 marla 

house with 3 rooms and a pit latrine. Water is drawn from a hand pump. Three of the 

beneficiary’s children go to school, and one is studying for Bachelors of Commerce. Another son 

works as a farmer on a local landlord’s plantation earning Rs.200 a day. The family possesses no 

agricultural land of its own.  

 

3. Background of Relationship with BISP 
 

In the PSC survey conducted a year ago, around end 2010, Bibi Hawa received an 

acknowledgment receipt. However, she did not receive any intimation letters about her eligibility 

from BISP headquarters in Islamabad. 
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Initially, Bibi Hawa and her family members were not familiar with the BISP cash grant program, 

they heard of it from their neighbors and friends. Bibi Hawa spends the cash grant money on 

procuring food and clothing items for festive occasions such as Eid and marriages in the family.  

 

4. How did the complaint/ grievance emerge? 
 

A close relative of Bibi Hawa directed her to the village post office to inquire about her cash grant 

installments. But on visiting the Sardheri post office, she was told that no money orders had been 

generated for her by the BISP headquarters and received by Pakistan Post to deliver to her. 

 

Bibi Hawa suspected that post office staff had deliberately withheld her money. A neighbor who 

had previously faced a similar problem recommended that she lodge an official complaint against 

the post office employees who were probably misappropriating her grants. 

 

5. Processing of the case 
 

A complaint was registered by Bibi Hawa and her son on 15
th
 November 2011 at BISP Tehsil 

Office, Charsadda, which was immediately recorded and entered in the complaint register by the 

Assistant Complaint. He then checked her payment details and discovered that 6 installments had 

been generated in her name up to that time and all were marked as ‘delivered’. These 6 

installments were of Rs.2,000 each; 5 had been generated in April 2011 and sixth in August 2011. 

 

The Assistant Complaints telephoned the postman of Sardheri Post Office and explained that he 

knew Bibi Hawa’s MOs had been embezzled and that he had proof of the fact in the form of her 

‘Payment Details’. At first the postman denied any knowledge of her MO’s but he soon confessed 

and assured him that he would hand over the misappropriated MOs to Hawa Bibi soon. 

 

The postman handed over Rs.11,800 out of the embezzled amount of Rs.12,000 within a month of 

the complaint being lodged. He retained Rs.200 illegally as service charge, which were never 

returned to Bibi Hawa. However, she was satisfied and content with having recovered the 

Rs.11,800 and the case was not pursued further.  

 

6. Observations: 
 

a. General observations 

 

Bibi Hawa’s case was not entirely unique; the staff of the Sardheri post office had previously 

embezzled the MO’s of other poor beneficiaries in the area as well. It is commendable 

however that the Complaints Assistant at the Tehsil Office resolved her issue almost 

immediately. 

 

b. Observations at the beneficiary level. 

 

It was observed that the family could not bear the excessive expenses for transportations and 

phone calls with officials to resolve the complaint. The nearest BISP office was located at 

least 10 kms from the village, which cost the family approximately Rs.70 for every trip. 

 

c. Observations at BISP/Payment Agency level. 

 

The beneficiary’s case was handled single-handedly but efficiently and effectively by the 

Complaints Assistant. He should have pursued the case and conducted an inquiry, but this 

would have delayed the case. Instead he opted to talk to the postman into returning the MO’s; 
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a resolution that was in the beneficiary’s favor as an inquiry may have taken a very long time 

to conduct. 

 

7. Lesson learnt/conclusion 
 

 Most payment related cases tend to arise because beneficiaries and their families have 

insufficient knowledge about BISP grants and its requirements. People in villages continue to 

rely on hearsay to gain information. A positive aspect, however, that emerges from the 

initiative is that beneficiaries have begun to realize that cash grant should be spent wisely, 

such as on financing children’s education and on improved healthcare.  

 Complaints are informally resolved rather than through the formal processes of an inquiry as 

it should be. This may encourage postmen to continue to indulge in embezzlement. If they are 

caught they can simply return the amount without any negative consequences. 

 

8. Recommendations 
 

 BISP officials must ensure that all beneficiaries are adequately informed about grant 

requirements and complaint procedures.  

 Cases should only be dealt through official enquiry process and informal means of recovery 

of misappropriated MOs should be discouraged, as it leaves postmen unpunished which gives 

them reason to continue with the embezzlement of MOs 
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Payment Case Study Number: P-KPK-21 

Nature of Case: Non-payment of one MO of Rs2,000 and Partial 

Payment of Rs.200 from one instalments by the 

Postman 
Complainant/ Beneficiary: Badla Jan Bibi 

Wife of: Mohammad Jan 

Complainant, if not beneficiary herself: Mohammad Jan (Husband) 
Address: Kot Galli, Tehsil Balakot, Mansehra 
CNIC Number: 13501-9170679-4 

PSC form number: 6517826  

Date Study Conducted 21
st
 December 2011 

 

1. Summary of the case study 
 

Badla Jan Bibi, wife of Muhammad Jan, is a 37 years old uneducated house wife who belongs to 

village Kotgalli, Tehsil Balakot District Mansehra, KPK. Badla Jan Bibi lost her leg in an 

accident that made her permanently disabled. She is currently living with her 4 children and 

husband in a tent. 

 

5 installments had been shown as delivered till July 2011, 4 MOs which were generated on 28
th
 

February 2011 were delivered in April 2011 from which the post man deducted Rs.200 whilst the 

5
th
 one was generated in April 2011 and was shown as delivered in July 2011 but according to the 

beneficiary she did not receive this MO. The beneficiary thus lodged a complaint for partial 

payment of one installment and non-payment of one MO of Rs.2,000. 

 

One of her neighbors told her about the complaint mechanism and Badla Jan Bibi’s husband 

visited BISP Tehsil Office Balakot around August or September 2011 (the exact date could not be 

recalled by the beneficiary nor was it noted by the staff at the BISP Tehsil Office Balakot) to 

lodge a complaint against the postman. The case was forwarded to the DSPS Pakistan Post 

Mansehra but records were missing at the BISP Tehsil Office Balakot.  BISP Tehsil Office 

Balakot told us that that her case has been resolved however, the beneficiary denies this. 

 

BISP office claims to have forwarded the case for investigation, which is denied by Pakistan Post. 

BISP staff considers that the case has been solved, which is denied by the beneficiary. 
 

2. Complainant/ Beneficiary’s profile 
 

Badla Jan Bibi wife of Muhammad Jan is a 37 years old uneducated house wife who belongs to 

village Kotgalli, Tehsil Balakot District Mansehra, KPK. She lost her leg in an accident a few 

years earlier. She is living with her four children and husband in a tent without even the basic 

facilities of life. The Family fetches water from a well that is situated 1 km away from home. 

 

Muhammad Jan is unemployed and the family has no permanent source of income; the only 

source of income for them is the BISP cash grant. The household possesses no agricultural land 

and has no access to basic facilities of life like health and education. 

 

Kotgalli is situated 12 kms away from the main road. No road exists in the area and the lane 

leading to Badla Jan Bibi’s tent is katcha. People living in the locality are all poor and deprived of 

basic necessity of life like, health, education, water and sanitation. 
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3. Beneficiary’s Relationship with BISP 
 

Badla Jan Bibi was declared as a beneficiary under the 2
nd

 phase of the BISP PSC survey. She 

told the case team that in end 2010 a team of BISP PSC surveyors approached their tent and filled 

her PSC. A receipt of acknowledgment was given to her after her form was filled. No letter of 

intimation that she has been selected as a beneficiary was sent to the beneficiary by BISP HQ in 

Islamabad. 

 

Badla Jan Bibi and her family were totally unaware of the BISP and had no idea of who is 

managing the program. The only thing they claimed to know was that the program is for the poor 

and they consider the criteria for eligibility to be poverty. No IEC material was given to 

Muhammad Jan. She seems satisfied with the behavior of the BISP Tehsil Office staff in Balakot 

Mansehra but she was dissatisfied with the result of her complaint. 

 

Badla Jan Bibi and her husband were unaware of the complaint redressal mechanism for BISP. 

She said that she spent her cash grant on the purchase of food for her family. 

 

4. How did the complaint/grievance emerge? 
 

Badla Jan Bibi complaint was twofold; (i)non-payment of an installment of Rs.2,000 generated in 

April 2011’ and (ii) the deduction of Rs.200 when the postman delivered her 1
st
 4 MOs at once. 

 

After Rs.200 was deducted from her payment, and , she did not receive her next money order, one 

of her family members advised her to launch a complaint against the postman. 

 

Muhammad Jan visited BISP Tehsil Office Balakot in August–September 2011 and lodged the 

complaint against the non-payment of one MO and partial payment of Rs.200 by the post man.  

 

The exact date of complaint lodging and forwarding was not maintained at BISP Tehsil Office; 

and the beneficiary could only recall the month. 

 

5. Processing of the case 
 

The complaint was registered at the BISP Tehsil Office Balakot; dates were not available in the 

BISP Tehsil Office Balakot. The complainant visited the BISP Office twice for the follow up the 

case after he lodged it in August-September 2011. 

 

According to the BISP Tehsil Office Balakot they sent the case to the relevant office of Pakistan 

Post Mansehra through a letter which was followed by a phone call. According to the Assistant 

Complaints, after the complaint was lodged the postman handed over the payment because he 

feared official proceeding would be initiated against him. Badla Jan, on the other hand claims that 

she still awaits her MOs to be paid to her by the postman. 

 

During our visit to the DSPS Office Mansehra, Mr. Mohammad Sadiq who is in charge of the 

BISP cell at Pakistan Post Mansehra, informed us that no complaint in Badla Jan Bibi’s name has 

been received by his office to date from BISP office. 

 

So BISP office claims to have forwarded the case for investigation, which is denied by Pakistan 

Post. BISP staff considers that the case has been solved, which is denied by the beneficiary. 
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6. Observations 
 

a. General observations 

 

No dates were being maintained for payments cases received at the BISP Tehsil Office 

Balakot., or forwarded to Pakistan Post. 

 

The parties ate giving contradictory statements; the beneficiary stated that case had not yet 

resolved whilst the BISP Tehsil Office Balakot staff stated that the case had been resolved 

and the beneficiary had received her dues. 

 

b. Observations at the beneficiary level 

 

The beneficiary was satisfied with the attitude and courtesy shown to them by BISP staff but 

dissatisfied with the complaints resolution process. 

 

c. Observations at the BISP/Payment agency level 

 

BISP office claims to have forwarded the case for investigation, which is denied by Pakistan 

Post. It appears that the complaint was not forwarded formally so that acknowledgement can 

be obtained on the peon book or dispatch register. 

 

7. Conclusion 
 

 It appears that the case was not properly monitored or taken to its logical conclusion by the 

staff of the BISP Tehsil Office Balakot.  

 The statements of the DSPS and the Assistant Director of BISP are contradictory. BISP office 

claims to have forwarded the case for investigation, which is denied by Pakistan Post. 

 

8. Recommendations 
 

 BISP should think about employing alternative means for cash grant distribution that can 

reduce the number of complaints of misappropriation by the postmen. 

 A mechanism should be established for better coordination between BISP and Pakistan Post; 

letters must be sent formally; progress details of individual cases must be discussed after 

fixed frequent intervals so that cases can be resolved at the earliest. 
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Payment Case Study Number: P-KPK-22 

Nature of Case: Non-payment of one MO for Rs.2,000 by Postman 

Complainant/ Beneficiary: Bibi Zadgai 

Wife of: Raqeeb 

Complainant, if not beneficiary herself: Raqeeb   
Address: Mohallah Kayar Abad Hisar, Charsadda 

CNIC Number: 15701-11275204 

PSC form number: 6792025  

Date Study Conducted 15
th
 December 2011 

 

1. Summary of the case 
 

Bibi Zadgai, wife of Raqeeb belongs to village Kayarabad, Tehsil and District Charsadda. She 

was declared a beneficiary for the Score Card phase of the BISP cash grant scheme. 

 

She and her husband went, at the end of September 2011 to post office Charsadda to collect their 

money order of Rs.2,000 which was generated in her name in August 2011 but the postman told 

them that he did not have any MO in the name of Bibi Zadgai. Afterwards they visited BISP 

Tehsil Office Charsadda, sometime in early October 2011, where, upon checking the payment 

details, they learnt that payment had indeed been generated, though it was still to be delivered. 

The Assistant Complaint came under the impression that the postman was trying to embezzle the 

amount. He was of the view that if amount was generated in August 2011 it must have been 

received by the postman by the end of September. Therefore the Assistant Complaints asked them 

to lodge a case against the postman, which they did. 

 

Although the complaint was launched at the Tehsil Office Charsadda, the complaint registration 

and forwarding dates were not noted by the staff at the BISP Office Charsadda. The Assistant 

Complaints, Mr. Habibullah tried to solve the problem on the spot. He called the concerned 

postman on the day of lodging of the complaint and tried to convince the postman to turn over the 

cash grant to the beneficiary. The postman agreed; he asked him to send the beneficiary to the 

post office so he could handover the MO. The Assistant Complaints advised Bibi Zadgai and her 

husband to visit the post office again to receive their cash grant from the post man. 

 

They went to the post man to collect the cash grant after 2 days of lodging the complaint and the 

post man handed over Rs.2000 against the same MO which the postman had earlier denied to 

have received.   

 

2. Beneficiary/complainant’s profile and background information. 
 

Bibi Zadgai wife of Raqeeb is a resident of Kayarabad, District and Tehsil Charsadda. Bibi 

Zadgai is 63 year old and is an uneducated lady. She is the mother of eight children, (three female 

and five male). Her husband is a daily wage laborer who earns barely enough to feed his family.  

 

The house she lives in with her husband and children is on a 15 Marla plot, comprising of 4 

katcha rooms with no wash room or kitchen, only a dry pit latrine sits in a corner of the house. 

They get their drinking water from a hand pump which is installed inside the house. 

 

Kayarabad is a small village and a link road leads to the village from the main road which is at a 

distance that takes 25 minutes to cover by car. The road leading to her house was unpaved and 

without any drainage system. One of her sons is going to the nearby government school and is 

studying in 7
th
 grade. 
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The beneficiary’s family had some basic facilities like electricity and a hand pump but there was 

no gas connection in the house. A School and hospital is on a 10 minutes’ drive from the 

beneficiary’s house. 

 

3. Receiver women/ complainant Relationship with BISP  
 

A survey team visited the beneficiary’s house and filled out her PSC when the survey was 

conducted in Charsadda. A receipt of acknowledgement was handed over to Bibi Zadgai after her 

form was filled by an enumerator. She had a valid CNIC at the time which she showed to the 

enumerator. The beneficiary was not aware of the enumerators were or where they came from. 

She was selected as an eligible beneficiary, however, no letter of eligibility/discrepancy was 

received by the her. 

  

Bibi Zadgai and her family were totally unaware of the BISP program. They had no idea as to 

who is giving the money and to whom such cash grants are to be made. They only knew that the 

program is for the poor and that the poor were eligible for the cash grant.  

 

4. How did the grievance/complaint emerge? 
 

When other people in the area started receiving cash grants, Bibi Zadgi enquired about her cash 

grant from the post man but she was told that no MO in her name has been received at the post 

office. This visit took place sometime near the end of September. 

 

Afterwards, in the beginning of October 2011, her husband went to the BISP Tehsil Office 

Charsadda to check her status. The Assistant Complaints told him that an MO had been generated 

in August 2011. Since six weeks had lapsed since the generation of the MO the Assistant 

Complaints and the complainant were under the impression that the postman was trying to 

embezzle the amount even though payments typically take around two months after generation to 

reach the beneficiary. 

 

The Assistant Complaints advised to him to lodge a complaint immediately. 

 

5. Processing of the complaint? 
 

The complainant filed the complaint at the BISP Tehsil Office Charsadda sometime in early 

October 2011. The Assistant Complaints handled the case and called the concerned post office of 

the area immediately upon receiving the complaint. Earlier the complaint had visited the post 

office Charsadda, somewhere in end September 2011, where he was told that Bibi Zadgi’s MO 

had not yet arrived at the Post Office.   

 

The Assistant Complaints and the complainant thought that it could be an attempt to embezzle the 

payment. The MO had however not been marked as delivered on her Payment Detail. 

 

The Assistant Complaints called the post man, asked about the MO and questioned him as to why 

he withheld the MO; he ordered him to release it immediately or else he would be forced to 

initiate an inquiry against him. The Postman admitted that he had the MO in his possession and 

told the AC to send the complainant to his office so he could hand over the amount. 

 

The Assistant Complaints asked them to visit the post office which they did after two days of 

lodging the complaint. The post man handed over Rs.2,000 with the excuse that the MO had just 

arrived. The complaint was not forwarded to Pakistan Post DSPS Office as the Assistant 

Complaints solved the problem and no further action was thought necessary. 
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6. Observations 
 

a. General Observations 

 

It was noted that, at BISP Offices no proper records were maintained for payment related 

cases, only the original written complaints were present without any proper filing or showing 

the date. 

 

No complaint acknowledgment was given to the beneficiary and no follow up of case was 

initiated by the concerned BISP Office. 

 

b. Observation at Beneficiary level 

 

The complainant visited BISP office twice by bus or wagon; a trip that cost him Rs.40 each 

time. The beneficiary was very satisfied with the behavior and complaint mechanism 

especially for payment cases where quick action is taken on the complaint. 

 

c. Observation at BISP/ Payment agency level 

 

When a payment complaint is received at the Tehsil Office Charsadda they try to solve the 

problem on their own through verbal complaint. The complainant’s written complaint is kept 

in a file and no other separate register is maintained for the complaints. 

 

7. Lessons learnt/conclusion 
 

 It was observed that the case was solved without following formal official process; the 

Assistant Complaint called the post office and they released Rs.2,000 for which the money 

order was recently received. She received her money in less than two months after generation 

of money order i.e. within the normal delivery time of money orders. 

 

8. Recommendations 
 

 It is essential that maximum awareness should be spread to the beneficiary who can then file 

their complaint with full confidence. Moreover, a proper record should be maintained at the 

BISP Tehsil level in order to streamline and help reduce the number of complaints.  

 An intimation letter should be sent to the beneficiary which should clearly state the amount of 

the first installment which the beneficiary shall receive and should also mention the month 

she should expect to receive the stated amount. 

 BISP Tehsil Offices should receive a list with dates when a particular MO arrived at Post 

Office to avoid confusions about whether the post man is holding an MO or not and then 

necessary actions could be taken. 

 Payment cases should not be solved through informal means and each case should be marked 

for the official inquiry process 
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Payment Case Study Number: P-KPK-23 

Nature of Case: Non-Payment of 5 MOs for Rs.10,000 by the 

Postman  
Complainant/ Beneficiary: Hajra Bibi 

Wife of: Abdul Aziz 

Complainant, if not beneficiary herself: Abdul Aziz 
Address: Bannu Road, Jarma ,Tehsil and District Kohat 
CNIC Number: 14301-3287934-8 

PSC form number: 5121244  

Date Study Conducted 21
st
 December 2011 

 

1. Summary of the case study 
 

Hajra Bibi is a resident of Jarma Tehsil District Kohat, KPK. She lives with her eight children and 

husband. This is a case of non-payment of 5 MOs generated on 25
th
 April 2011 of Rs.2,000 each. 

Hajra Bibi’s husband visited BISP Tehsil Office Kohat to check his wife’s status sometime in 

August 2011, though the exact date could not be identified as the beneficiary did not recall the 

exact date and the BISP Office did not have a date wise record. The complainant registered a 

complaint against the non-payment of the 1
st
 5 MOs generated in his wife’s name on 25

th
 April 

2011, of Rs.2,000 each. No proper enquiry happened as the case was not received by the DSPS 

office, although the Tehsil Office Kohat claims to have forwarded it immediately. The postman 

stated that he had handed over the amount to a cousin of the beneficiary and her cousin did not 

given the amount to the beneficiary. The amount of Rs 10,000 was recovered on 28
th
 Feb 2012 by 

the postman. The beneficiary suspects that the misappropriation was done by the joint planning of 

the Postman and her cousin, or perhaps her cousin was able to bribe the postman to get the 

money. She thinks that her amount was embezzled by her cousin with the help of the Postman. At 

the agency level, all contacts and communication done were merely verbal and telephonic and 

nothing appears on record.  

 

2. Beneficiary/complainant background information 
 

Hajra Bibi, wife of Abdul Aziz is a 60 years old resident of Jarma Tehsil District Kohat, KPK. 

She is an uneducated housewife. 

 

She lives with her husband and eight children in a small house on an 8 Marlas plot with 2 rooms 

and a toilet. There is no wash room or kitchen in her house. Her street has no proper drainage or 

sanitation system. Her husband and son are laborers in the village. Their family is poor and 

uneducated, despite the fact that they have access to government facilities like education, health 

and drinking water. The family has no agriculture land. 

 

Their village is 3 kms away from the main road. The market, school and hospital are all at a 

distance of 3 kms from her home. A paved road leads to her house. The village consists of about 

30 houses. 

 

3. Beneficiary relationship with BISP  
 

Hajra Bibi was declared as beneficiary under the 2
nd

 phase through PSC survey. She told us that 

few months ago a team of BISP surveyors came to her house and filled the PSC form. An 

acknowledgment receipt was given to her. She received no letter from BISP about her eligibility 

or discrepancy. 
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Hajra Bibi and her family thought that BISP was an NGO that distributed money among the poor. 

They knew that BISP was a program is for the poor and the criterion for eligibility is poverty. No 

IEC material was given to the complainant at the BISP office. 

 

The beneficiary spends the cash grant on the daily food items for her family. 

 

4. How did the complaint/grievance emerge? 
 

Hajra Bibi was declared as beneficiary by the BISP but she was not getting her grants. Her 

husband, Abdul Aziz, was told by one of his friends to check the status of his wife online. After 

checking the status around August 2011 he came to know that 5 MOs of Rs.2,000 each were 

generated on 25
th
 April 2011 in her name and were shown as delivered to her on 6

th
 July 2011. As 

the beneficiary did not receive any of the installments, her husband lodged a complaint for the 

embezzled amount of Rs.10,000 at BISP Tehsil Office Kohat. He was guided by the Assistant 

Complaints at the BISP Tehsil Office Kohat on how to lodge the complaint against the Post man. 

 

5. Process of the case 
 

The case was filed in the BISP Tehsil Office Kohat but the exact dates were missing in the office 

as they were not noted down by the Assistant Complaints. The Tehsil Office informed that they 

do not keep the cases for long and as soon as they are received they are forwarded to the relevant 

office for redressal. Most of the BISP correspondence and communication with the payment 

agency was through telephone. The complainant visited twice to check progress of her case. The 

Assistant Superintendent, Mr. Mohibullah (A.S) told the case team that no such complaint of 

Hajra Bibi has been received at the DSPS office regarding nonpayment by the postman, though 

according to the Tehsil office the case has already been forwarded to Pakistan Post Kohat. 

 

The postman at Kohat Post Office told Assistant Director at BISP Kohat Tehsil Office that he 

delivered the amount of the grant to the beneficiary’s cousin and the cousin promised to pass on 

the grant to the beneficiary. According to the postman, the misappropriation was by the 

beneficiary’s cousin and not the post man. This initiated personal involvement of Assistant 

Director Kohat BISP as the postman is not supposed to hand over the amount to anyone other 

than the beneficiary herself. Due to BISP personal involvement the postman declared that he shall 

recover the amount from the beneficiary’s cousin and shall deliver it to the beneficiary which he 

did on 28
th
 February 2012 and handed over the misappropriated amount of Rs.10,000 .These are 

however, still being shown as delivered on 25
th
 April 2011 in her Payment Detail and appropriate 

action has not been taken against the postman. 

 

6. Observations  
 

a. General observations 

 

The beneficiary seemed satisfied with the behavior of the BISP Tehsil Staff Kohat. She was 

also satisfied with the result of the complaint. Hajra Bibi and her husband were aware of the 

complaint redressal mechanism of BISP; as they were informed about it by a friend.  

 

b. Observations at beneficiary level 

 

It was observed at beneficiary level that complainant Mr. Abdul Aziz was satisfied with the 

behavior and the result of the case as his case was solved and he got the cash grant from the 

post man.  
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c. Observations at BISP/partner organization 

 

It was observed at BISP Tehsil Office Kohat that a prescribed procedure for complaint 

registration was not followed by the staff especially in payment cases and proper procedure 

had not been followed for the complaint registration and redressal. 

 

7. Lesson learnt/ conclusion  
 

 Five initial money orders were misappropriated probably because the beneficiary did not have 

any knowledge that she has been selected as a beneficiary (she did not get any letter from 

BISP showing when and what amount she can expect to receive). 

 In this case, the complainant got her misappropriated amount despite any action by BISP or 

Pakistan Post. The postman claimed that earlier he had paid the amount to beneficiary’s 

cousin though under the rules he cannot pay a money order to anyone other than the payee. 

No formal enquiry was conducted into the misappropriation. 

 There is mismatch between the paper trail of a complaint enquiry and the actual position on 

the ground.  In this case, the Payment Detail shows that 5 MOs were delivered on 7
th
 July 

2011 although these were recovered from her cousin and paid to the right beneficiary in 

February 2012. 

 Informal redressal may provide immediate relief to the beneficiary, but it does not necessarily 

deal with the organizational problems highlighted by a complaint and its investigation. 

 

8. Recommendations 

 

 A letter of information should be sent to the beneficiary about the eligibility/discrepancy and 

informed that how much amount beneficiary is expected to receive and approximately by 

which date. 

 A sms update from BISP regarding payment details may be sent to each beneficiary, as and 

when an MO is generated. 

 In accordance with its established rules, Pakistan Post should deliver the cash grant MOs only 

to the beneficiary and not to anyone else on her behalf. 
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Payment Case Study Number P-KPK-24 

Nature of Case Non-Payment of BISP Instalments for Rs.2,000 by Postman 

Complainant/ Beneficiary Hamidan Bibi  

Wife of: Abdul Wahid 

Complainant, if not beneficiary herself Abdul Wahid 

Address Village & P/O Kuthi, D.I.Khan 

CNIC Number 12101-0876688-2 

PSC form number 7258929 

Date Study Conducted 11-Dec-2011 

 

1. Case Summary: 
 

Hamidan Bibi, wife of Abdul Wahid received four instalments amounting to Rs.8,000 over a 

period of five months, the fifth installment of Rs.2,000 was not delivered. However, the 

beneficiary and her family were unaware of any misappropriation having been committed due to 

their lack of knowledge about the amount of money orders generated in her name. 

 

Luckily for Hamidan Bibi, the BISP Divisional Office Supervisor was making random spot 

checks in her area. It was discovered that according to her Payment Details, the beneficiary 

should have received Rs.10,000 but she received only Rs.8,000. The Supervisor directed the 

beneficiary’s husband to initiate a complaint against the postman which was prepared on the spot 

and given to him. 

 

The Complaints Assistant BISP Divisional Office D.I.Khan registered the complaint and it was 

forwarded to the Divisional Superintendent Pakistan Post, D.I.Khan for enquiry. The DSPS, 

D.I.Khan Division marked the complaint to the Assistant Superintendent. A formal enquiry was 

held which found the postman guilty of embezzlement and recommended the recovery of the said 

amount from him. However, the money is yet to be recovered from the postman and the case 

remains unresolved. 

 

2. Beneficiary/Complainant’s Profile/ Background information: 
 

Hamidan Bibi, wife of Abdul Wahid is 45 years old and lives in Village Kuthi, Draban Road, 

D.I.Khan, with her five sons and two daughters. She has not received any formal education and is 

a housewife who only performs domestic duties. Her house is situated on a 10 marla plot and 

consisting of two pucca rooms; a bathroom and a kitchen with an unpaved courtyard surrounded 

by a boundary wall made from mud. 

 

Her husband is a government employee and works as an unskilled labourer on maintaining and 

constructing public roads. His monthly salary of Rs.9,000 is the family’s only source of income 

which is barely sufficient for meeting the family’s basic needs. The eldest son is receiving his 

education at a religious school while the younger sons and daughters are all enrolled at the 

Government school in the village. 

 

The village of Kuthi is located in a rural setting surrounded by agricultural lands and is some 18 

kilometres away from the town of D.I. Khan. The beneficiary’s home is situated around one 

kilometre from the nearest main road. The streets of the village are unpaved and lack any form of 

drainage system. The villagers all have access to tap water in their homes which is connected to 

the main drinking water pipeline. 
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The primary economic activity in the village is agriculture while schools for both girls and boys 

are present, eliminating the requirement to travel great distances for education. The local post 

office is also situated in the village and is at a walking distance from the complainant’s home. 

 

3. Beneficiary’s relationship with BISP 
 

Hamidan Bibi was a beneficiary under the Parliamentarian Phase of the program and received her 

cash grants accordingly. During the PSC survey a team visited her mohallah, filled her form and 

issued her with an acknowledgement slip. Subsequently, she heard nothing and did not receive an 

intimation letter from BISP. Later, her husband, curious to know the outcome, visited a local net 

café and checked her status online and discovered that she had been declared a beneficiary. 

 

The beneficiary claimed to have no information about the working of the BISP cash grant scheme. 

She first heard of the ‘Benazir fund’ from her neighbours. The family believed that it was Benazir 

Bhutto’s money that the Pakistan People’s Party was distributing amongst the poorest persons of 

the country. 

 

The beneficiary and the complainant (her husband) were initially unaware about the existence of a 

complaint redressal mechanism. They learnt about this from BISP officials who made a surprise 

visit to their village. The BISP officials heard their grievance and then guided them in preparing a 

complaint which they took back to their office for filing. 

 

The cash grants were spent on food items and other household essentials by the beneficiary. In 

future, the family plans to spend the grant on improving the condition of their home. 

 

4. How did the complaint/grievance emerge 
 

Although at first unaware, the beneficiary came to know that one MO amounting to Rs.2,000 was 

not delivered to her and this was the cause of complaint. The beneficiary had been receiving cash 

grant instalments from the postman at her door step and she was satisfied with the arrangement 

believing everything was proceeding according to due process and that all the MOs generated in 

her name were being paid to her. 

 

The matter only came to light on 15
th
 July 2011when BISP Divisional Office Supervisor 

Mr.Abdul Hameed, was making random spot checks in her village. He discovered that according 

to her Payment Details, the beneficiary should have received Rs.10,000 though she had received 

only Rs.8,000. The remaining Rs.2,000 were assumed to have been embezzled by the postman. 

Mr. Hameed directed the beneficiary’s husband to initiate a complaint against the postman which 

was prepared and given to him. 

 

5. Process of the Case 
 

The Complaint Assistant at BISP Divisional Office, D.I.Khan entered the complaint in the official 

register on 21
st
 July 2011. On the same date, the Divisional Director BISP D.I. Khan forwarded 

the complaint along with a covering letter to the Divisional Superintendent, Pakistan Post in 

D.I.Khan in order to initiate an inquiry of the case. On 29
th
 July 2011, Mr. GhausUllah Jan the 

DSPS, D.I.Khan Division forwarded the complaint to Mr. Muhammad Akbar the Assistant 

Superintendent to process further.  

 

An inquiry was held at the home of the beneficiary on 1
st
 August 2011. The relevant postman and 

the complainant were present. The conclusion of this enquiry was that the allegations against the 

postman were true and that he had embezzled the money from the beneficiary. An enquiry report 
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was presented to the DSPS with the recommendation that the embezzled amount be recovered 

from the postman. The recommendation for recovery of the MO had not been implemented till the 

time of writing this case study and the amount remains with the postman. The BISP Divisional 

Office was not informed about the Enquiry Report till now.  

 

6. Observation 
 

a. General Observation 

 

The practice of making random spot checks adopted by the staff of the BISP Divisional 

Office D.I.Khan has helped in ensuring that the instalments  under the cash grant scheme are 

delivered to the beneficiaries. A majority of the beneficiaries in rural areas are uneducated 

and are unaware of any mechanism for redressing complaints. BISP has, in this case, tried to 

solve the grievance of the complainant as early as possible. Pakistan Post followed its 

standard process for redressing of complaints regarding misappropriation of money orders, 

resulting in establishing that the money was misappropriated but it has not been recovered 

from the postman till now. 

 

b. Observation at the beneficiary level 

 

The beneficiary learnt from someone that it was possible to check one’s status online and the 

husband took the initiative to do that and found that his wife was declared eligible for BISP 

cash grant. However, the beneficiary was not aware that some instalments generated in her 

name have not been paid to her. 

 

It was therefore a welcome surprise when they were visited by the BISP official who pointed 

out that they received four out of five money orders. They expressed dissatisfaction with the 

complaint redressal mechanism because the process was taking an inordinate amount of time, 

even though the enquiry report has fixed the responsibility. 

 

c. Observation at BISP/ Payment Agency level 

 

BISP officials performed their duty diligently by visiting a randomly selected village for 

payment spot check. They discovered that one money order has not been paid to her and 

collected a written complaint from her door step. This was then forwarded to Pakistan Post 

within the next week for inquiry. 

 

An inquiry was conducted speedily by Pakistan Post but no official letter was dispatched to 

BISP regarding the outcome of the inquiry and resolution of the case. 

 

7. Lesson Learnt/ Conclusion 
 

 The complaint was entered in BISP’s records and forwarded to Pakistan Post for investigation 

into the allegations of non-payment of a MO for Rs.2,000. The inquiry was completed in less 

than ten days and its report was submitted to the Divisional Superintendent Postal Services 

D.I.Khan Division. However, Pakistan Post did not inform BISP about the progress of the 

inquiry till date, and the recommendations of the Enquiry Report regarding payment of 

Rs.2,000 to the complainant are yet to be implemented. 

 

8. Recommendations 
 

 A gap in communication was noticed between BISP and Pakistan Post. BISP officials did not 
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try to obtain the information about the proceedings of the inquiry and did not attempt to speed 

up its proceedings by sending any official reminders. Follow up of a case by BISP would 

ensure an early action from Pakistan Post. 
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Payment Case Study Number: P-KPK-25 

Nature of Case: Partial Payment by the Postman 

Complainant/ Beneficiary:  Kaneezan Bibi  

Wife of: Juma Khan 

Complainant, if not beneficiary herself: Juma Khan 
Address: P/O & Village Kuthi D.I.Khan 
CNIC Number: 12101-9344897-4 

PSC form number: 7258689 

Date Study Conducted 12
th
 December 2011 

 

1. Case Summary 
 

The family of Kaneezan Bibi, wife of Juma Khan, lives in the village of Kuthi on Draban Road, 

D.I.Khan. The village postman had reportedly embezzled Rs.1,000 out of five money orders for 

Rs.10,000 generated in the beneficiary’s name.  The beneficiary and her family trusted the 

postman as he is a resident of the same village and so did not suspect that some amount is being 

misappropriated by the postman. 

 

On 15
th
 July 2011, BISP Divisional Office Supervisor Mr. Abdul Hameed was on a surprise visit 

to village Kuthi to randomly check money orders in the field. After having checked Kaneezan 

Bibi’s receipts he pointed out that the postman had deducted Rs.1,000 from her MO. The officials 

advised her husband to lodge a complaint against the post man. The complainant submitted a 

written complaint to the BISP official during the visit, which was duly sent to DSPS Pakistan Post 

for investigation. An Enquiry was conducted in which it was found that her complaint is correct 

and which recommended recovery of Rs.1,000 from the postman. However, the results were not 

communicated to BISP and the embezzled amount is yet to be recovered. 

 

2. Beneficiary/complainant’s Profile/ Background information 
 

The beneficiary Kaneezan Bibi is a 39 years old housewife who has never received any formal 

education. 

 

She has nine sons and five daughters bringing the total strength of her house-hold up to 16 

members including the couple themselves. None of the children are enrolled at any school. Her 

husband Juma Khan commented “I cannot afford to send my children to school”. The team 

questioned him further, asking him why he would not pay school fee when the government was 

willing to provide free text books for the children. He replied “I cannot provide them two meals (a 

day), how i can purchase school uniforms for them”. 

 

The beneficiary’s home is constructed on a 16 Marlas plot; the house consists of 4 kacha rooms, 

and a bathroom. The family is using one of the rooms as a makeshift kitchen. The boundary wall 

surrounding the house is made of mud and encloses a kacha court yard. 

 

The beneficiary’s husband Juma Khan and her eldest son work as daily wage laborers to support 

the 16 member household. Their wages are the sole source of income for the family. Daily wage 

laborers do not typically have any way to ensure steady work. Often they do not find work and 

have to remain at home earning nothing. This leaves the family in a difficult situation. 

 

Their village is at a distance of some 18 kms from the nearest city. A post office is situated in the 

village at a walking distance from the complainant’s home. Agriculture is the backbone of the 

village economy. However, the majority of homes are kacha like the complainant’s; made of mud 
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and clay. A water pipeline feeds all the taps in the village.  

  

3. Background of Relationship with BISP 
 

The beneficiary was not selected under the Parliamentarian Phase of the cash grant scheme. She 

was declared as an eligible beneficiary under the second phase of the program. The BISP PSC 

survey team approached her around a year ago in end of 2010. They filled a poverty scorecard for 

her at her doorstep and gave an acknowledgement slip. The beneficiary claims that she had not 

received any Intimation Letter from BISP. She learnt that she had been declared an eligible 

beneficiary once her husband got her status checked from a net café. 

 

No family member professed a detailed understanding about BISP; they had only learnt about the 

‘Benazir money’ from relatives in the village. They believe that the Pakistan People’s Party 

government was distributing ‘Benazir’s’ money amongst needy households. The family was 

unaware of complaint redress mechanism until BISP officials visiting their village advised them. 

 

The installments of the cash grant they had already received were spent on repaying loans. For the 

future the family plans to spend the cash grant on purchasing food and grocery items. 

 

4. How did the complaint/grievance emerge? 
 

Partial payment of her cash grant was the beneficiary’s complaint; the post man had embezzled 

Rs.1,000 from her last installment. 

 

The beneficiary had received a lump sum of Rs.9000; in the June of 2011 with which she was 

satisfied. She was unaware that the postman had deducted Rs. 1000 from the 5 MOs generated in 

her name. The complaint emerged once the embezzlement was pointed out by a BISP Supervisor 

making a random visit to the beneficiary’s village on 15
th
 July 2011. The supervisor reviewed 

copies of Kaneezan Bibi’s MOs and informed her about the total amount generated after which 

she discovered that the postman has deducted Rs.1,000 from her money orders. 

 

The official received an application from her and filed it at  BISP Divisional Office D.I.Khan.  

 

5. Processing of the Case 
 

On 15
th
 July 2011, the complainant, husband of Kaneezan Bibi, handed over a written application 

to the officials at his door step requesting that an inquiry be initiated against the postman. This 

complaint was entered into the complaint register and filed as a case in the complaint file by the 

complaint handler at the BISP Divisional Office D. I. Khan on 21
st
 July 2011. 

 

The Divisional Director of BISP D. I. Khan dispatched the application along with a covering 

letter to the Divisional Superintendent Postal Services D.I.Khan Division for investigation. On 

receiving the letter the DSPS marked the application to Mr. Muhammad Akbar the Assistant 

Superintendent Postal services to initiate an inquiry into the allegations against the postman. 

 

The inquiry is reported to have taken place at the premises of the complainant on 1
st
 July 2011. 

The allegations were established to be true and an inquiry report was submitted on 1
st
 August 

2011 back to the DSPS. The report recommended the recovery of the embezzled amount as the 

allegations were proven true. The BISP Divisional Office was not informed of the results of the 

inquiry and the embezzled amount remains to be recovered from the Postman. 

 

The complainant reported that he has been paying regular visits to BISP Divisional Office 
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D.I.Khan to know the status of his complaint which is still shown as pending in BISP record (as 

they have not been informed about the progress of the enquiry. 

 

6. Observations 

 

a. General Observation 
 

The initiative taken by BISP officials to make random spot checks to beneficiaries’ homes has 

proven to be a very successful trust building exercise. The community considers it to be a 

positive step; the opinion of the general public is that, “BISP is now moving in the right 

direction”. However, it is still losing some trust of the community because there is no proper 

monitoring of the complaints process, e.g. in this case an enquiry has been conducted but 

BISP office has not been informed about any progress or findings.  

 

b. Observation at the beneficiary level 
 

The complainant regularly visits the BISP Divisional office D. I. Khan to try to get 

information on the status of his complaint that is marked as ‘pending before the inquiry 

committee’ since July 2011. Due to the communication gap between BISP office and Pakistan 

Post, this reply is all he can get he has no other means of following up on his complaint.  

 

c. Observation at BISP/Payment Agency level 
 

The embezzlement was pointed out by BISP official during a random visit and he guided the 

complainant about initiating a complaint. This complaint was forwarded to the Pakistan Post 

for enquiry on 15
th
 July 2011. The inquiry has already been held by Pakistan Post and a report 

submitted to their higher ups, but BISP has not been informed. The complaint is however, yet 

to be resolved as misappropriated amount (Rs.1,000) has not been recovered. 

 

Lack of proper coordination as well as a communication gap was witnessed; no formal 

meetings were held and no official letter was dispatched from either side. All communication 

was carried out over the phone and the BISP staff was not present during proceedings of the 

inquiry committee.  

 

7. Lesson learnt/ Conclusion 
 

 The village postman embezzled Rs.1,000 from Kaneezan Bibi which was pointed out by BISP 

official visiting her village to monitor money order payments to randomly selected 

beneficiaries. A complaint was entered into BISP’s record and forwarded to the Pakistan Post 

for inquiry.  

 The inquiry committee submitted a report to the DSPS and recommended the recovery of the 

embezzled amount from the post man. Pakistan Post did not inform BISP about the results of 

the inquiry report though over 4 months have passed since it was carried out. The 

complainant is still waiting impatiently for news of the resolution of his complaint. 

 

8. Recommendations 

 

 Display of beneficiary’s lists showing MOs generated in their names at nearest BISP offices 

and Post Offices may reduce the chances of misappropriation by the postmen. 

 Alternate Payment Mechanisms may be tried by BISP. 

 Communication between BISP and Pakistan Post should be improved. BISP should monitor 
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the progress of complaint sent to Pakistan Post for redressal. 
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Payment Case Study Number: P-KPK-26 

Nature of Case: Partial Payment 

Complainant/ Beneficiary: Karam Sawai 

Wife of:  

Complainant, if not beneficiary herself: Muhammad Hashim 

Address: Village Saggo Shumali P/O Sharo Kona D.I.Khan 
CNIC Number: 12101-6941825-0 

PSC form number: 7172501  

Date Study Conducted 12
th
 December 2011 

 

1. Case Summary 
 

Karam Sawai is a 60 years old grandmother who lives in a small village in D.I.Khan.5 

installments were generated by the BISP system in her name in April 2011 and in June 2011 the 

beneficiary received Rs.9,500 out of an amount of Rs.10,000 that was generated in her name. The 

postman embezzled Rs.500 from her money orders but being uneducated, the family was unaware 

of the embezzlement. The family had been fully satisfied with the services of the postman because 

they did not know about this deduction from her money orders. 

 

Fortunately, a BISP Supervisor made a surprise visit to Karam Sawai’s village to make random 

spot checks on 15
th
 July 2011. It was discovered that according to the Payment Details, the 

complainant should have received Rs.10,000 but she received only Rs.9,500. The Supervisor 

directed the beneficiary’s son to initiate a complaint against the postman which was prepared on 

the spot and given to him. 

 

The complaint was forwarded by BISP staff to Pakistan Post to initiate an inquiry. The inquiry 

was duly carried out, at the end of which it was established that the postman was indeed guilty of 

embezzlement. The inquiry report recommended that the amount be retrieved from the postman. 

The postman has since been removed from his post but the embezzled amount is yet to be 

recovered from him.  

 

2. Beneficiary/complainant’s profile/ background information 
 

Karam Sawai is a 60 years old lady who has received no formal education; she has spent the 

better part of her life as a house wife. She can no longer work because she is too old. 

 

The beneficiary has five sons one of her whom is married and shares the family’s living quarters 

with his wife and two sons. This brings the total strength of the family to a total of ten members, 

including the beneficiary’s husband. None of the children living in the house are enrolled at any 

school. The family is living in house built on a 27 Marlas plot, consisting of only 2 kacha rooms 

without any provision for a kitchen or a bathroom. 

 

Her husband is an elderly man who is unable to work. Her eldest son Muhammad Hashim is the 

only bread earner of the family. He is working as a casual laborer operating a saw machine. The 

family’s income is supplemented by a small herd of cattle. 

 

The village of Saggo Shumali lies at a distance of 38 km from the city. The main problem the 

villagers face is that the water that they pump from underground is too hard for human 

consumption. The villagers including the complainant have to fetch water in tanks from the 

Chashma Right Bank Canal (CRBC) that lies some 20 kms away from the village of Saggo 

Shumali. The villagers are mostly daily wager laborers and their houses were primarily 
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constructed of mud and clay. The village boasts both girls and boys schools and a Basic Health 

Unit (BHU) is being constructed. 

 

3. Background of Relationship with BISP 
 

The beneficiary was not included in the BISP cash grant program under the Parliamentarian Phase 

as ‘they had no political links’ the family claimed. The beneficiary was declared eligible in the 2
nd

 

phase of the program following the Poverty Scorecard Survey. The Poverty Scorecard Survey 

Team arrived at her door step to fill the beneficiary’s Poverty Score Card form in end 2010 and 

she was given an acknowledgment slip. Although Karam Sawai was declared a beneficiary of the 

cash grant scheme at the close of the PSC survey she was unaware of the fact because she did not 

receive any intimation letter from BISP. 

 

The beneficiary did not know about complaint redress mechanism; and learnt about this when an 

official from BISP visited her village, discovered that she had been defrauded and advised her to 

file a complaint. 

 

The family was unaware of BISP and its modus operandi but was familiar with ‘Benazir’s money’ 

that they’d heard about from the people in their locality. The family believed the money being 

distributed is Benazir’s money that was being given to the poor and needy, this being the only 

criteria needed to qualify for a grant. 

 

The family had in the past utilized the cash grant amount to repay a loan they had taken from a 

shop keeper. The plan is to use future grants to improve the condition of their home. 

 

4. How Complaint/Grievance Emerged 
 

The beneficiary had been receiving her cash grant from the postman at her doorstep regularly and 

was unaware that the postman was deducting some amount from her money orders. The 

embezzlement was pointed out to her by BISP officials during a surprise visit to her village. 

 

BISP Supervisor Mr. Hameed discovered that according to her Payment Details, the beneficiary 

should have received Rs.10,000 in total although she had received only Rs.9,500. The remaining 

Rs.500 was assumed to have been embezzled by the postman. 

 

The BISP officials informed the beneficiary of this misappropriation and guided her with regard 

to the procedures for complaint filing in detail, directing her to initiate a complaint against the 

postman. A written complaint was submitted on the same day by her son requesting for an inquiry 

and quick disciplinary action against the postman.  

 

5. Process of the Case 
 

The complainant launched a complaint against the postman alleging that Rs.500 have been 

illegally deducted from her money orders and requested that stern action be taken. The 

Complaints Assistant entered the application in the complaints register and filed the case at BISP 

Divisional Office D.I.Khan on the next day, i.e. 16
th
 July 2011. The Director BISP D.I.Khan 

Division forwarded a letter on 21
st
 July 2011 to the DSPS D.I.Khan Division requesting an 

inquiry into the embezzlement. Mr. Muhammad Akbar the Assistant Superintendent was 

nominated to be the Enquiry Officer by the DSPS D.I.Khan Division. The inquiry was held at the 

premises of the complainant on 2
nd

 August 2011 where the allegations against the postman were 

proven to be true. The report of the inquiry was submitted to DSPS Pakistan Post on the same 

day. Acting upon the recommendations made in the inquiry the DSPS D.I.Khan Division 
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terminated the employment of post master Shero Kona and ordered the recovery of the embezzled 

amount from him. However, the amount is yet to be recovered. 

 

The inquiry report had not been forwarded to the BISP Divisional Office till the time of the last 

visit made by us in December 2011, and the staff was still unaware of the progress or result of the 

complaint redressal. 

 

6. Observation 

 
a. General Observation 

 

The beneficiary and her family are residing in a remote area where very few individuals are 

educated. The fact that the whole family was unread may possibly have made it easier for the 

postman to deceive them. 

 

No proper awareness program was initiated to educate the masses with regard to the cash 

grant scheme and its working. Case in point is the fact that the beneficiary was unaware 

whether the actual amount of the money order of her cash grant is Rs.1,900 or Rs.2,000. This 

makes it easier for the postman to defraud the poor women. 

 

b. Observation at the beneficiary level 

 

It was a welcome surprise when they were visited by the BISP official who pointed out that 

they received lesser amount as compared to the money orders generated in her name. They 

expressed dissatisfaction with the complaint redressal mechanism because the process was 

taking an inordinate amount of time, even though the enquiry report has fixed the 

responsibility.  

 

c. Observation at BISP/ Payment Agency level 

 

The surprise visits and the system of randomly selecting households to spot check is a 

positive move towards increased transparency and monitoring by the staff at the BISP 

Divisional Office. Receiving applications for complaints on beneficiaries’ door steps is an 

important step leading to the creation of a client friendly atmosphere by BISP staff. 

 

The only deficiency made apparent is the gap in communication and coordination between 

BISP Divisional Office D.I.Khan and Pakistan Post. BISP Divisional Office has not been 

asking the payment agency for an update of the inquiry and Pakistan Post has not informed 

BISP about the result of the enquiry.  

 

7. Lesson Learnt/ Conclusion 

 

 The inquiry process took only ten days, but Pakistan Post did not intimate the result of the 

enquiry to BISP Divisional Office D.I.Khan. The efficiency with which the inquiry was 

carried out is wasted if it is not followed up and the complainant is not compensated. 

 In this instance being uneducated, the complainant could not read the amount mentioned on 

the money order and so was unaware of the exact amount of the cash grant, due to which the 

postman was able to deduct some amount from her money order. 

 

8. Recommendations 

 

 Institution of a Joint Enquiry Committee comprising of representatives of both BISP and 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 1 - Payment Case Studies 

P-KPK-26 
 

J40252714 

GHK Consulting Ltd. 179 

Pakistan Post would improve the complaint redressal about non-payment of money orders. 

 A system of checks and balances should be introduced to the cash grant scheme; the 

distribution of money orders should be monitored/ test-checked by BISP Officials constantly.  

 Communications between BISP and Pakistan Post should be improved so that the result of the 

enquiry report should be communicated to BISP at the earliest. 

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 1 - Payment Case Studies 

P-KPK-27 
 

J40252714 

GHK Consulting Ltd. 180 

Payment Case Study Number P-KPK-27 

Nature of Complaint Non-Payment of BISP Installment of Rs.2,000 by 

Postman. 

Complainant/ Beneficiary Naseem Bibi  

Wife of: Raza Muhammad 

Complainant, if not beneficiary herself Raza Muhammad 

Address Street Darkan Wali, Jhok Qureshi, Muryali Mor, D.I. 

Khan 

CNIC Number 12101-5652599-2 

PSC form number 7244852 

Date Study Conducted 13-Dec-2011 

 

1. Case Summary 
 

Naseem Bibi is a house wife who lives in the village of Jhok Qureshi in D.I.Khan. Her complaint 

for non-payment of MOs was filed by her husband in May 2011, under the direction of the 

Assistant Complaints at BISP Divisional Office D.I.Khan. At the time no payments had been 

generated in the beneficiary’s name, a fact that both BISP staff and the complainant failed to look 

up online. 

 

The complaint was forwarded to the payment agency but no official enquiry report was submitted 

to the relevant staff at the BISP office. In August of 2011 the beneficiary received her first 

installment of Rs.2,000. 

 

2. Beneficiary/complainant’s Profile/ Background information 
 

Naseem Bibi is a 30 year old house wife who remains at home and only performs house hold 

functions. The beneficiary and her husband have one son and five daughters. However, the total 

strength of the household is seventeen as their living quarters are shared with her husband’s 

brother’s family; as they are living as a joint family. The family’s home is built on a 10 Marla plot 

and consists of 3 katcha rooms without provision for a kitchen or bathroom, surrounding 

boundary wall is low and katcha as is the court yard. The family gets its water from their own 

water hand pump installed in the court yard. 

 

The beneficiary’s husband and brother-in-law are working as daily labourers, each supporting his 

family on incomes of approximately Rs.200 per day. This meagre amount is unfortunately the 

only source of income for the large household. The beneficiary’s father-in-law is an elderly man 

and is unable to work. Similarly the children were too young to be sent out to work. Another 

member of the household, Shora Bibi has also been declared an eligible beneficiary and has been 

receiving instalments of the cash grant. 

 

The Village of Jhok Qureshi P/O Muryali is located at a distance of five kilometres from the city 

and around half a kilometre away from the main Road. BISP Divisional Office D.I.Khan is 

located in town and the post office is at a distance of about four kilometres. The street leading to 

the house is unpaved and very narrow. The girls of the house remain at home while the boys of 

the household are sent to the government school in the village. 

 

Most of the villagers are farmers or work as labourers earning daily wages; all the houses are 

katcha, i.e. made of mud and clay. Most of the houses in the village have their own hand pumps 

which are used for pumping drinking water. 
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3. Background of Relationship with BISP 
 

Though no woman in the house was included in the BISP cash grant scheme in the 

Parliamentarian’s Phase two women including Naseem Bibi were declared eligible beneficiaries 

following the Poverty Scorecard Survey. The survey team had visited the beneficiary’s village 

one year ago in end 2010. Naseem Bibi was in possession of a valid CNIC. The team made its 

way to Naseem Bibi’s doorstep where they filled a form for her and gave her an acknowledgment 

slip. After the end of the survey the beneficiary was unaware that she had been selected as she did 

not receive any intimation letter from BISP to inform her that she had been shortlisted for the cash 

grant program. 

 

No member of the complainant’s family was acquainted with the workings and procedures of the 

BISP cash grant scheme; they were only familiar with the term ‘Benazir’s money’ that they heard 

from other people in their locality. The family believes that the funds being distributed were 

actually Benazir Bhutto’s money. They understood that being poor and needy was the only 

criteria for eligibility. The beneficiary was not familiar with the complaint redressal mechanism 

for BISP and learnt about it after her husband Raza Muhammad visited the post office to ask for 

information. 

 

The cash grant that she had received so far had been utilized in purchasing clothes for the 

children. The beneficiary said that any future grants would likely be used to repay loans that the 

family had to take simply to make ends meet. 

 

4. How did the complaint/grievance Emerge 
 

When other eligible women started receiving their cash grant in April and May of 2011 the 

beneficiary became alarmed, wondering why she had not received hers. The Assistant Complaints 

Mr. Mohammad Zohaib informed her that a money order may have been generated by BISP but 

she had not received any MO from Pakistan Post. 

 

She sent her husband to the post office repeatedly and then to the BISP Divisional office from 

where he launched a complaint of non-payment of money orders. The complaint was filed under 

the direction of the Assistant Complaints who deduced that the issue was most likely caused by 

embezzlement at the level of the postman. He briefed the complainant about the complaint 

redressal mechanism and guided him for filing the complaint. However a crucial error was made 

by the Complaints Assistant at this stage because he failed to check the beneficiary’s payment 

detail online; if he had done so he would have learnt that no instalments had been generated in the 

beneficiary’s name before August of 2011. 

 

The complaint was received by the BISP Divisional office D.I.Khan at a time when not a single 

installment had been generated by BISP. 

 

5. Process of the Case 
 

After making three visits to the local post office to ask for information, the complainant made a 

visit to the BISP Divisional office D.I.Khan where he submitted a written complaint on the 14th 

of May 2011. 

 

The complainant submitted the complaint without checking his wife’s Payments Detail on the 

BISP website. This case was entered into the records of the BISP Divisional Office D.I.Khan on 

14th May 2011. After about three months the case was forwarded to the DSPS Pakistan Post Mr. 

Ghausullah on the 10th of August 2011. 
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Subsequently the beneficiary’s first installment was generated in August 2011 and she received 

this the same month as it was delivered to her door step by the postman. 

 

No record about this complaint was available at the DSPS office as they informed that no 

communication regarding this complaint was forwarded by the BISP Divisional Office D.I.Khan. 

One copy of the complaint had been forwarded to the BISP HQ, but it wasn’t clear whether this 

was for the HQ to pursue the case or simply to keep them posted. 

 

6. Observation 
 

a. General Observation 

 

The beneficiary is living in a household comprising of seventeen individuals. The incomes of 

two daily wage labourers are insufficient for supporting such a large family, especially 

considering that they do not always find work. The family shares three katcha rooms. 

 

b. Observation at the beneficiary level 

 

No woman in the household was included in the BISP cash grant scheme under the 

Parliamentarian phase. In the second phase based on their PMT score, two women were 

declared as beneficiaries for receiving cash grants. 

 

c. Observations at the BISP/ Payment Agency level 

 

After the complaint was received at the Divisional Office D.I.Khan, it was forwarded to 

Pakistan Post for investigation and a copy was sent to BISP Head Quarters in Islamabad for 

their information. When the complaint was received by the Complaints Assistant he did not 

check her payment status online. If it had checked this stage he may have informed the 

complainant that no installment had been generated by that time. 

 

A lack of coordination was observed as officials at the BISP Office did not know about any 

progress or findings of the inquiry. Even after four months no formal update had been 

exchanged between BISP and the payment agency – although the complainant has received in 

time the only installment generated three months after the complaint was filed. 

 

7. Lesson Learnt/ Conclusion 

 

 A complaint was received from the complainant at a time when the system had not even 

generated a single installment and the case was forwarded to the Pakistan Post for inquiry. An 

immense gap in communication exists between BISP and the payment agency; no official 

letters were dispatched from any side. BISP staff is in the practice of monitoring and 

following up exclusively via phone calls. 

 Only one installment was generated and paid in full. This implies that had the Payment 

Details of the beneficiary been checked by staff at the BISP Divisional Office they could have 

avoided unnecessarily spending their own time as well as that of Pakistan Post; as they were 

processing a non-existent complaint. 

 

8. Recommendations 

 

 Awareness must be created about the program and its processes such as the time lag between 

generation of the money order and when the beneficiary can expect to receive it. This may go 

a long way towards minimizing payment complaints. 
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 The inquiry committee formed by the payment agency should be given a time frame for 

processing a case. At the end of the time period a formal enquiry report should be provided to 

the relevant office of Pakistan Post as well as the BISP office. 

  

  



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 1 - Payment Case Studies 

P-KPK-28 
 

J40252714 

GHK Consulting Ltd. 184 

Payment Case Study Number P-KPK-28 

Nature of Case Partial Payment by Postman 

Complainant/ Beneficiary Nusrat Bibi 

Wife of: Gulab khan 

Complainant, if not beneficiary herself Gulab khan (her husband) 

Address Miani Abad Kokar D.I. Khan 

CNIC Number 12101-8446987-4 

PSC form number 7062490 

Date Study Conducted 14-Dec-2011 

 

1. Case Summary 

 
Nusrat Bibi is a 71 year’s old lady who lives in village Miani Abad Kokar on Chashma Road, 

D.I.Khan. Her story illustrates an instance where the complaint redressal system failed to achieve 

the desired results. 

 

After the beneficiary discovered that Rs.2,500 had been embezzled from her MOs by the postman 

her husband registered a complaint at the BISP Divisional Office. The Postal Service conducted 

an inquiry without the complainant or a representative of BISP present. Unable to present his 

evidence the inquiry committee deemed the complainant’s allegations as baseless and closed the 

case. The case was then taken up before a Jirga (an informal committee of influential locals) who 

managed to convince the complainant and postman to compromise; and, the postman returned 

Rs.1,000 out of the Rs.2,500 that he had embezzled. 

 

2. Beneficiary/Complainant’s Profile/ Background information 

 
Nusrat Bibi, the wife of Gulab Khan is a 71 year old lady who has not received any formal 

education. She has spent the better part of her life as a housewife. However, due to her advanced 

age she is now unable to perform any of her domestic duties such as cooking, washing and other 

household activities. These duties are now performed by her two young daughters. 

 

Both husband and wife are in their early 70s, but two of their three daughters are very young. The 

family has a total of six members including the couple, the three girls and one teenage son. None 

of their children are attending school, although there are schools for both boys and girls in the 

village. The village of Miani Abad on Kokar Chashma road is situated at a distance of 12 

kilometres from the nearest urban centre, D.I.Khan. Most villagers are shopkeepers who run their 

own cloth shops. The post office is at a walking distance in an adjacent village. 

 

The family lives in a house built on a 20 Marla plot with only two katcha rooms without 

provision for a kitchen or a proper bathroom. Like his wife, Gulab Khan is too old to work and 

cannot provide for his family; he has no land or livestock and is not entitled to a pension. The 

family’s only bread earner is the teenage son who works at a clothing store in the city. He earns a 

meagre Rs.3,500 per month, and after taking out his own expenses such as the cost of commuting 

he saves Rs.2,900 that he sends home to his family. 

 

This amount is grossly insufficient for meeting the expenses of six individuals. Nusrat Bibi 

worries a great deal about the financial burden of marrying her two younger daughters that she 

will have to inevitably bear. She is currently not in any position to pay for their weddings. 
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3. Background of Relationship with BISP 

 
The husband of the beneficiary was recommended by a prominent member of their village for the 

cash grant program under the Parliamentarian Phase. His application was accepted and the family 

received all the instalments they were entitled to, though not in full. 

 

During the second phase, a Poverty Scorecard Survey team visited the beneficiary’s village and a 

member of the team filled out their form. The survey team’s visit took place sometime before 

October 2011 and she was given an acknowledgment slip. She was in possession of a valid CNIC. 

Nusrat Bibi did not receive any intimation letter from BISP informing her that she was eligible for 

the cash grant in the second phase. 

 

No member of the family professed any detailed knowledge about the BISP cash grant scheme. 

They were only familiar with ‘Benazir money’ that they heard about from other people in their 

locality. The family believed that the money being distributed is Benazir Bhutto’s money and the 

Pakistan People’s Party was distributing it among the poor and needy people; this was considered 

as the only criteria for eligibility. Similarly they were completely unaware about the existence of 

any complaint redressal mechanism. 

 

The family had used previous instalments of cash grant to return loans to local shop keepers. They 

had to take these loans in order to purchase daily necessities such as food stuffs. They plan to use 

future instalments to pay for the two unmarried girls’ weddings. 

 

4. How the Complaint/Grievance Emerge 

 
Some two years ago in November 2009 the beneficiary received money orders from the postman 

for Rs.9, 500 out of the generated amount of Rs.12,000. The figure of Rs.12,000 was for six 

instalments  that had been generated in her name. At the time she was unaware of the full amount 

she was entitled to and thus did not  discover that the balance of Rs.2,500 had been embezzled by 

the postman. 

 

The beneficiary and her husband both being aged and unread asked a young relative to check their 

Payment Details online. The relative accessed the website and learnt that Nusrat Bibi had received 

partial payment. He tallied the amounts mentioned on the MO receipts to double check and once 

he was sure that Nusrat Bibi had been defrauded he guided them in detail on the complaint 

redressal system and how to file a complaint. 

 

Upon his relatives advice, Nusrat Bibi’s husband paid a visit to the BISP Divisional Office 

D.I.Khan on 28
th
 January 2010 where he submitted a written complaint. 

 

5. Process of the Case 

 
The complaint was kept in a file and entered in a register at BISP Divisional Office D.I.Khan by 

the Complaints Assistant on 28
th
 January 2010. On the same day, the Director BISP D.I.Khan 

Division forwarded a letter to Divisional Superintendent at the GPO D.I.Khan requesting an 

inquiry into the matter. A copy of this letter was forwarded to the complainant for his information 

but it was not copied to the BISP Divisional Office from where the complaint was received. 

 

The Assistant Superintendent Postal Service D.I.Khan division was in charge of the departmental 

inquiry committee which took three months to process the case. During this time the complainant 

visited the BISP office more than three times to follow up on the case but did not learn much. 

BISP officials informed him that they were monitoring progress by making phone calls to the 
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relevant Postal staff but did not issue reminders to speed up the proceedings. 

 

After more than three months had lapsed the BISP Divisional Office received a letter from 

Pakistan Post dated 19
th
 March 2010. The letter stated that an inquiry had been conducted by the 

ASPS in which the accused postman produced a witness Mr. Amin Muhammad. No 

representative of BISP was present at the enquiry nor was the complainant. The enquiry 

committee’s report stated that it had found the complainant’s allegations to be baseless because 

the beneficiary had received the full amount in the presence of the witness Mr. Muhammad Amin. 

The complainant was not given a chance to plead his case. 

 

When the case team made a visit to the DSPS D.I.Khan Division Mr. GhausUllah Jan to check the 

Postal Service’s records they were informed that no record exists; because according to their 

rules, the Pakistan Post discards case records (records of paid money orders) after 18 months have 

expired. 

 

The official inquiry, according to the records available, decided that there was no case against the 

postman. The case was however followed up informally; the complainant being adamant that his 

wife had been defrauded took the case up to the local Jirga to tackle the case in a more traditional 

manner. 

 

The postman was backed by some notables of the community, but in the light of prevailing local 

customs the Jirga managed to convince both parties to reach a compromise. The postman was 

asked to repay Rs.1,000 of the embezzled amount of Rs.2,500 which he paid willingly and both 

parties being satisfied with this compromise took the matter to be resolved. 

 

6. Observations 

 
a. General Observations 

 

The prescribed process for complaint redressal was not strictly adhered to as the complainant 

was not present to plead his case before the inquiry committee or to provide the evidence he 

possessed. This severely compromised the effectiveness and integrity of the inquiry. 

 

The complaint redressal system was unable to sort the beneficiary’s grievance. The matter 

was only resolved after influential individuals of the area intervened and got the accused and 

the complainant to make a compromise. 

 

b. Observation at beneficiary level 

 

The elderly couple and their four children have insufficient income, as only their teenage son 

was working and earning well below the established minimum wage. It was evident that the 

family was facing a very tough and miserable situation. Their main concern was arranging the 

marriage of their two young daughters and they were very worried about the costs. 

 

Nusrat Bibi has been declared an eligible beneficiary for the cash grant scheme but her two 

youngest daughters were not aware if they had also been selected as eligible. They are both 

over 18 of age and possess valid CNICs. Like their mother they did not receive any intimation 

letter from BISP. 

 

The family was forced to take loans from shopkeepers in order to procure basic necessities. 

The cash grant they were receiving went a long way to improve their condition even though 

they were entitled to only Rs.2,000 a month; it effectively doubled the family’s income. 
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c. Observation at BISP/ Payment Agency level 

 

The complainant submitted a written application at the BISP Divisional Office D.I.Khan, 

requesting that strict action be taken against the accused postman. Director BISP D.I.Khan 

Division wrote to the Divisional Superintendent (GPO) to initiate proceedings. 

 

The process of the inquiry was monitored by BISP officials over the phone but they did not 

issue any reminders or put pressure on the Postal Service to speed up the process. The inquiry 

committee headed by the ASPS submitted its report after more than three months and neither 

the complainant nor any BISP Officials were present at the enquiry, with the result that the 

complainant’s allegations were dismissed as false without him getting a chance to produce 

evidence. The committee’s report was entirely one sided and worked in favour of the 

postman. 

 

7. Lesson Learnt/ Conclusion 

 

 In this instance the Pakistan Post deviated from its established rules and practices as it failed 

to include the complainant’s view in the inquiry committee’s report. The inquiry committee’s 

investigation report cannot be considered as fair and independent as it turned down the 

allegations merely on the evidence of one witness; the complainant’s application and 

allegations were declared to be baseless. 

 ‘Justice delayed, justice denied’; the process took almost three months and this discouraged 

the complainant and was the main reason that he agreed to a compromise in which he got a 

raw deal. 

 

8. Recommendations 
 

 A letter of intimation must be delivered to eligible beneficiaries to inform them of their 

selection. Their lack of awareness increases the possibility of embezzlement. 

 The Joint Enquiry Committee must comprise of Pakistan Post officials as well as BISP 

representatives in order to be fair and independent. The committee should then meet both the 

complainant and the accused postman and include their statements to come to a decision. 

 Awareness program for the general masses need to be initiated. This should inform the 

beneficiaries about how to check the Payments Detail for the cash grants generated in their 

name and shown as delivered to them as this would result in reducing the possibility of 

embezzlement. 
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Payment Case Study Number: P-KPK-29 

Nature of Case: Partial Payment 

Complainant/ Beneficiary: Shabana Bibi 

Wife of: Khizar Hayat 

Complainant, if not beneficiary herself: Khizar Hayat 
Address: Village Dial P/O Mandhra Kalan D.I.Khan 

CNIC Number: 12101-1150877-4 

PSC form number: 7134400  

Date Study Conducted 14
th
 December 2011 

 

1. Case Summary 
 

Shabana Bibi, a 36 years old house wife, lives in the village Dial, P/O Mandhra Kalan of District 

D.I.Khan. The village is located 12 kms away from the city and around 2 kms from the main road. 

Mrs. Shabana’s payment history shows that 5 installments were generated in April 2011 for 

Rs.10,000 but the beneficiary received Rs.9,700 in June. The postman informed them that he has 

deducted Rs.300 as post office fee. 

 

BISP Field Supervisor, Mr. Abdul Hameed visited their village for a random monitoring check on 

4
th
 July 2011. When he checked Money Order (MO) receipts, these were for Rs.10,000 whereas 

the beneficiary claimed that she had received Rs.9,700 only and so it was found that the postman 

had illegally deducted Rs.300. The BISP Official received a written complaint application from 

the complainant on the same day and submitted it to BISP Divisional Office. BISP Divisional 

Office D.I.Khan forwarded this complaint along with a covering letter to Divisional 

Superintendent Postal Services (DSPS) D.I. Khan, requesting an enquiry against the 

embezzlement. A copy of the letter was also forwarded to the complainant as well as BISP Head 

Quarters in Islamabad for information. DSPS Pakistan Post formed a Joint Inquiry Committee 

comprising of BISP representative Mr. Abdul Hameed, Field Supervisor and Mr. Muhammad 

Akbar, Assistant Superintendent Postal Services (ASPS). The proceeding of the Enquiry 

Committee was held at the complainant’s premises on 7
th
 July 2011 during which the complainant 

withdrew the complaint against the postman. 

 

The Joint Inquiry Committee report was submitted to DSPS on the same date and the file of the 

case was closed by Pakistan Post. When the BISP Divisional Office was visited by the team, it 

was found that the case was still waiting for an official intimation of the results of the Enquiry 

from Pakistan Post. It is not clear why the complaint case has not been closed because one BISP 

official was a member of the joint enquiry committee. 

 

2. Beneficiary/complainant’s Profile/ Background information 
 

The Beneficiary is a 36 years old illiterate house wife, currently being treated for kidney 

problems. She, along with her family, lives in the village Dial of district D. I. Khan. She has been 

blessed with 4 children, 3 sons and a daughter, who go to the nearby Government School. The 

family of 6 (the couple and 4 children) dwell in a 5 Marla house. The house has no bathrooms or a 

kitchen and consisted of only one pakka room, although they were in dire need of an additional 

room. 

 

Her husband, the sole bread earner of the family, works as a daily wager earning approximately 

Rs.3,500 per month. The family is a victim of the recent devastating flood. Their house and 

possessions were destroyed during the floods, rendering the family homeless. Village Dial, mostly 

consisting of katcha (mud) houses, is located on the south of D.I.Khan city at a distance of 12 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 1 - Payment Case Studies 

P-KPK-29 
 

J40252714 

GHK Consulting Ltd. 189 

kms. The nearest road, Chashma road, is around 2 kms away. The village is connected to the main 

road via a black top single link road. The link road is currently not usable as a bridge destroyed by 

the floods has not yet been reconstructed. 

 

Almost All the villagers are attached to agriculture in a direct or indirect way. One of the reasons 

for this being the availability of irrigation water via water channels from the Chashma Right Bank 

Canal (CRBC). 

 

3. Background of Relationship with BISP 
 

Shabana bibi was declared a BISP beneficiary for the BISP Phase-I after the PSC Survey. 

Surveyors arrived at a local notable’s guest house for filling PSC forms about a year ago. Her 

form was filled by a member of the survey team and an acknowledgement slip was given to her.  

The beneficiary was unaware of BISP, although she was familiar with the term “Benazir Money” 

which she had heard from other women of her locality. The family did not know of any eligibility 

criteria. All they knew was that the cash grant is for the poor and needy, the money being 

“Benazir Money”. 

 

The Beneficiary had received an intimation letter from BISP, declaring her a BISP beneficiary for 

the cash grant money. The beneficiary and her family did not know about any complaint redressal 

mechanism. Although information regarding the mechanism was included in the intimation letter, 

being illiterate, the family could not read the contents of the letter. Subsequently they learnt about 

the complaint redressal mechanism from a BISP Official, who was on a surprise visit in the 

village. 

 

The family used the cash grant money to construct their house and intend to use future payments 

for the same purpose. 

 

4. How did the Complaint/Grievance Emerge? 
 

The beneficiary thought that she was receiving the total amounts generated in her name and the 

deduction of Rs.300 from the money order was due to some fee. During the visit by BISP official, 

she was informed that the postman was not supposed to deduct any money and he was deducting 

it illegally. 

 

The BISP official guided them about the procedure of complaint filing and advised the 

beneficiary to initiate a complaint of partial payment against the postman. 

 

The husband of the beneficiary, Mr. Khizar Hayat, gave a written complaint to the BISP Official 

on 5
th
 July 2011, requesting them to conduct an inquiry and take stern action against the postman. 

His complaint was collected by the visiting BISP official and filed BISP at Divisional Office 

D.I.Khan.  

 

5. Processing of the Case 
 

On the day it was filed, the Divisional Director BISP D.I. Khan, forwarded the complaint to the 

DSPS D.I. Khan Division, for conducting an inquiry. A copy was forwarded to the complainant 

and BISP Head Quarters in Islamabad, for record and information purposes. Pakistan Post 

appointed a joint enquiry committee to look into the matter. The Committee consisted of a 

representative of BISP, Mr. Abdul Hameed (Supervisor BISP) and Mohammad Akbar (A.S) of 

Pakistan post. The joint inquiry committee’s proceedings were held at the premises of the 

complainant on 7
th
 July 2011 and its report was submitted to the DSPS Pakistan Post on the same 
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date. 

 

The inquiry committee report pointed out that the complainant withdrew his allegations against 

the post man, and said “that the postman delivered me the full amount, and I have no complaint 

against him”. Thus the case was closed in favor of the postman. BISP was not officially informed 

about the results of the proceedings. In response to our query, the DSPS said that there was no 

need of informing BISP, because the proceedings were held in the presence of a BISP Divisional 

Supervisor. The complaint file has still not been closed in BISP records, even though the 

committee proceedings were completed 5 months ago. 

 

6. Observations 
 

a. General Observations 

 

It was observed that in this village, the post man did not go directly to every beneficiary’s 

doorstep to deliver the amount. The post man would go to the guest house of the village’s 

notable, who would then ask the beneficiaries to come to the guest house and collect their 

installments (money). The mode of calling the beneficiaries was a general announcement 

made from the mosque. An implication of this setting was that the beneficiaries could not 

speak freely in the presence of the village notable and were hence unable to make any queries 

or ask questions. 

 

b. Observation at the beneficiary level 

 

The beneficiary was asked by the visiting BISP official to file a complaint about deduction of 

Rs.300 from her money order. During proceedings of the joint enquiry she simply withdrew 

her complaint, saying that the postman has delivered the full amount. It is not clear whether 

her complaint or her statement before the joint enquiry team is correct. 

 

c. Observations at the BISP/ Payment Agency level 

 

BISP Officials’ surprise visits helps in improving transparency. Receiving applications from 

the complainants relating to their grievances at their door step encourage the complainants 

and restore their confidence in the program. Facilitating Complainants is a positive aspect on 

the part of BISP Divisional office D.I.Khan. While the proceedings of the Joint Enquiry 

Committee (in which BISP official was a member) were completed five months ago, the file 

of the case was still not closed in BISP records. 

 

7. Lesson Learnt/ Conclusion 
 

 The post man would go to the guest house of the village’s notable, to deliver the MO and not 

the beneficiaries’ doorsteps. This is a clear deviation from the standard procedure for delivery 

of money orders. 

 Pakistan post formed a Joint Enquiry Committee for investigating this complaint, which 

constituted of one Pakistan post official and a representative of BISP. However, the 

complainant withdrew her complaint during the investigations saying that she was given the 

full amount by the postman. If the complaint was incorrect, then filing of such frivolous 

complaints result in wastage of time of the enquiry committee. 

 

8. Recommendations 
 

 Distribution of MOs at the guest houses of notables is a cause of concern for the beneficiaries. 
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The postman should be bound to follow the rules of delivery of money orders and visit the 

doorsteps of the beneficiaries to deliver their cash grants. 

 BISP should create awareness among its beneficiaries that they are not supposed to pay any 

amount to the postman. 
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Payment Case Study Number: P-KPK-30 

Nature of Case: Partial Payment by the postman 

Complainant/ Beneficiary: Shama Bibi 

Wife of: Muhammad Aslam 

Complainant, if not beneficiary herself: Muhammad Aslam 
Address: Village Diyal P/O Mandhra Kalan, Mandehra, 

D.I.Khan 

CNIC Number: 12101-2474641-8 

PSC form number: 7135167  

Date Study Conducted 15
th
 December 2011 

 

1. Case Summary    
 

Shama Bibi is a 37 years old housewife living in village Diyal P/O Mandhra Kalan, Mandehra, 

D.I. Khan, which is located 12 kms away from the main city. 5 installments were generated in 

April 2011, but the beneficiary received Rs.9,800 out of Rs.10,000 from the postman at the guest 

house of a notable of the area. The family is uneducated and so couldn’t read the amount written 

on the money orders, they fully trusted that the postman would have delivered the full amount. 

 

BISP Field Supervisor, Mr. Abdul Hameed visited their village for a random monitoring check on 

4
th
 July 2011. When he checked Money Order (MO) receipts, these were for Rs.10,000 whereas 

the beneficiary claimed that she had received Rs.9,800 only and so it was found that the postman 

had deducted the remaining Rs.200. The BISP Official received a written complaint application 

from the complainant on the same day. Divisional Office BISP D.I. Khan forwarded this 

application along with a covering letter to Divisional Superintendent Postal Services (DSPS) D.I. 

Khan, requesting an enquiry against the embezzlement. A copy of the letter was also forwarded to 

the complainant as well as BISP Head Quarters in Islamabad for information. DSPS Pakistan Post 

formed a Joint Inquiry Committee comprising of BISP representative Mr. Abdul Hameed, Field 

Supervisor and Mr. Muhammad Akbar, Assistant Superintendent Postal Services (ASPS). The 

proceeding of the Enquiry Committee was held at the complainant’s premises on 7
th
 July 2011 

during which he withdrew the charge of embezzlement against the postman. The Joint Inquiry 

Committee report was submitted to DSPS on the same date and the file of the case was closed by 

Pakistan Post. When the BISP Divisional Office was visited by the team, it was found that the 

case was still waiting for an official intimation of the results of the Enquiry from Pakistan Post. It 

is not clear why the complaint case has not been closed because one BISP official was a member 

of the joint enquiry committee. 

 

2. Beneficiary/complainant’s Profile/ Background information 
 

Shama Bibi is a 37 years old uneducated house wife who remains busy in performing her 

domestic duties. 

 

She and her husband live with their four sons and two daughters in a ten Marla house, which 

consists of one pakka room, a kitchen and a bathroom. The family was in dire need of one 

additional room. 

 

Her husband is the sole breadwinner for the family. He is a daily wager, and earns approximately 

Rs.200 a day. Their children are too young to work and are attending the nearby Government 

School in the village. 

 

Village Diyal, where the beneficiary’s family lives in, falls in the jurisdiction of P/O Mandhra 
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Kalan, located at a distance of 12 km from the city and around 2 km away from the main road. 

The village was hit by the devastating flood in July 2010, as a result of which, houses and the 

bridge over the drain were completely destroyed, disconnecting the village from the city. 

 

3. Background of Relationship with BISP 
 

While the beneficiary was not included as a beneficiary for BISP cash grant money in the 

parliamentarian phase, she was declared eligible for the cash grant during the 2
nd

 phase.  

 

During the Poverty Scorecard (PSC) survey for the second phase about a year ago, the survey 

team approached her at her doorstep to fill out the forms. Her form was filled by a member of the 

survey team for which she received an acknowledgement slip. 

 

The family was not fully aware about the BISP cash grant scheme. After hearing about it from the 

other people of their locality, they considered to be ‘Benazir money’ distributed among the poor 

and needy people. The beneficiary’s family did not know the eligibility criteria, except that the 

cash grant is for poor and needy people. The beneficiary was not aware that she has been declared 

as BISP Beneficiary until she received a letter of intimation from BISP declaring her as eligible. 

The beneficiary and her family were unfamiliar with the BISP complaint redressal mechanism, 

but when the BISP Official visited their home then they guided them about filing a complaint. 

 

With the grants they had received so far, they purchased clothes for children and raw material for 

constructing a room. They will use future cash grants to construct a new room. 

 

4. How Complaint/Grievance Emerged 
 

The beneficiary was satisfied with receiving cash grant installments from the postman regularly 

without knowing the actual position for 6 months. The postman had delivered Rs.9,800 and 

embezzled Rs.200. The family had received the amount happily, without knowing about the 

embezzlement, as the postman had told them that it was post office fee, and they believed him.  

 

When BISP Supervisor Abdul Hameed visited the village and checked receipts randomly, he 

found that the postman had deducted Rs.200. He guided the beneficiary about the procedure of 

the complaint resolution mechanism and directed her to initiate a complaint against the postman. 

 

The Supervisor then registered the beneficiary’s written complaint on the same day, requesting for 

inquiry and quick disciplinary action against the wrong doer. The complaint was filed with the 

complaint handler at the BISP D.I Khan Divisional Office and was forwarded to Pakistan Post for 

inquiry. 

 

5. Process of the Case 
 

The beneficiary received her cash grants from the postman at a local notable’s guest house in June 

2011 and was satisfied with the services of the postman, without knowing that he had been 

making partial payments to her. During a random visit to the village of Shama Bibi by the BISP 

Supervisor, Abdul Hameed on 4
th
 July 2011, the illegal deduction was pointed out by the official 

after checking the receipts and the complainant was guided to submit a written application on the 

very same day. The complainant launched a complaint against the alleged embezzlement and 

requested for stern action against the wrong doer. On the next day, the Complaint Assistant 

entered the complaint in a register and filed the case at BISP Divisional Office D.I Khan. On 5
th
 

July 2011, Director BISP D.I Khan Division forwarded a letter to DSPS D.I Khan Division to 

conduct an Enquiry into the partial payment. A copy for information was dispatched to the 
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complainant and BISP Head Quarters in Islamabad. Pakistan Post formed a Joint Enquiry 

Committee comprising of BISP representative Mr. Abdul Hameed (Supervisor) and Mr. 

Muhammad Akbar (Assistant Supervisor Pakistan Post). The Joint Enquiry Committee’s 

proceedings were held at the premises of the complainant on 7
th
 July 2011. The complainant, 

Shama Bibi’s husband took back his earlier statement and withdrew the charge of embezzlement 

he leveled against the postman. Although the beneficiary had not received the Rs.200 amount but 

the extensive inquiry process and pressure of interacting with government machinery, alongside 

fear of possible negative implications discouraged her husband to press his charges which he 

leveled against the postman The Committee submitted its report to DSPS Pakistan Post on the 

same date and the file of the case was closed as no further proceedings were required after the 

complainant withdrawal. 

 

6. Observation 
 

a. General Observation 

 

In this case, it was observed that the postman comes to the guest house of a notable of the 

village. The notable announces from the village mosque that the beneficiaries pay a visit to 

his guest house and collect their cash grants. When the beneficiaries visit his guest house, 

they are unable to speak to the postman freely in front of the notable. All this time, the 

postman had pretended that he was deducting a post office fee and the villagers believed him.  

 

The main reason behind this could be lack of awareness about the program. The complainant 

had lodged an application against the embezzlement of the postman 4 months ago, but Shama 

Bibi has still (December 2011) not received the next installment, since the postman is 

withholding it due to resentment. 

 

b. Observation at the beneficiary level 

 

Village Diyal is at a distance of 12 kms from the city. The main concern of the villagers was 

reconstructing their houses, as their houses and commodities were destroyed by the previous 

year’s devastating flood. Similarly, the family of the complainant wanted to construct another 

room in the house but could not afford it. The family has no stable source of income. 

 

c. Observation at BISP/ Payment Agency level 

 

Surprise visits to villages by the BISP staff and selecting cases randomly is a positive step 

towards transparency and monitoring by BISP Divisional staff. Receiving applications from 

the complainants relating to their grievances at their doorsteps is another step towards 

providing a client friendly atmosphere by BISP staff. Facilitating complainants is a positive 

aspect on the part of BISP Divisional Office D.I Khan, but the only deficiency, which is 

pointed out in the light of the above mentioned facts is the gap of proper communication and 

coordination between BISP Divisional Office D.I.Khan and Pakistan Post. While the 

complaint inquiry was completed five months ago, the file of the case was still in progress at 

BISP Office D.I Khan as they were waiting for an official Enquiry Report from Pakistan Post.  

 

This was despite the BISP representative being a member of the Joint Inquiry Committee and 

the enquiry being held in his presence. 

 

7. Lesson Learnt/ Conclusion 
 

 In this given case, the postman told the complainant that he was deducting small amounts 
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from the cash grant as a post office fee, and the complainant believed him. 

 Pakistan Post formed a Joint Enquiry Committee which comprised Pakistan Post officials and 

a representative of BISP.  

 The complainant had still not received the last installment of cash grant till end December, 

2011, while other beneficiaries in the locality were receiving cash grant installments 

regularly. The postman delayed the amount because she filed a complaint against him. 

 

8. Recommendations 
 

 The Inquiry committee should be given a fixed timeframe within which they should submit 

their findings to the concerned quarters. 

 Check and balance should be introduced for the payment of the cash grants. The distribution 

of money orders should be test checked by BISP Officials.  

 Distributing of MOs at the guest houses of the notables is a cause of concern for the 

beneficiaries. The postman should be bound to pay a visit at the doorsteps of the beneficiaries 

to deliver their cash grants.  

 BISP should create awareness among its beneficiaries that they are not supposed to pay any 

amount to the postman. 
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Payment Case Study Number P-KPK-31 

Nature of Case Partial Payment by Postman 

Complainant/ Beneficiary Zeenat Bibi 

Wife of: Pathana Khan 

Complainant, if not beneficiary herself Pathana Khan 

Address Village Saggo Shumali, PO. Shero Kona, D.I.Khan 

CNIC Number 12104-1765256-4 

PSC form number 7172500 

Date Study Conducted 16-Dec-2011 

 

1. Case Summary 
 

This case shows how BISP D.I.Khan Division’s introduction of random spot checks has helped 

the recipients of the BISP cash grant scheme. Zeenat Bibi, wife of Pathana Khan was entitled to 

five instalments that had been generated since April 2011, unfortunately she only received 

Rs.9,400 instead of Rs.10,000, and she was oblivious to the fact that anything untoward had 

occurred. 

 

Luckily for the beneficiary, Divisional Office D.I.Khan Supervisor Mr. Abdul Hameed was 

conducting random spot checks in the area. After checking her Payment Details he happened to 

notice discrepancies between the amount the beneficiary was entitled to and the amount she had 

received. He inferred that this was a transgression by the postman and suggested that a complaint 

be filed by the beneficiary’s husband to address the actions of the postman. 

 

The complaint was registered on the same day and later forwarded to Divisional Superintendent 

Postal Services D.I.Khan for further inquiry. The inquiry led to a hearing that took place at the 

premises of the complainant. The enquiry found the postman guilty of the said transgression and 

disciplinary action was taken against him and he was later dismissed from service. However, as 

yet the money has not been returned to the beneficiary. 

 

2. Beneficiary/ Complainant’s Profile/ Background information 
 

Zeenat Bibi, wife of Pathana Khan is 35 years old and lives in Village Saggo Shumali, Draban 

Road, D.I.Khan. She has not received any formal education and is a housewife. 

 

The beneficiary and her husband have one son and four daughters; their son has been attending a 

government school located in the village, their daughters on the other hand have not received any 

form of formal education. The family lives in a 40 marla compound consisting of one katcha 

room, which is without a proper kitchen or bathroom. The family does not have access to clean 

drinking water. 

 

Her husband is a daily wage labourer who earns approximately Rs.200 a day. This is the family’s 

only source of income, which is barely sufficient to meet their basic needs. 

 

The Village of Saggo Shumali is located 38 kilometres away from the town of D.I.Khan. The 

main problem of the inhabitants of this village is the lack of access to drinking water; there are no 

water pipelines or canal systems in the area and water extracted from under the surface is ‘hard.’ 

The villagers, including the complainant, fetch water from Chasma Right Bank Canal (CRBC), 

which is quite far from the village. The villagers have access to schools and there is also a Basic 

Health Unit (BHU) under construction. Most of the villagers work for a daily wage and the 

majority of homes are made of mud and clay. 
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3. Beneficiary’s Relationship with BISP 
 

Zeenat Bibi was not a beneficiary during the Parliamentarians’ Phase of the program. She became 

eligible to receive cash grants during the second phase of the program following the PSC survey. 

During the PSC survey a team visited her mohallah; a member of the team filled out her form at 

her door step and issued her with an acknowledgement slip. This event took place almost a year 

ago around December 2010. She has however not received an intimation letter from BISP 

informing her about her eligibility as a beneficiary to the scheme.  

 

The beneficiary claimed to have no knowledge regarding the workings of the BISP cash grant 

scheme. She claimed to have heard, from others in her locality, about cash grants that were being 

handed out to the poor from a ‘Benazir fund.’ However, she was not clear on how to become 

eligible for these cash grant except that they were going to be distributed amongst the poorest of 

the country. The beneficiary did not have any knowledge of the complaint redressal mechanism. 

They learnt of the existence of such a mechanism from BISP officials who had visited their 

household as part of a series of random spot checks. 

 

The beneficiary and her family plan to use the cash grant to return outstanding loans and to 

purchase food items and other household essentials. 

 

4. How did the Complaint/Grievance Emerge? 
 

The beneficiary had received a cash grant of Rs.9,400 from the postman at her doorstep on 24
th
 

June 2011 and was satisfied with the arrangement believing everything was proceeding according 

to due process.  

 

The matter of the missing Rs.600 only came to light when BISP Divisional Supervisor Mr. Abdul 

Hameed was conducting random spot checks in the village of Saggo Shumali on 15
th
 July 2011. 

When the BISP official checked Payment Details he pointed out that the beneficiary should have 

received Rs.10,000 although she claimed to have received Rs.9,400 only. The remaining Rs.600 

was assumed to have been embezzled by the postman. 

 

The official informed the beneficiary’s husband of the complaint redressal mechanism and 

directed him to initiate a complaint against the postman. The complainant submitted a written 

complaint on the same day, requesting therein that an inquiry be initiated and quick disciplinary 

action be taken against the postman. The complaint was filed by the complaint handler at 

Divisional Office D.I.Khan on the same day. 

 

5. Processing of the Case 
 

The Complaint Assistant at BISP Divisional Office D.I.Khan entered the complaint in the official 

register on 21
st
 July 2011. On the same day, the Divisional Director BISP D.I.Khan Division 

forwarded a letter to the Divisional Superintendent of Postal Services in D.I.Khan requesting him 

to conduct an inquiry. A copy of the letter had also been dispatched to the complainant. 

 

The Divisional Superintendent of Postal Services in D.I.Khan nominated Mr. Muhammad Akbar 

(Assistant Superintendent) to conduct an inquiry into the allegations of the complaint. A hearing 

was held at the premises of the complainant on 2
nd

 August 2011, the allegations against the Post 

Master at Shero Kona Post Office were proven to be true as he was not able to produce reliable 

evidence in his defence. The enquiry report was submitted to DSPS D.I.Khan Division, on 2
nd

 

August 2011. Following the hearing, the postman refused to return the amount embezzled to the 

beneficiary resulting in his termination from service. 
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The BISP Divisional Office did not sent any official reminders and monitored the process through 

official calls. They were not provided a copy of the Enquiry Report of this complaint by Pakistan 

Post. 

 

6. Observations 
 

a. General Observations 

 

A majority of beneficiaries in rural areas are uneducated and uninformed; they are unable to 

calculate the amount that they are entitled to and the mechanisms for addressing grievances. 

The primary reason for this is due to a lack of awareness raising programmes. The beneficiary 

was unable to ascertain the amount she was entitled to, allowing the postman to embezzle 

cash from her cash grants. 

 

b. Observations at the beneficiary level 

 

The village of Saggo Shumali is at the distance of 38 kilometre from city. The main concern 

of the villagers is the lack of accessibility to clean drinking water; they have no choice but to 

fetch water from Chashma Right Bank Canal (CRBC) located far away from their village. 

 

The family does not have sufficient resources to manage their day to day expenses, even for 

the most basic commodities. 

 

c. Observations at BISP/ Partner Agency level 

 

The introduction of random spot checks by BISP Divisional staff has been an appreciable step 

in ensuring delivery of cash grants. Receiving complaint applications from the complainants 

at their door steps has been another positive step towards a more effective complaint redressal 

system. Pakistan Post conducted the enquiry of the complaint according to its rules and 

decided that Rs.600 have been embezzled. The relevant postale employee was dismissed from 

service as he did not repay the amount to the beneficiary. 

 

7. Lesson Learnt/ Conclusion 
 

 The complaint was entered in BISP’s records and forwarded to Pakistan Post for 

investigation. Even though the enquiry had been completed in 10 days and its report had been 

submitted to the Divisional Superintendent Postal Services D.I.Khan, BISP was not informed 

about the progress of the inquiry or sent the Enquiry Report. On the other hand BISP did not 

send any official reminder to Pakistan Post. 

 

8. Recommendations 
 

 A letter of intimation must be delivered to eligible beneficiaries to inform them of their 

selection. Their lack of awareness increases the possibility of embezzlement. 

 Awareness program for the general masses need to be initiated. This should inform the 

beneficiaries about how to check the Payments Detail for the cash grants generated in their 

name as this would result in reducing the possibility of embezzlement. This may go a long 

way towards minimizing payment complaints. 

 A formal enquiry report should be provided to the relevant BISP office from where the 

complaint was forwarded. 
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Payment Case Study Number: P-KPK-32 

Nature of Case: 
Non-payment of four money orders for Rs.8,000 by 

the Postman 

Complainant/ Beneficiary: Bakht Marjan 

Wife of: Behram Khan 

Complainant, if not beneficiary herself: Subhan Ali (Grandson) 

Address: 
Mohalla Peerano Cham Village Behroach Tehsil And 

District Mardan 

CNIC Number: 16101-1107941-8 

PSC form number: 4738069  

Date Study Conducted 25
th
 November 2011 

 

1. Case Summary 
 

Bakht Marjan is a sixty three year widow, living in the village Behroach, located in a remote area 

of District Mardan, nine kilometers away from the main town of Rustam. 

 

Bakht Marjan was declared as a BISP Beneficiary in the second phase of the program. She 

received her first installment of Rs.2,000 in April 2011 delivered by a postman from Rustam Post 

Office. Although the payment details state that the first payment was delivered on 23
rd 

May 2011, 

the beneficiary claims she received it in April. 

 

Bakht Marjan did not receive any payments from then onwards, while her daughter in law, who 

also is a BISP beneficiary, received a total of Rs.10,000 till August 2011. To inquire about the 

unequal pattern of payments, the beneficiary’s grandson, Mr. Subhan Ali, went to the Post Office, 

Rustam on 18
th
 August 2011. The grandson was not able to recover any installments. With his 

problem not being addressed by the Post office, the grandson went to BISP’s Tehsil Office 

Mardan and submitted a written complaint. Swift action was taken by the BISP staff who 

coordinated the matter with the Post Master of Post Office Rustam, Mr. Gohar Ali. 

 

As a result of the efforts made by the BISP officials the beneficiary received the remaining four 

installments, amounting to Rs.8,000, from post office Rustam on 22
nd

 August, 2011. The amount 

was received by Bakht Marjan personally, accompanied by Mr. Subhan, from Post Office 

Rustam. Apparently a mix up had been caused because there were two BISP beneficiaries living 

under one roof, both beneficiaries were registered through the same form and hence have the 

same form number. According to the Post Master, the post office had mistakenly assumed the two 

beneficiaries to be one and thus Bakht Marjan did not receive her payments on time while her 

daughter-in-law did. Thus the matter was resolved in a total of 3 days. However, no official 

proceedings took place as the issue was resolved on a personal level through direct contact of 

BISP Tehsil Office and the relevant post office. As the complaint was not forwarded to Pakistan 

Post, therefore, no record of this case could be found in Post Office Rustam. 

 

2. Beneficiary/complainant’s Profile/ Background information 
 

The beneficiary is a 63 year old widow, whose husband died 20 years ago. She is unable to work 

and cannot even move easily within her house. Cooking and other household responsibilities are 

on the shoulders of her daughter-in-law. 

 

Bakht Marjan lives in Peerano Kily, near village Behroach, which is located at the foot of high 

mountains of Buner at the end of District Mardan. The streets of the locality were very narrow, 

unpaved, and zigzagged. The whole village along with complainant’s house was constructed of 
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stones. All the houses were small with low boundary walls. The residents use water from a well. 

The locality has electricity but no gas supply or proper drainage system. Most of the villagers are 

poor and manage their fuel needs by cutting wood from the nearby mountains. 

 

The beneficiary lives with her family, which consists of 8 members (1 son, 1 daughter in law, 1 

grandson and 3 grand daughters). Her granddaughters do not attend school. The family lives in a 

two room house build on a 13 Marla plot. The house is made of mud, stones, girders and wood. 

There is a separate bathroom in a corner of the house. 

 

Her son and grandson support the family by cutting wood from the nearby mountains and selling 

it in Rustam town. They earn approximately Rs.100 to Rs.150 each, every day. In addition, the 

family has leased about two hectares of arid land from a landlord for cultivation purposes. The 

unwritten agreement between the landlord and the family is one of fixed rent. According to the 

agreement the tenant must give six sacks of wheat a year to the landlord regardless of whether 

there is a crop or not.  

 

3. Background of Relationship with BISP 
 

Bakht Marjan’s PSC form was filled by a member of the survey team at her home one year ago 

she was issued an acknowledgement slip on the spot. Bakht Marjan and her daughter in law were 

registered in the same survey and have the same form number. The family was unaware about 

BISP but they had heard about Benazir money from other people in their locality. The family 

believed that the amount being distributed is “Benazir money” and the MNA of the area 

distributes this money. The family did not know much about the eligibility criteria except that the 

cash grant is intended for the poor and needy. 

 

The beneficiary was not informed by BISP that she had been declared an eligible recipient of the 

cash grant. She came to know only when the postman delivered the first installment of her grant.  

 

The family used the cash grant amount to purchase wheat. Six sacks of wheat were returned to the 

land lord and the remaining was stored for their own use. In the future, the family plans to use the 

amount of the grant for improving the conditions of their house.  

 

4. How did Complaint/Grievance Emerge? 
 

The beneficiary was declared eligible for the BISP cash grant in the second phase of the program 

and received the very first installment of Rs.2000 in April 2011 (which is an earlier date as 

compared to her Payment Detail). Over the next few months, the postman delivered five 

installments to the beneficiary’s daughter-in-law while Bakht Marjan received none. 

 

Her grandson Subhan Ali, visited local post office Rustam on his friend’s advice but did not get 

any positive reply. Lack of cooperation by Post Office Rustam created doubt in Subhan’s mind of 

misappropriation by the postman. The complainant visited BISP Tehsil office Mardan, located in 

the same building as the BISP Divisional Office. 

 

In BISP Tehsil Office, the complainant was dealt with positively and cooperatively and his 

grievance was addressed adequately. Mr. Tawas Khan, the complaint handler at BISP Tehsil 

Office Mardan found that the beneficiary’s other four installments had been generated and the 

system showed that they had been delivered. The first three were delivered on 23
rd

 May 2011 and 

the fourth one on 10
th
 August 2011. As the beneficiary had received only one of the five payments 

made in her name, the complainant submitted a written complaint at BISP Tehsil Office Mardan 

for enquiry into the matter on 18
th
 August 2011. 
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5. Processing of the Case 
 

His complaint was entered in a complaint register and filed in the complaint file; however, he was 

not given any acknowledgement of filing the complaint. 

 

Mr. Imran Ikram (A.D) BISP Tehsil office, Mardan took immediate action regarding this 

complaint and discussed the matter with Mr. Gohar Ali, Post Master of P.O. Rustam through 

official telephone and shared details of the beneficiary’s complaint with him. On the third day of 

his complaint, the complainant and the beneficiary went to Post Office Rustam, where they 

received the remaining 4 installments. This was confirmed via phone and no written record was 

available in the Post Office Rustam regarding this case. The matter stands resolved. 

 

6. Observations 
 

a. General Observation 

 

The issue was resolved in a period of three days and the beneficiary was able to recover the 

amount of her grant. The matter arose as a result of confusion due to two beneficiaries being 

registered by the same PSC form (as they live in the same house). The post office assumed 

both beneficiaries to be one and thus only one payment was made to the household 

(conveniently ignoring that separate money orders have been received for two beneficiaries). 

The issue was resolved prudently. No statement was documented and the entire process took 

place verbally. 

 

b. Observation at the beneficiary level 

 

The harvest in the previous year was poor due to lack of rain and thus Bakht Marjan’s son did 

not earn much and was facing difficulty paying the landlord. In the meantime, Bakht Marjan 

and her daughter-in-law were declared BISP beneficiaries. When the family got the cash 

grant, they bought wheat, six sacks were given to the land lord as rent and the remaining 

wheat was stored in their house for rest of the year. 

 

The complainant managed money for transportation and other expenses to visit both BISP 

Tehsil Office as well as the post office. Post office Rustam is located at the distance of 9 kms 

from complainant’s house which costs her Rs.40 per visit. The distance between Rustam and 

Mardan is around 30 kms which costs Rs.60 per visit and the Chingchi cost within the city is 

about Rs.20 per visit. 

 

c. Observation at BISP/ Payment Agency level 

 

Complainant submitted a written complaint with BISP Tehsil Office Mardan. On receiving 

the complaint from the complainant, BISP Tehsil Office Mardan filed the application in 

complaints file and entered it into the complaints register. Assistant Director BISP Tehsil 

Office Mardan contacted the Post Master Mr. Gohar Ali at Post Office Rustam via phone on 

the same day.  Three days after filing her written complaint, the beneficiary and the 

complainant received the missing amount from the Post Office Rustam. This was confirmed 

to the BISP Tehsil Office through phone on the same day. The complaint stands resolved. 

 

7. Lesson Learnt/ Conclusion 
 

 In this case, all the parties relied heavily on verbal communication and informal redressal of 

the complaint. The complaint was not formally forwarded to Pakistan Post for investigation. 
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After receiving the complaint, BISP office raised the matter with Pakistan Post via phone. 

BISP Office Mardan was informed by the complainant via phone that he had received the 

amount and the case should be closed. 

 As complaint was not formally forwarded to Pakistan Post, therefore, the important issue that 

the postman did not deliver 4 money orders to the beneficiary was not investigated and he 

was not penalized. 

 

8. Recommendations 
 

 The beneficiary should be informed by the BISP office that she has been declared eligible for 

the cash grant. The first letter should inform the beneficiary of an expected payment schedule 

and payment amounts, to mitigate the risk of misappropriation. 

 Payment complaints must be formally forwarded to Pakistan Post for investigation. Informal 

redressal of complaints may provide quick redressal for the beneficiary/ complainant but does 

not address the organizational problems. 
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Payment Case Study Number: P-KPK-33 

Nature of Case: 
Non Payment of 5 money orders for Rs.10,000 by the 

postman 

Complainant/ Beneficiary: Hasan Bibi 

Wife of: Islam U Din  

Complainant, if not beneficiary herself: Islam U Din 

Address: Shah Pasand Khan Banda, PO. Khair Abad, Mardan 

CNIC Number: 16101-0465641-6 

PSC form number: 4904436  

Date Study Conducted 22
nd

 November 2011 

 

1. Case Summary 
 

Other beneficiaries in the village were receiving cash grant installments but Hasan Bibi had not 

received a single installment. Her husband visited an internet cafe in Kher Abad Mardan and 

found that his wife has been declared as a beneficiary for the cash grant scheme. 

 

He then went to BISP Tehsil Office Mardan, where he was informed that the system showed that 

five installments have been generated and have been delivered to the beneficiary. The 

complainant filed a written complaint for the nonpayment of five installments of cash grants 

amounting to Rs.10,000. The enquiry process took almost one month. When the complainant 

visited Charguli Post Office for a fourth time, he was informed that the enquiry had been 

completed. The complainant received a lump sum of Rs.10,000 at the post office. 

 

2. Beneficiary/Complainant’s Profile/Background information 
 

Hasan Bibi, wife of Islam U Din, is 46 years old. She has not received any formal education and 

is a housewife. She has four sons and two daughters, all of whom go to school. Both her father 

and mother in law live with the family. Her family lives in a 20 Marla katcha house. The house 

has two rooms, a bathroom and a kitchen with a kacha courtyard. The boundary wall of the house 

has been constructed using concrete blocks. 

 

Hasan Bibi’s husband is a farmer who earns his living cultivating a local khan’s land and is paid a 

small amount as remuneration for his work. The family has no other source of income. 

 

The nearest main road is around 5 kms away from the village of Shah Pasand Khan Banda. The 

street that leads to Hasan Bibi’s house is unpaved and does not have a functional drainage system. 

Most of the villagers are employed in the agricultural sector; some are employed as daily wage 

laborers. Inhabitants of the village have access to clean drinking water. 

 

3. Beneficiary’s Relationship with BISP 
 

Hasan Bibi was not a beneficiary during the Parliamentarians’ Phase of the program. She became 

eligible to receive cash grants during the second phase of the program following the PSC survey. 

Her PSC form was filled by a member of the survey team and she was issued an 

acknowledgement slip. She did not receive any intimation from BISP informing her of her 

eligibility as a beneficiary to the cash grant scheme. 

 

The beneficiary has no detailed knowledge regarding BISP cash grant scheme. She claimed to 

have heard, from others in her locality, about cash grants that were being handed out to the poor 

from a ‘Benazir fund.’ They believed that cash grants would be distributed to those deemed 
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eligible by na NGO. However, she was not clear on how to become eligible for these cash grant 

expect that they were going to be distributed amongst the poorest of the country.  

 

The family has used the cash grant to purchase cloths for the children and to return outstanding 

debts. In future, the family plans to use the money from the scheme to improve the condition of 

their house.  

 

4. How did the Complaint/Grievance Emerge? 
 

While other beneficiaries in the village were receiving cash grant installments, Hasan Bibi had not 

received a single installment. Her husband visited an internet cafe in Kher Abad, Mardan and 

found that his wife has been declared as a beneficiary for the cash grant scheme. He paid four 

visits to the post office to no avail. He then went to BISP Tehsil Office Mardan, where he was 

informed that the Payment Detail shows that five installments have been delivered to the 

beneficiary. The complainant filed a written complaint on 9
th
 September for nonpayment of five 

installments amounting to Rs.10,000.  

 

5. Processing of the Case: (Case history) 
 

The complaint was entered into complaints register by the complaint Assistant on 9
th
 September 

2011 and it was forwarded to Director, BISP Divisional Office, Mardan on the same day and was 

subsequently forwarded to Divisional Superintendent Postal Services (DSPS) Mardan Division 

for processing. The DSPS Mardan Division received the complaint on 11
th
 September 2011 and 

nominated Mr. Farman (ASDO) to conduct an official enquiry into the complaint. The enquiry 

process took almost one month. During this period the complainant visited the post offices in 

Charguli and Kher Abad numerous times in order to follow up his complaint. When the 

complainant visited the Charguli Post Office for a fourth time, he was informed that the enquiry 

had been completed. The complainant received a lump sum of Rs.10,000 at the post office. 

Thereafter he called the Assistant Director BISP Tehsil Office, Mardan to inform him about the 

resolution of his case. 

 

Director, BISP Office Mardan did not receive any form of notification from officials at Pakistan 

Post as to the resolution of the case. The Director was later informed, during a visit to the DSPS 

Mardan Division, that no record of the case was available at the said office regarding the process 

of enquiry, dates of enquiry and resolution of the case.  

 

6. Observation 
 

a. General Observation 

 

BISP staff, at both Tehsil and Divisional Offices in Mardan, maintains files and register cases 

manually. 

 

Pakistan Post generally followed standard operating procedure for the redressal of complaints 

relating to the misappropriation of money orders. However, in this case the record of enquiry 

was not available. 

 

b. Observation at the beneficiary level 

 

The beneficiary’s husband is the family’s only source of income. He does not earn enough to 

manage their day to day expenses, not even for the most basic commodities. 
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The beneficiary did not have any knowledge of the complaint redressal mechanism. The 

family therefore approached BISP in September to file a complaint regarding installments that 

had been generated in April and the system showed to have been delivered in July 2011. 

 

c. Observation at BISP/ Payment Agency level 

 

The complainant had to visit post office Charguli in order to receive his cash grants, even 

though the complainant falls under the jurisdiction of post office Kher Abad. 

 

Pakistan Post did not officially inform the BISP Divisional Office regarding conducting any 

enquiry or about the resolution of the case; they departed from established rules and 

procedure by not conveying any statement or report regarding the resolution of the complaint.  

 

7. Lesson Learnt/ Conclusion 
 

 In this case, Pakistan Post did not inform the BISP Tehsil Office in Mardan regarding the 

results of the enquiry. The office had been informed by the complainant that he had received 

his entitled cash grant. The complainant falls under the jurisdiction of post office Kher Abad, 

but he received his misappropriated cash grants from post office Charguli.  

 

8. Recommendations 
 

 In this case the first five money orders were misappropriated. An intimation letter should be 

sent to the beneficiary by BISP stating amount of the first installment which the beneficiary 

shall receive and also mention the expected month when she will receive the first installment. 

 A list of cash grant recipients should be put on public display at the nearest BISP Tehsil 

Office Post office, in order to reduce the likelihood of misappropriation. 
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Payment Case Study Number: P-KPK-34 

Nature of Case: 
Non-payment of last instalment & partial payment 

amounting to Rs.200 

Complainant/ Beneficiary: Bibi Gulzar 

Wife of: Ghulam Qasim 

Complainant, if not beneficiary herself: Ghulam Qasim 

Address: Sanda Sar, PO. Chatta Batta, Mansehra 
CNIC Number: 13501-1292300-2 

PSC form number: 6517828  

Date Study Conducted 4
th
 December 2011 

 

1. Case Summary 
 

This is the case of Bibi Gulzar, a 32 years old house wife, who is facing especially difficult 

circumstances in trying to manage the complete delivery of her entitled cash grant. Her husband 

has filed a complaint against non-payment of her last installment and deduction of some amount 

from money orders paid to her. 

 

The beneficiary did not receive the installment which was generated in August 2011; therefore her 

husband visited the post office to find out why her installment was not being delivered. He was 

informed that his wife’s MO had not been received by the post office and that he would have to 

go to BISP office for further information on his wife’s missing entitlement. Her husband visited 

the BISP Office. During his discussion with the Complaint handler, he was also informed about 

the amount of money orders generated in her name and he came to know that the post man had 

been deducting Rs.200 from each installment paid to Bibi Gulzar. A complaint was filed which 

was forwarded to DSPS Pakistan Post which denies having received this complaint. 

 

The beneficiary’s husband visited BISP Office Mansehra more than three times to follow up on 

his complaint. BISP Tehsil Office Mansehra was unable to provide the complainant with any 

progress regarding his complaint, except that the case still has not been resolved. 

 

2. Beneficiary/Complainant’s Profile/Background Information 
 

The beneficiary, Bibi Gulzar, is a 32 years old house wife living in the village of Sanda Sar, PO. 

Chatta Batta, Mansehra. The beneficiary’s household consists of six members; two sons, two 

daughters, her husband and herself. Her children are all attending the school. Her husband is daily 

wage laborer, earning approximately Rs.3,500 a month and is the household’s only source of 

income. The beneficiary lives in a 5 Marla house, consisting of a kacha room, a kitchen and a 

bathroom. 

 

The majorities of the inhabitants of the village is poor and are daily wage laborers. Their only 

access to clean drinking water is from water wells. There is no drainage system in the village. 

 

3. Beneficiary’s Relationship with BISP 
 

Bibi Gulzar was not a beneficiary during the Parliamentarians’ Phase of the program. She became 

eligible to receive cash grants during the second phase of the program following the close of the 

PSC survey. Her PSC form was filled by a member of the survey team and she was issued an 

acknowledgement slip. She did not receive any intimation from BISP informing her of her 

eligibility as a beneficiary to the cash grant scheme. 
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The beneficiary was familiar with BISP’s cash grant scheme and the organization’s aim to 

distribute money among the poor and needy. However, she was not clear on how to become 

eligible for these cash grants. The family did not have any knowledge regarding the complaint 

redressal mechanism. Her husband learnt about the redressal mechanism when he visited the BISP 

office. 

 

The cash grant has been used by the family to return an outstanding loan. In future they plan to 

use the grant to help pay for their children’s’ education. 

 

4. How did the Complaint/Grievance Emerge? 
 

The beneficiary was receiving her installments on a regular basis. The beneficiary did not receive 

the installment which was generated in August 2011; therefore her husband visited the post office 

to find out why her installment was not being delivered. He was informed that his wife’s MO had 

not been received by the post office and that he would have to go to the BISP office for further 

information on his wife’s missing entitlement. 

 

Her husband visited the BISP Office. During his discussion with the Complaint handler, he came 

to know that the post man had been embezzling Rs.200 from every installment Bibi Gulzar had 

received. He filed a complaint against the non-payment of the last installment and deduction of 

Rs.200 from each installment. The complaint was filed on 13
th
 September 2011. 

 

5. Processing of the Case: 
 

The complaint was entered into the complaints register and made a part of the complaints file on 

the same date. The complainant however did not receive any acknowledgement regarding the 

filing of his complaint. 

 

Assistant Director (AD) BISP Tehsil Office Mansehra forwarded a letter on 19
th
 September 2011 

to Deputy Senior Post Master (GPO) Mansehra requesting him to conduct an enquiry into the 

complaint. The AD also dispatched a copy of the letter to Divisional Office BISP Abbottabad. 

Pakistan Post did not provide BISP with any progress relating to the inquiry, as according to 

Pakistan Post there was no record of the complaint at the GPO in Mansehra. 

 

The beneficiary’s husband visited BISP Office Mansehra more than three times to follow up on 

his complaint. BISP Tehsil Office Mansehra was unable to provide the complainant with any 

progress regarding his complaint. BISP did not make any further attempts to follow up on the 

progress of the processing of the complaint with Pakistan Post. 

 

6. Observations 
 

a. General Observations 

 

BISP Tehsil and Divisional Offices have no access to the Complaint Management System; 

therefore, BISP officials enter the complaint in a complaint register and make it a part of the 

complaint file. Monthly summaries of complaints are compiled by BISP officials and the 

complaint was forwarded to GPO Mansehra for further processing. 

 

b. Observations at the beneficiary level 

 

The beneficiary was satisfied with the BISP cash grant scheme but was not satisfied with the 

method of payment i.e. through Pakistan Post; the complainant informed BISP that there were 
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always delays in the delivery of payments and that some payments were not received in full. 

Due to the fact that the beneficiary was not aware of the complaint redressal mechanism, the 

family was not able to file a complaint until two months after the incident had taken place. 

 

Due to the lack of communication between BISP Tehsil offices, BISP HQ and payment 

agencies, the family did not receive any updates on their complaint even three months after 

the complaint was filed. 

 

c. Observation at BISP/ Payment Agency level 

 

The BISP Tehsil office had entered the complaint as per existing procedure and forwarded it 

accordingly to the BISP HQ and payment agency. There was no response from Pakistan Post, 

who deny that such a complaint was received by them. The case has been pending for the last 

three months without any resolution. There was no record of the complaint at the post office 

responsible for delivering payments and they deny that the complaint was received by them. 

 

7. Lesson Learnt/ Conclusion 
 

 There was also no response from GPO regarding the progress of the case, even after a lapse of 

three months. There is a communication gap between BISP and Pakistan Post. BISP claims 

that the complaint was forwarded to Pakistan Post which denies that they received such a 

complaint. 

 

8. Recommendations 
 

 A joint committee, comprising of BISP officials and partner agency representatives, should be 

formed for the speedy resolution of payment complaints. 

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 1 - Payment Case Studies 

P-KPK-35 
 

J40252714 

GHK Consulting Ltd. 209 

Case Study Number P-KPK-35 

Nature of Case Non-payment of one instalment of Rs.2,000 and Partial 

Payment of Rs.200 per MO by the Postman 

Complainant/ Beneficiary Zanib Un Nisa  

Wife/Widow/Daughter of: Ghulam Hussain 

Complainant, if not beneficiary herself Ghulam Hussain 

Address Village Sanda Sar, Chata Bata, Mansehra 

CNIC Number 1350112562896 

PSC form number 6517956 

Date Study Conducted 5-Dec-2011 

 

1. Case Summary 

 
Zanib un Nisa is a resident of the village Sanda Sar, Chatta Batta. Mansehra. Her complaint is 

two-fold; non-payment of one installment and partial payment of five instalments from each of 

which Rs.200 had been unfairly deducted by the post man. Her husband registered her complaint 

at the BISP Tehsil Office Mansehra. The BISP staff claimed that they forwarded the case to 

Pakistan Post for an enquiry. According to Mr. Muhammad Saddique, the Deputy Senior Post 

Master GPO Mansehra, no such case has been received by Pakistan Post. Reminders, if sent by 

BISP to Pakistan Post, may have highlighted the issue of non-receipt of this complaint forwarded 

by BISP to Pakistan Post. 

 

The complaint remains pending; BISP staff considers that this complaint will be investigated by 

Pakistan Post and appropriate action taken; Pakistan Post maintains that this complaint has not 

been received by them, while the beneficiary is awaiting the redressal of her complaint. 

 

2. Beneficiary/complainant’s Profile/ Background information 

 
Zanib un Nisa is an uneducated 35 year old house wife. She does not work outside the confines of 

her home and only performs her household chores. She and her husband, Mr. Ghulam Husain, 

have two sons and three daughters, bringing the total strength of the family to eight members 

including the couple, their children and a brother of her husband. Their sons and daughters are 

enrolled at the government school in the village. 

 

Their house is built on a five marla plot and consists of one katcha room without provision for a 

kitchen or bathroom. No drainage system is available in the mohallah. The family fetches 

drinking water from well nearby.  

 

Her husband works as a driver and earns a monthly salary of Rs.6,000. This is the primary source 

of income for the family. Her brother-in-law works as a daily wage labourer but his earnings 

depend on whether or not he is able to find work.  

 

The village of Sanda Sar P/O Chatta Batta is around 10 kilometres away from Mansehra city. The 

post office is situated at Chatta Batta and at a walking distance of one kilometre from the 

beneficiary’s house. A Basic Health Unit (BHU) is also available in the village. The population 

draws their drinking water from wells. Most of the villagers are daily wagers like her brother-in-

law.  

 

3. Background of Relationship with BISP 
 

Zanib was not a beneficiary during BISP Phase I (Parliamentarian Phase). About a year ago, a 

Poverty Score Card survey team arrived at the village Sanda Sar to fill PSC forms. Her PSC form 
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was filled by a member of the team who issued her an acknowledgement slip. She was not aware 

that she had been declared a BISP Beneficiary as she did not receive any intimation from BISP. 

Her husband learnt of her status after he went to a nearby net cafe to get information. 

 

The family believed the amount being distributed is ‘Benazir’s money’ and it would be distributed 

only among the poor and needy people. They understood that the Pakistan People’s Party was 

distributing this cash grant. The family did not know the details of the eligibility criteria but knew 

that the cash grant is for the poor and needy. The family used the cash grant amount to repay 

loans, in the future they plan to put it towards their children’s education. 

 

The family did not know about BISP complaint redressal mechanism but an official at the BISP 

Office guided them in this regard.  

 

4. How did the Complaint/Grievance Emerge? 

 
The beneficiary’s complaint was two-fold; non-payment of one installment of Rs.2,000 and of 

partial payment from her money orders, as the postman had deducted Rs.200 from each of the five 

money orders that he had given her.  

 

The beneficiary was receiving cash grant from the postman at her door step regularly. She and her 

family were facing no problem in receiving the instalments from the postman. They were, 

unaware that the postman was illegally deducting Rs.200 from each money order; as they 

believed that he was entitled to this amount 

 

When she did not receive her installment of Rs.2,000, generated for the month of August 2011, 

her husband paid a visit to the post office but failed to receive the amount. He was advised by 

Pakistan Post staff to lodge a complaint at the BISP Tehsil Office Mansehra. The complainant 

visited the BISP Tehsil Office Mansehra for submission of his complaint on 13
th
 September 2011. 

He was told by staff that MO for August installment had not been generated, additionally they 

made it clear to him that the post man was not entitled to the Rs.200 he had been deducting from 

each Money Order. The complainant submitted a written complaint for non-payment/partial 

payment and requested the release of the August installment and investigation into the partial 

payment by postman. 

 

5. Processing of the Case 

 
After receiving the complaint on 13

th
 September 2011, the Assistant Complaints at the BISP 

Tehsil Office Mansehra filed it and entered it in his register. The Assistant Director BISP Tehsil 

Office Mansehra sent a letter on 19
th
 September 2011 to the Senior Post Master (GPO) Mansehra 

requesting that an inquiry be initiated into the matter. A copy was dispatched to the BISP 

Divisional Office Abbottabad for information. 

 

However, Mr. Muhammad Saddique (Deputy Senior Post Master) GPO Mansehra informed that 

because the complaint was not received from BISP, therefore, no record of processing the 

complaint was available at GPO Mansehra. Neither the date of delivery nor the mode of delivery 

to Pakistan Post could be traced from BISP Tehsil Office Mansehra who, additionally, did not 

send any reminder to follow-up the processing of the complaint.  

 

The case is still pending but BISP neither sent any reminder nor contacted the higher authorities at 

Pakistan Post for early resolution of the case. On the other hand, Pakistan Post has not even 

started any enquiry process as they have not received the complaint. Due to this communication 

gap, the beneficiary is likely to suffer for a very long time. 
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6. Observations 
 

a. General Observations 

 

After receipt of the complaint at BISP Tehsil office Mansehra, it was entered into BISP’s 

records manually. No acknowledgement slip was issued to the complainant for his reference. 

The process at the Tehsil level is manual as currently Tehsil office staff does not have access 

to the Complaint Management System that is yet to be made operational. The prescribed 

complaint process is based on electronic filing of complaints in the CMS.  

 

b. Observation at the beneficiary level 

 

The beneficiary was not satisfied with the result of the complaint as there was no progress 

even after a lapse of some four months. The beneficiary thought that some other mode for 

cash transfers should also be adopted in addition to the transfer of cash through post office; as 

this may reduce the chances of embezzlement by the postman.  

 

c. Observation at BISP/ Payment Agency level 

 

The complaint is entered in complaint register, monthly summary on excel is prepared, and, 

the complaint is kept in the complaints file. BISP Tehsil office sends the complaint to 

Pakistan Post for an enquiry to be initiated at their end. A communication gap exists as BISP 

Tehsil Office did not pursue the case and no reminder was sent. On the other hand, according 

to Pakistan Post officers they did not receive the complaint and so no record was found 

relevant to processing of the case. The case is still pending for enquiry, and, as it has not been 

received by Pakistan Post it will not be resolved. 

 

7. Lesson Learnt/ Conclusion  

 

 There is lack of proper coordination between BISP and Pakistan Post as the officials at BISP 

office are waiting for the result of the complaint whereas the officials of Pakistan Post say 

that they have not even received the complaint. A reminder sent by BISP regarding the 

complaint may have brought this issue (that Pakistan Post has not received the complaint) in 

the open and BISP could have re-sent the complaint for enquiry. 

 

8. Recommendations 

 

 The coordination between BISP and Pakistan Post needs to be improved. 

 For payment related complaints, in addition to sending the complaint to the Post Master of a 

District GPO, a copy of the complaint may also be forwarded to the relevant DPMG so that 

he can supervise the progress of the inquiry. 
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Payment Case Study Number: P-KPK-36 

Nature of Case: 
Non-Payment of one instalment of Rs.2,000 by 

Postman 

Complainant/ Beneficiary: Mufeeda Bibi 

Wife of: Akbar Jan 

Complainant, if not beneficiary herself: Akbar Jan 

Address: Alyan Koruna, Kot Charsadda 

CNIC Number: 17101-9320200-8 

PSC form number: 4600084  

Date Study Conducted 26
th
 November 2011 

 

1. Case Summary 
 

Mufeeda Bibi did not receive her cash grant when other beneficiaries in her locality were 

receiving their cash grants. Being worried she asked her husband to look into this. Her husband 

discovered online that one installment amounting to Rs.2,000 was generated in Mufeeda Bibi’s 

name in August 2011, but it was not delivered to her. Her husband submitted a complaint to BISP 

Tehsil Office. Her complaint was not processed for redressal and was not actively followed up by 

BISP or Pakistan Post. 

 

This money order was delivered to her in October 2011 even though the complaint was not 

pursued by either side. No successive payments have been generated in her name since August 

2011. The staff at BISP Tehsil Office Charsadda could give her any answer about why this is so 

because they have not been informed by BISP HQ. 

 

The relevant money order was delivered during the normal delivery period of less than two 

months. There was no reason for filing this complaint because it was filed when the money order 

had just been generated.  

 

2. Beneficiary/complainant’s Profile/ Background information 
 

The beneficiary Mufeeda Bibi is a 26 years old house wife who has not received any formal 

education; she only performs domestic duties within the confines of her home. Her husband is a 

driver by profession but is suffering from an advanced stage of diabetes and is unable to work.  

 

Mufeeda Bibi has two sons and three daughters and the total household comprises of nine 

members including herself her husband and her husband’s elderly parents. All of the children are 

enrolled in a Government school in the village. The family’s home is built on a 3 Marla plot and 

consists of two rooms, one katcha and one pucca room and a wash room. There is no provision for 

a kitchen and the family makes do with a makeshift kitchen in the courtyard. 

 

The beneficiary’s village Alyan Koruna Kot lies at a distance of 5 kms from Charsadda city. The 

Post Office is at a walking distance of around 1 km from the complainant’s home. The village 

lacks any form of drainage system and this means that the streets often get waterlogged in the 

rainy season. The villagers draw their drinking water from underground using wells and hand 

pumps. 

 

The family is currently going without any source of income. Akber Jan, the beneficiary’s husband 

has been bedridden and unable to work for the past 6 months. He does not have sufficient 

financial resources to pay for the treatment of his diabetes and this creates a vicious cycle; he 

cannot work because he cannot afford treatment and because he cannot afford treatment he is 
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unable to work.  

 

3. Background of Relationship with BISP 
 

The beneficiary was not included in BISP cash grant programme under the Parliamentarian’s 

Phase and became eligible during the second phase of the program. Her Poverty Score Card was 

filled by a team of enumerators one year ago in end 2010. When the PSC team arrived at their 

doorstep both husband and wife gladly showed them their valid CNICs and answered all the 

questions regarding the status of their household. They were handed an acknowledgment slip at 

the close of the survey. 

 

The beneficiary was not aware that she had been selected for the program as she did not receive 

any intimation letter from BISP. She was curious about her status and upon learning that 

information was available online she sent her husband to the local net café where he learnt of her 

eligibility from the BISP website. 

 

Like many other women of her village, the beneficiary and her family were unaware about BISP 

and its operating procedures. The family believed that the amount being distributed is ‘Benazir’s 

money’ and that Pakistan People’s Party was giving it to the poorest people in Pakistan. They 

understood that poverty was the only criteria for eligibility. At the outset, the beneficiary and 

complainant did not know about the existence of a complaint redressal mechanism. It was only 

after they visited the Post Office for information that they learn that complaints may be lodged at 

BISP Tehsil and Divisional Offices. 

 

The beneficiary wishes to use installments of the cash grant to repay loans taken from various 

shopkeepers. These loans were taken in a situation of dire need as she had no money to pay for 

food to feed her family. Another essential expenditure that the grant would be utilized for is the 

treatment of her chronically ill husband. 

 

4. How did the Complaint/Grievance Emerge? 
 

The complainant learnt online that his wife was eligible for the cash grant and that an installment 

had been generated in her name. However, as days went by the payment was not forthcoming 

even though other beneficiary’s in the village were receiving their installments regularly. 

 

The complaint was registered by the beneficiary because she failed to receive an installment of 

Rs.2,000 generated in her name on 12
th
 August 2011. 

 

Akber Jan the complainant regularly visited the Post Office to enquire about the undelivered MO 

but the staff there could not find any record of a money order in Mufeeda Bibi’s name; and the 

family got increasingly concerned each time. He was finally advised by the Post Office staff to 

visit BISP Office in Charsadda to file a formal complaint. 

 

Left with no other option, Akber Jan paid a visit to the BISP Tehsil Office Charsadda in 

September to lodge his complaint. He submitted a written application addressed to the Assistant 

Director (AD) of the BISP Tehsil Office Charsadda along with a copy of his wife CNIC 

requesting them to release the installment in his wife’s name. 

 

5. Processing of the Case 
 

The Assistant Complaints who handled the application did not enter the complaint in his register. 

The complaint was however filed by him, undated, and he informed the Assistant Director of the 
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BISP Tehsil Office Charsadda about the details of the case over the phone. The Assistant Director 

in turn called the Senior Post Master (GPO) Charsadda Mr. Muhammad Farooq and asked him to 

conduct an inquiry. Although these communications were made over the phone an undated hard 

copy of the complaint was forwarded to the BISP Divisional Office Peshawar for information. 

The Assistant Complaints did not issue any acknowledgement slip to Akber Jan for his future 

reference. 

 

The complainant confirmed that the MO for Rs.2000 was delivered by the postman in October 

2011. The officials at the BISP Tehsil Office Charsadda knew nothing about the follow up or 

resolution of the complaint as Pakistan Post did not provide them with any updates. 

 

The beneficiary has not received any payments in the months following October of 2011 and 

neither BISP staff nor Postal Service staff had any answer as to why. Her complaint regarding one 

missing MO stands resolved but she has failed to receive any subsequent payments. 

 

It may be highlighted that the money order was delivered within its normal delivery period of two 

months. Actually BISP staff should have advised the beneficiary to wait for some time and file 

the complaint only if the money order was not delivered to her after the delivery period ended. 

 

6. Observations 
 

a. General Observations 

 

The complaint was not dated and it was not entered in a register nor was any written record 

forwarded to Pakistan Post or to the Divisional Office by BISP Tehsil Office Charsadda. 

 

b. Observation at the beneficiary level 

 

The complainant was not satisfied with the processing of this complaint as the process took 

almost two months. She is unaware however, that she received the only installment despite 

the fact that no action was taken on her complaint by either BISP or the Pakistan Post. 

 

c. Observations at BISP/ Payment Agency level 

 

It was pointed out during the case team’s meeting with Mr. Munawar Khan, the Assistant 

Superintendent Postal Service on 17
th
 January 2012 that no such complaint was received by 

Pakistan Post from BISP Tehsil Office Charsadda. He further added that the BISP Tehsil 

Office is in the practice of telephonically informing the Pakistan Post about complaints and 

no written documentation is forwarded to them. 

 

7. Lessons Learnt/ Conclusion 
 

 The money order was delivered within its normal delivery period of 2 months. Actually BISP 

staff should have advised the beneficiary to wait for some time and file the complaint only if 

the money order was not delivered to her after the delivery period ended. Such un-necessary 

complaints waste the time of the staff of both BISP and Pakistan Post. 

 To date BISP Tehsil Office is unaware about why subsequent cash grant installments are not 

being generated in the beneficiary’s name. 

 

8. Recommendations 
 

 Before advising a beneficiary to file the complaint, relevant BISP staff should check the 
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Payment Detail and guide them to wait for some time in case the money order has been 

generated recently and the normal delivery time of two months has not ended. 
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Payment Case Study Number: P-KPK-37 

Nature of Case: 
Non-Payment of 5 MOs amounting to Rs,14,000 by 

the Postman 

Complainant/ Beneficiary: Nusrat 

Wife of: Noor Habib 

Complainant, if not beneficiary herself:  

Address: Hameed Jan Koruna Zareenabad Sardehri Charsadda 

CNIC Number: 17101-3753173-0  

PSC form number: 6788183  

Date Study Conducted 27
th
 November 2011 

 

1. Case Summary 
 

Nusrat is a 39 year old house wife, resident of village Hamid Jan Korona Zareenabad, P/O 

Sardheri Distt; Charsadda which lies 10 kms away from main Charsadda city. The beneficiary had 

initially received cash grant money of a total of Rs.12,000 through four MOs of Rs.3,000 each but 

afterwards did not receive the next four MOs generated in her name in July (Rs.3,000), August 

(Rs.4,000), December 2010 (Rs.3,000) and February 2011 (Rs.2,000) total amount of Rs.12,000. 

She also included her first installment of the score card phase in her complaint which was 

generated in August 2011, though that MO had not been shown as delivered at the time of lodging 

of the complaint; she included it in her complaint with the hope that it would be delivered on time 

if she included it in her complaint. 

 

The beneficiary had been visiting the concerned post office since 2010, but was not provided any 

information about her MOs. The officials at the local post office advised her to lodge a complaint 

at the BISP Tehsil Office Charsadda. The beneficiary herself visited the BISP Tehsil Office 

Charsadda in September of 2011 though the exact date of registration was not noted down by staff 

at the Office. She submitted a written complaint against non-payment of Rs.12,000 of Phase I and 

one MO of Rs.2,000 of Phase II. 

 

BISP Tehsil Office Charsadda, filed her application in the complaint register, and the same was 

forwarded to the Senior Post Master GPO Charsadda for investigation of the complaint. During 

our visit to the Charsadda GPO on 17
th
 January 2012, Mr. Munawar Khan (A.S) pointed out that 

no such complaint has been received by them so far from BISP Tehsil Office Charsadda. The 

complaint is still pending and no inquiry has been initiated in the instant case so far, BISP Tehsil 

Office Charsadda did not send any reminders for follow up of the case.  

 

2. Beneficiary/complainant’s Profile/ Background information 
 

The beneficiary is a 39 year old house wife, who has three sons and two daughters, the house hold 

consists of eleven members including parents of her husband and family of her brother in law; 

they are living in a joint family. Their son and daughters are not attending any school. The two 

Marla make-shift house consisted of one katcha room without a kitchen or bathroom. 

 

Her village is 10 kms from the city. Post office Sardheri lies at a distance of 5 kms from her 

house. Most of the villagers are attached with the local Khan and are working in his fields. There 

is no drainage system in their mohallah. The villagers fetch pure drinking water from a hand 

pump. 

 

The small mud house in which the family is currently living is the property of a Khan (landlord). 

Both her husband and his young brother are working in the fields of the khan and in return he 
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pays a meager salary. 

 

3. Background of Relationship with BISP 
 

The beneficiary was an eligible beneficiary for the cash grant under BISP Parliamentarian’s 

Phase. She participated in the survey when it was conducted in her village about a year ago. Her 

PSC form was filled by a surveyor who issued her an acknowledgement slip. She was in 

possession of a valid CNIC at the time. The beneficiary did not receive any intimation letter from 

BISP and she was unaware that she had been declared a BISP Beneficiary for the second phase; 

her husband went to the nearby net cafe and learnt of her eligibility from the BISP website. 

 

The family believed the amount being distributed among the poor and needy people is Benazir 

money. The family knew the eligibility criteria to be poverty. 

 

The beneficiary and her family did not know about BISP’s complaint resolution mechanism but 

her husband received some information from the post office about it. 

 

She utilized the cash grant for her daughter marriage’s arrangement, some months back. In future 

she plans to use the amount to meet daily house hold requirements. 

 

4. How did the Complaint/Grievance Emerge? 
 

Other beneficiaries of her locality were receiving cash grant installments regularly at their door 

steps but she was just waiting for the same. Her husband visited the post office in order to collect 

money orders generated in the months of July, Aug, December 2010 and February 2011 but was 

told that these were not received by the post office Sardheri. 

 

Then the beneficiary herself went to BISP Tehsil office, Charsadda sometime in September 2011 

to submit her complaint against non-delivery of these MOs. Non-payment of the 4 MOs, two MO 

of Rs.3,000 each, one MO of Rs.4,000 and one MO of Rs.2,000 (total Rs.12,000) under 

Parliamentarian Phase and the first MO of Rs.2,000 of the second phase was the complaint of the 

beneficiary. At the time of lodging the complaint an MO for Phase II was also generated therefore 

the complainant included that in the complaint as well. 

 

5. Processing of the Case 
 

Her application was filed in complaint file by the complaint handler. The Assistant Complaints 

BISP Tehsil Office Charsadda telephonically discussed the matter with the focal person of 

Pakistan Post Mr. Muhammad Farooq (A.S), requesting that he conduct an investigation into the 

allegations. 

 

During a recent visit to the GPO Charsadda, it was pointed out by Mr. Munawar Khan (Assistant 

Superintendent Postal Services) Pakistan Post Charsadda, that no inquiry was held as his office 

did not receive any such complaint from BISP Tehsil Office Charsadda. He further added that 

BISP office informs Pakistan Post about complaints verbally only. Pakistan Post then nominates 

an inquiry in charge without maintaining record in a separate file. The case was pending and no 

record was found. Neither was the complaint process followed nor was any reminder sent to the 

Postal Services by BISP Tehsil Office Charsadda. 
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6. Observation 
 

a. General Observation 

 

While the prescribed BISP complaint process is based on electronic filing of complaints but 

the CMS has not become operational. 

 

b. Observation at the beneficiary level 

 

The beneficiary was not satisfied with the process of her complaint as it has not been 

addressed till now. They were very disappointed with the resolution process as it did not solve 

their issue. 

 

c. Observation at BISP/ Payment Agency level 

 

After receipt of the complaint at BISP Tehsil office Charsadda, it was entered into BISP 

record manually. The receiving date neither was available nor was its acknowledgement 

issued to the complainant. The process at tehsil level is almost entirely manual, as currently 

tehsil office maintains the files manually and, as the complaint management system is yet to 

be made operational. Records at Tehsil Office Charsadda were not properly maintained, as the 

dates on which the complaint received, entered to BISP record and forwarded to other offices 

were not available. 

 

According to BISP Tehsil office Charsadda, it sent the complaint to the payment agency for 

enquiry but ASPS Charsadda denied the receipt of any such case. The case was forwarded 

verbally to Pakistan Post and so there is not record available at Pakistan Post. 

 

7. Lesson Learnt/ Conclusion 
 

 In this case BISP tehsil office Charsadda has no record of the dates on which the complaint 

was received, forwarded and entered into record. The case was forwarded informally (via 

phone) to Pakistan Post rather than through formal procedure. As a result BISP claims to have 

forwarded the case, Pakistan Post denies having received the case and the complainant is 

waiting for redressal of her complaint. 

 

8. Recommendations 
 

 The complaint handler should have complete record of the case with dates. It may be justified 

that the complaint management system is not operated yet, but the ordinary procedure of 

recording the dates of submission of a complaint, its entry into BISP record, its sending date 

and to whom it was sent should be recorded. 

 Payment complaints must be forwarded to Pakistan Post for resolution through formal 

investigation so that the responsible postman is taken to task. 

 A diary should be shared by BISP and Pakistan Post to agree on the status and progress of 

diferent Payment Cases. 
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Payment Case Study Number: P-KPK-38 

Nature of Case: Non Payment of one money order of Rs.2,000 by the 

postman 

Complainant/ Beneficiary: Najmena Bibi 

Wife of: Naimat Khan  

Complainant, if not beneficiary herself: Naimat Khan 

Address: Baba jee Korona Malaka Dar, Ziarat Charsadda 

CNIC Number: 17101-8258336-0 

PSC form number: 4935986 

Date Study Conducted 22
nd 

December 2011 

 

1. Case Summary: 
 

Najmena Bibi is a beneficiary of the BISP cash grant scheme and intermittently receives the 

grants throughout the year. She received five installments of BISP cash grant programme 

amounting to Rs.10,000 in 2011. 

 

The sixth installment was delivered after a complaint application for non-payment of the grant 

was filed by her husband in BISP Tehsil office, Charsadda, KPK. The response was quick and 

time- saving from BISP and Post office officials and the issue was resolved the next day.  

 

The complaint was processed verbally and informally. Pakistan Post officials acted on verbal 

directives and no record of the beneficiary’s complaint exists at the Post office.  

 

2. Beneficiary/complainant’s Profile/ Background information: 
 

Najmena Bibi wife of Naimat Khan is a 63 years old illiterate woman of village Baba jee Korona, 

Ziarat, Charsadda, KPK. She has an extended family of twenty members comprising of four adult 

males, three females, and thirteen children. Their house consists of three kacha rooms with no 

bathroom, a kitchen, and a courtyard with low boundary wall. It is situated on a ten Marla plot. A 

hand pump in the courtyard is the only source of water.  

 

Her husband Naimat Khan and three sons are farmers and work as tenants. They have no 

agricultural land of their own and tenancy is their only source of income, which hardly satisfies 

their basic needs. 

 

The family has access to the Public health facilities and children are enrolled in nearby 

Government schools. The villagers are mostly poor and work as daily wage earners. The village is 

2 kms away from the main road and ten km from the city. There is no drainage system while hand 

pumps are used for drinking water. 

 

3. Beneficiary’s Relationship with BISP: 
 

Though none of the beneficiaries in the household were included in the initial Parliamentarian 

phase of BISP cash grant programme but in the second phase based on PSC Survey, Najmena 

Bibi was selected as an eligible beneficiary.   

 

When PSC survey was conducted for identifying the beneficiaries and filling of poverty score 

card forms, the survey team visited their house. The team asked them relevant questions to 

complete their survey and inquired about Najmena Bibi’s CNIC card. The information was filled 
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on her form and she was issued an acknowledgement slip. She did not receive any eligibility letter 

from BISP.  

 

Her family was not aware about BISP cash grant scheme nor its eligibility criteria but they were 

familiar with “Benazir’s money” that they heard from people in the neighborhood. The family 

believed that distributing amount is from “Benazir’s personal wealth” which would be shared 

among the poor and needy people. The beneficiary and her family were not familiar with BISP 

complaint redressal mechanism but came to know about it during her husband’s visit to BISP 

office. 

 

The cash grant received was spent on returning shopkeeper’s loans. In future, the family intends 

to spend the amount on children’s education.  

 

4. How did the complaint/grievance emerge? 
 

Five installments were received by the beneficiary, four in May and one in July. Since August her 

husband paid four visits to the Post office Sardheri to know about subsequent installments but 

could not receive a satisfactory response.  

 

Then he visited BISP Tehsil office, Charsadda on 15
th
 November 2011 and asked for the 

information. His wife’s Payment Detail was checked by the Assistant Complaints who informed 

that four money orders forRs.8,000 were generated in February 2011, fifth for Rs.2,000 was 

generated in April 2011and the last one in August 2011. The four installments generated in 

February were delivered in May while the fifth was delivered in July by the Postman. It was 

found that sixth money order for Rs.2,000 was generated on 12
th
 August 2011, but was not 

delivered to her despite the passage of three months. 

 

As guided by BISP officials, he submitted a written complaint for non-payment of the money 

order of Rs.2,000. 

 

5. Processing of the Case: 
 

The complainant Naimat Khan submitted a written application, addressed to the Assistant 

Director, on 15
th
 November 2011 at BISP Tehsil office Charsadda. 

 

On the same day, Assistant Complaint officer, BISP Office Charsadda, discussed the matter on 

phone with Mr. Muhammad Farooq at General Post Office (GPO), Charsadda for further 

processing of the case. After their conversation the Assistant Complaint officer Mr.HabibUllah 

visited the Post office for resolution of the case. With this prompt action the case was resolved 

after a short examination of the relevant documents. The money order of Rs.2,000 was paid on the 

next day at Sardheri Post Office, Charsadda. 

 

During a recent visit to Charsadda GPO on 17
th
 January 2012, it was observed that the entire 

process of the case was informal/ verbal. On enquiry, Mr. Munawar Khan (A.S) Charsadda (GPO) 

informed that the complaint was received verbally and the matter was resolved without preparing 

any file and maintaining the record. However, the complainant was fully satisfied from the 

response he received from both the offices in resolving the matter. 
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6. Observation: 
 

a. General Observations: 

 

BISP and Post office officials addressed the complaint without any delay and the case was 

resolved in two days. But a formal inquiry was not conducted or enquiry report prepared. 

 

b. Observation at the beneficiary level: 

 

The beneficiary is an aged woman who cannot follow the redressal mechanism by herself. 

Neither any intimation letter was sent to her, nor the online system is of any help as net cafes 

are not available in the village. Her husband visited the Post office four times to ascertain the 

status of cash grants but did not receive any proper response. He then visited BISP office and 

there her Payment Detail was traced. 

 

c. Observation at BISP/ Partner Agency level: 

 

A written application regarding nonpayment of single installment of cash grant was received 

at BISP Tehsil Office, Charsadda. The Complaint Assistant informally raised the matter with 

the Post office. The following day, the beneficiary received the amount. Pakistan post 

departed from standard procedures as no record was available with them and the complaint 

was verbally redressed.  

 

7. Lessons Learnt/Conclusion: 
 

 In this case, the amount was delivered to the complainant on the second day after submission 

of the complaint. But the entire complaint process was verbal. Neither BISP demanded an 

enquiry report nor the Pakistan Post kept the records updated. 

 

8. Recommendations: 
 

 Whenever a payment complaint is lodged, it needs to be formally forwarded to Pakistan Post 

for an enquiry. The processing of a complaint merely on verbal directives at any stage should 

be avoided. 

 Such informal redressal though helps the complainant by speedy action but it does not address 

the organizational short comings. 
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Payment Case Study Number: P-KPK-39 

Nature of Case: Non Payment of six instalments totalling Rs.12,000 

Complainant/ Beneficiary: Mumlikat Bibi  

Wife of: Sakhe Bacha 

Complainant, if not beneficiary herself: N/A 

Address: 
Village Kholay, Moh Darra Korona Near Fazal Hujra 

Charsadda 

CNIC Number: 17101-0296562-6 

PSC form number: 6769487 

Date Study Conducted 22
nd 

December 2011 

 

1. Case Summary 
 

Mumlikat Bibi had not received any Money Orders even though other women of her locality were 

receiving their installments frequently. She grew concerned and on 17
th
 November 2011 sent her 

husband to the BISP Tehsil Office for information. 

 

The Assistant Complaints at the office checked the beneficiary’s Payment Detail and upon 

learning that six payments had been marked as delivered in her name he guided her husband with 

filing a complaint. Mr. Habib Ullah the Assistant Complaints followed up the case personally. His 

methods were very effective as on the very next day, i.e. 18
th
 November all her outstanding MOs 

were delivered to her doorstep by the postman. 

 

2. Beneficiary/complainant’s Profile/ Background information 
 

Mumlikat Bibi is a 28 years old lady who has not received any formal education. She is married 

to Mr. Sakhe Bacha of the village Kholay in Charsadda District and spends most of her time 

performing household chores such as cooking and washing. 

 

Her family consists of a total of six members including the couple and their two sons and two 

daughters. All of the children are enrolled at a Government School situated in the village. The 

husband of the beneficiary is a school teacher at the same school. The income he earns as a 

Government employee is the only source of support for the family.   

 

The main road is at a distance of 5 kms from the beneficiary’s village and the Post Office is also 

situated at a similar distance from her home. Most of houses in the village are very small and 

made of mud, i.e. kacha. The boundary walls surrounding these houses are also made of mud and 

are typically very low. The most common occupation in the area is farming; villagers lease land 

from the local landlords, known as Khans, which they cultivate and harvest in return for minimal 

recompense. The village has no form of drainage and the streets tend to get waterlogged in the 

rainy season. 

 

The beneficiary’s family is living in a kacha house built on a 10 Marla plot. The street that leads 

to her home is unpaved like the other streets of the village. The six family members share two 

rooms but they have provision for a separate kitchen and bathroom. Although their home is not 

connected to any drainage system the family has access to clean water; they obtain it from a hand 

pump fitted in their court yard. 

 

3. Background of Relationship with BISP 
 

The beneficiary was not selected for the cash grant scheme under the Parliamentarian’s Phase of 
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the program. For the second phase of the program her Poverty Score Card forms were filled at her 

doorstep by the PSC team that was surveying her village. She showed the team her valid CNIC 

and was issued an acknowledgement slip. 

 

She failed to receive any intimation letter from BISP informing her of her eligibility. When other 

women in the locality started receiving installments of their cash grant she grew concerned as to 

what her status was. She sent her husband to a local internet café to check her status online. He 

learnt there that his wife was indeed eligible and six installments had already been generated in 

her name. 

 

At the time the beneficiary did not have any information about BISP or the processes of the cash 

grant scheme. She was familiar with a ‘Benazir fund’ that she had heard of from other women in 

her locality. She understood that only the poor and needy qualified for the cash grant scheme. 

 

Neither the beneficiary nor her husband (the complainant) was familiar with complaint redressal 

system. He learnt that one existed when he visited the BISP Tehsil Office to enquire about his 

wife’s undelivered payments. He was treated well by the BISP officials that he met and was full 

of praise for the speedy way in which his complaint was resolved. 

 

The family used the installments they received on their Eid shopping; they purchased clothes, 

shoes and other household items. In future they plan to use the amount to pay for their children’s 

education. 

 

4. How did the Complaint/Grievance Emerge? 
 

Her husband had visited a net café to check his wife’s status on the BISP website and upon 

learning that she was eligible he made a visit to the BISP Tehsil Office Charsadda on 17
th
 

November 2011 to enquire when these payments were to be expected.  

 

Mr. Habib Ullah the Assistant Complaints at the Tehsil Office checked the beneficiary’s payment 

details online and discovered that six installments had been generated in the beneficiary’s name 

on 25
th
 April 2011. These were shown as having been delivered on 11

th
 July 2011. Additionally, a 

6
th
 installment, pending delivery, had been generated in her name on 12

th
 August 2011. He relayed 

this information to the complainant who explained that his wife had not received a single payment 

out of these six.  

 

The Assistant Complaints at the BISP Tehsil Office Charsadda guided the beneficiary in filling a 

complaint for non-payment of the six installments on the same date i.e. 17
th
 November 2011 

 

5. Processing of the Case 
 

The complainant submitted a written application addressed to the Assistant Director (A.D) of the 

BISP Tehsil Office Charsadda, on 17
th
 November 2011. Mr. Habib Ullah the Assistant 

Complaints recorded the complaint in an Excel file as part of a monthly summary, filed the 

complaint physically in a file and made a record of it in his register. 

 

At the time the Assistant Complaint made a phone call to Mr. Muhammad Farooq who had been 

appointed the focal person for complaints by Pakistan Post.  He conveyed the details of Mumlikat 

Bibi’s case to the focal person who promised to look in to the matter as soon as possible. On the 

following day, i.e. 18
th
 November 2011 Mr. Habib Ullah paid a visit to the Post Office to meet 

Mr. Muhammad Farooq and personally follow up on the complaint.  
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Although the details of the conversation that took place between the Assistant Complaints and 

Mr. Muhammad Farooq is not available from any record, the ACs visit to the Post Office worked 

wonders; the payments that had been outstanding for the past seven months were all delivered to 

her doorstep by the postman on the very same day.  

 

The beneficiary was very pleased to receive the MOs for the entire Rs.12,000 the very next day 

after her complaint was lodged.  

 

6. Observations 
 

a. General Observation 

 

The staff at the BISP Tehsil Office in Charsada followed their standard operating procedure 

regarding complaints; it was entered into the complaint register, filed and a soft copy was also 

made for the record. 

 

The intention is for the complaints redressal mechanism to be based on an electronic filing 

system called the ‘complaints management system’ (CMS) but this is still not up and running. 

In its absence the staff maintains their files and registers manually at the Tehsil and Divisional 

levels.  

 

b. Observation at the beneficiary level 

 

The beneficiary’s husband is Government employee; being a teacher he is well respected in 

the community. Having no other source of income except his pay he is unable to comfortably 

provide for all his family’s needs.  

 

c. Observation at BISP/ Payment Agency level 

 

The Assistant Complaints did not formally forward her complaint to Pakistan Post for 

investigation. During a recent visit to GPO Charsadda on 17
th
 January 2012, it was pointed 

out by Mr. Munawar Khan the Assistant Superintendent, that no record of the case was 

available with Pakistan Post. This was because the entire complaint processing was dealt with 

verbally.  

 

Pakistan Post did not inform BISP Divisional Office regarding the process or resolution of 

this case officially. One outcome of this is that the case remains open in BISP records even 

after the matter has been resolved. The beneficiary was fully satisfied by the actions taken by 

both BISP and Pakistan Post.  

 

7. Lesson Learnt/ Conclusion 
 

 In this case the missing MOs were delivered to the beneficiary the day after the complaint 

was lodged and the beneficiary was very pleased at the fact. Even though the issue was 

resolved no inquiry was made to determine where the lapse occurred and as a result no 

disciplinary action was taken to ensure the same issue does not come up again.  

 

8. Recommendations 
 

 It is essential that all payment complaints should be handled formally. An inquiry should be 

made in each payment complaint and cases should not be closed until the reason for the delay 

is uncovered. Individuals must be made responsible for ensuring these protocols are followed. 
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Payment Case Study Number: P-KPK-40 

Nature of Case: Non-Payment of four Money Orders for Rs.8,000  

Complainant/ Beneficiary: Raheelaa Bibi  

Wife of: Javed Iqbal 

Complainant, if not beneficiary herself: Javed Iqbal 
Address: Mohalla Thalla P/O Kot Najibullah Hari Pur 
CNIC Number: 13302-4167708-2 

PSC form number: 6470185 

Date Study Conducted 24
th
 December 2011 

 

1. Case Summary 
 

Raheelaa Bibi is a 36 years old illiterate lady who resides at Mohallah Thalla P/O Kot Najibullah 

in Haripur. 6 installments of Rs.2,000 each were generated in her name; four in February 2011, 

one in April 2011 and one in August 2011 but she only received 2 installments amounting to 

Rs.4,000 from the postman in the middle of October 2011. Her husband visited the Post Office 

Kot Najibullah on 13
th
 November 2011, but failed to get the remaining 4 installments amounting 

to Rs.8,000 that were generated in her name by BISP. 

  

On the same day he paid a visit to the BISP Tehsil Office Haripur and submitted a written 

application. BISP staff took quick action and coordinated the matter with the focal person 

appointed by the post office. The Assistant Director (A.D) BISP, Ms. Qurat-ul-Ain visited the 

concerned Post Office herself and quickly resolved the matter; the complainant received the 

remaining four installments from the Post Office within a week, and the case now stands closed.  

 

2. Beneficiary/complainant’s Profile/ Background information 
 

The beneficiary is a 36 years old house wife who has not received any formal education. She only 

performs domestic duties for her family such as cooking and washing. 

 

The beneficiary is living with her family of 6 members, including her three sons, one daughter 

and the couple themselves. Her two younger sons are attending the Government school, her 

daughter has been married recently and her elder son is working as a casual labourer. The family 

is living in a small rented 5 Marlas house, which consists of one large room, a kitchen, a 

bathroom and one small room in a corner of the house. 

 

The majority of residents of the village have been living there for many years and they own the 

houses they reside in; very few houses are rented. The locality is fortunate enough to have a 

drainage system to which the beneficiary’s home is linked. Additionally, drinking water is 

provided by the municipality. The streets of the village, although narrow, are paved. 

 

The beneficiary’s husband is a rickshaw driver who earns approximately Rs.300 each day he 

works. The only other source of income for the family is her elder son who works as a casual 

labourer earning daily wages when he can find work. 

 

3. Background of Relationship with BISP 
 

The beneficiary was not included in the BISP cash grant scheme under Phase I of the program and 

only became eligible in the second phase. Her Poverty Score Card Survey form was filled by a 

member of the survey team visiting her village sometime around the middle of 2010. At the time 

she was in possession of a valid CNIC and she was given an acknowledgement slip after the 
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survey. No intimation was received by the beneficiary from BISP to inform her of her eligibility 

for the cash grant. She came to know only after she sent her husband, the complainant, to a local 

net café to check her status online. 

 

The family was unaware about BISP and its workings but they were familiar with ‘Benazir 

money’ that they heard of from the other people in their locality. The family believed that the 

amount being distributed is Benazir money and the Government is giving it to the poorest of the 

poor.  

 

The family had used BISP cash grant to pay for their daughter’s marriage. In future they plan to 

use installments to improve the condition of their home.  

 

4. How Complaint/Grievance Emerged? 
 

The postman delivered 2 installments amounting to Rs.4,000 to the beneficiary whilst other 

beneficiaries in her locality had received 5 installments for the same period. This was a cause of 

alarm for the beneficiary and she decided to pursue the case.  

 

On 13
th
 November 2011, Raheelaa Bibi sent her husband to the local Post Office but he did not 

get any positive feedback or information regarding the payments. He then paid a visit to the BISP 

Tehsil Office Haripur where his wife’s Payment Detail was checked by the Assistant Complaints.  

 

The AC informed him that 6 installments amounting to Rs.12,000 had been generated of which 5 

installments were being shown as delivered. The complainant explained that his wife had received 

only 2 installments amounting to Rs.4,000. The AC then guided him about filing a complaint 

regarding non-payment of 4 money orders for Rs.8,000.  

 

5. Process of the Case 
 

The complaint was received by the Assistant Complaints of the BISP Tehsil Office Haripur on the 

13
th
 November 2011. He entered the complaint in his register, as well as in an Excel file as part of 

his monthly summary and then filed it. The complaint was addressed to the Assistant Director 

(A.D) BISP Tehsil Office Haripur who took quick action. Upon receiving the complaint, she 

immediately called the focal person appointed by the Post Office on telephone and informed him 

about the details of the complaint. 

 

On the same day, i.e. 13
th
 November the Assistant Director BISP Tehsil Office Haripur Ms. 

Qurat-ul-Ain visited the Post Office for resolving the matter. The excuse given to her by the 

postman at the said office was that he could not find the beneficiary’s address (conveniently 

forgetting that he had already delivered two money orders at her home). However, the beneficiary 

received the 4 installments amounting to Rs.8,000 (that were the subject of this complaint) from 

Post Office Kot Najibullah Haripur on the 15
th
 November 2011. The case thus stands resolved and 

the complainant received her unpaid money orders in less than a month. 

 

An important issue that was not highlighted due to this informal redressal of complaint was the 

position shown on her Payment Detail. The postman said that he couldn’t find her house and so 

couldn’t deliver the 4
th
 money orders. He wasn’t asked to explain that if these could not be paid 

till 13
th
 November then why were these being shown as “delivered” in April, June and September 

2011 in her Payment Detail? 
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6. Observation 
 

a. General Observation 

 

The process of informal redressal was adopted by the BISP Tehsil Office Haripur for 

resolution of the problem faced by the complainant and resulted in speedy resolution of the 

complaint.  

 

The matter was resolved in a short span of time. The postman pretended that he could not find 

the address of the complainant even though he had delivered 2 installments amounting to 

Rs.4,000 at the same address in the previous month. 

 

b. Observation at the beneficiary level 

 

As mentioned above, the family has no steady sources of income; the husband of the 

beneficiary supports the whole family by driving an auto rickshaw, which hardly meets the 

basic needs of the family.  

 

The family is living in a small rented house. The area’s residents are fortunate to have paved 

streets even though they are very narrow. The post office is located around 20 minutes 

walking distance from the complainant’s house.  

 

c. Observation at BISP/ Payment Agency level 

 

The complainant submitted a written application at BISP Tehsil Office Haripur to the 

Assistant Complaints who duly filed the application in the complaint file and entered it into 

the complaints register. The prescribed computerized complaint redressal system or BISP 

CMS has not been activated till now. 

 

The Assistant Director BISP Tehsil Office Haripur coordinated with the focal person in 

Pakistan Post on telephone as well as through a visit. Although this is not the standard 

procedure for complaint redressal, it was in the complainant’s best interests as the matter was 

resolved on the very same day.  

 

During our visit to Pakistan Post on 11
th
 January 2012 it was pointed out by the postal staff 

that no record of this complaint was available with them because it was not forwarded 

officially to Pakistan Post by BISP. The Senior Post Master GPO Haripur stated that no files 

are maintained for those cases which are received and addressed verbally.  

 

7. Lessons Learnt/ Conclusion 
 

 This complaint was not formally forwarded to Pakistan Post for redressal. In this case, after 

receiving the complaint the AD BISP Tehsil Office raised the matter with Pakistan Post over 

the phone and managed to resolve the complainant’s problem within just two days. Such 

informal redressal provides immediate relief to the beneficiary, but does not necessarily deal 

with the organizational problems highlighted by a complaint and its formal investigation.  

 An important issue that was not highlighted due to this informal redressal of complaint was 

the position shown on her Payment Detail. The postman wasn’t asked to explain that if these 

could not be paid till 13
th
 November then why were these being shown as “delivered” in 

April, June and September 2011(in her Payment Detail). 
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8. Recommendations 
 

 It is essential that intimation letters be delivered to all eligible beneficiaries to minimize 

confusion and the chance of embezzlement.  

 Complaints must be forwarded officially to Pakistan Post so that they can be investigated and 

appropriate action may be taken against the person responsible for misappropriation. 
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Payment Case Study Number: P-KPK-41 

Nature of Case: Non-payment of one MOs for Rs.2,000 by Post office 

Complainant/ Beneficiary: Maweeza  

Wife of: Abdul Man Shah 

Complainant, if not beneficiary herself: Abdul Man Shah 
Address: Jabu Jarma, Bannu Road Kohat 

CNIC Number: 21604-5632927-2 

PSC form number: 5120189 

Date Study Conducted 3
rd

 January 2012 

 

1. Summary of the case study 
 

Maweeza, wife of Abdul Man Shah, is a 26 years old uneducated house wife. She is a resident of 

Jabu Jarma, Kohat, and has been declared as a BISP beneficiary for cash grant after the PSC 

Survey. According to her complaint she did not receive any cash grant. 

 

Abdul Man Shah visited the BISP Tehsil Office Kohat sometime in early October 2011 (they did 

not recall the exact date and this was not noted down at the BISP office either) to enquire about 

his wife’s status. He was told by the Assistant Complaints that his wife has been declared as an 

eligible beneficiary and money order for one installment amounting to Rs.2,000 had been 

generated in her name on 12
th
 August 2011. 

 

After that, the complainant visited the postman and asked about his wife’s cash grant, the postman 

replied that no money order has yet been received in the name of Maweeza Bibi. The complainant 

again visited the BISP Tehsil Office Kohat and informed them about the answer given to him by 

the postman. Under the guidance of the BISP Official, the Complainant lodged the complaint 

about the non-payment by the post man sometime near the end of October 2011 at the BISP 

Tehsil Office Kohat. According to the Assistant Complaints, the complaint was forwarded for 

redressal to the DSPS Office, Pakistan Post, Kohat Cantt within a week after the complaint was 

lodged (but dates were not recorded at the BISP Tehsil Office Kohat). The case was, however, not 

found in the record of the DSPS Office Kohat as they said that no such case had been received at 

the Office.  

 

According to BISP, the complaint is still pending as an enquiry has not been conducted by 

Pakistan Post. On the other hand, Pakistan Post cannot conduct an enquiry because (according to 

them) the case was not forwarded to them for redressal. In the meantime the beneficiary/ 

complainant are still waiting for their unpaid money orders. Her Payment Detail now shows the 

delivery status as “Undelivered”. 

 

2. Beneficiary’s background information 
 

Maweeza, wife of Abdul Man Shah is 26 years old. She has not received any formal education. 

Maweeza is the mother of 5 children. Due to the conditions in her home in Orakzai Agency she 

and her family have taken refuge in her cousin’s house where they were when the PSC was held.  

 

Her husband is a laborer and earns roughly Rs.4,000 per month; they have no agricultural land to 

cultivate and supplement his income.  

 

Jabu Jarma is a small village located 2 kms away from the main road, no proper road leads to the 

complainant’s house. Village consists of 100 houses, a small market and a school and health 

facilities are at a 500 meter distance from her home. The household has no access to the clean 
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drinking water and there is no proper drainage system in the area. There is, however, a primary 

school and a BHU in the village. 

 

3. Beneficiary’s Relationship with BISP 
 

Maweeza and her family were unaware about the BISP program and had no idea about who is 

distributing the cash grant. She has been declared as beneficiary under the 2
nd

 phase of the 

program after the PSC survey. When the survey team visited her Mohallah for filling PSCs, she 

had her form filled and was issued an acknowledgment slip. 

 

Maweeza Bibi and her husband were aware about the redressal mechanism and the local BISP 

office which they came to know from TV advertisements. No acknowledgment was given to the 

beneficiary against the complaint lodged. 

 

She plans to spend the cash grant on the daily food and healthcare for her children. 

 

4. How did the complaint/grievance emerge? 
 

Maweeza has been declared as eligible by BISP and one installment was generated in her name in 

August 2011 but the postman told her in October 2011 that no money order has been received by 

the post office in her name. 

  

Maweeza’s Husband visited the BISP Tehsil Office Kohat to check his wife status and payment 

details where he was told that one installment of Rs.2,000 had been generated in August 2011 and 

the delivery status is blank. After that he visited the postman to collect the cash grant but the 

postman once again told him that no installment had been received. He once again visited the 

BISP office and told his story to the staff, after which they aided him in filing a complaint against 

the postman for non-payment. 

 

5. Processing of the case 
 

Abdul Man Shah, husband of the beneficiary, lodged the complaint upon the guidance of the 

Assistant Complaints BISP Tehsil Office Kohat, sometime in end October 2011. No dates are 

recorded by the Assistant Complaints in his register and therefore exact dates cannot be 

ascertained.  

 

The beneficiary’s 1
st
 MO of Rs.2,000 was generated on 12

th
 August 2011 and the beneficiary kept 

on waiting for the cash grant but when the complainant asked the postman in October 2011, the 

postman told him that he has not received any money order for Maweeza. The complainant did 

not follow the progress of the case after lodging the complaint and preferred to wait at home. 

 

After lodging the complaint, BISP Tehsil Office Kohat claims to have forwarded the case to the 

DSPS Office Kohat Cantt within the same week of launching the complaint. 

 

On 9
th
 January 2012, the DSPS’s office was visited but no record of the said case was found; 

postal staff claimed that they did not receive Maweeza’s case from the BISP Tehsil Office. Post 

Office did not pursue the case as it had not received the complaint while BISP did not request for 

any update or sent any reminder which may have brought this to light and the complaint may have 

been sent once again. Therefore, the case is still pending.  
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6. Observations 
 

a. General observations 

 

The family has migrated from Orakzai Agency and lives in a relative’s house as IDPs; they do 

not have their own house or agricultural land. 

 

b. Observations at beneficiary level 

 

Maweeza is 26 years old uneducated house wife living in Jabu Jarma Kohat as IDP in her 

cousin house with few facilities of life available to her such as health, education, and water 

and sanitation system. The case was not followed up to its conclusion by the beneficiary 

because the family is poor and has no resources to bear the cost of visits to the BISP Tehsil 

Office. 

 

c. Observations at BISP/partner organization 

 

It was observed at the BISP level that complaint receiving and forwarding dates were not 

available. BISP claims to have forwarded the case to Pakistan Post which denies receiving it. 

 

7. Lesson Learnt 
 

 At BISP level the complaint receiving and forwarding dates were not available. According to 

BISP, the complaint is still pending as an enquiry has not been conducted by Pakistan Post. 

On the other hand, Pakistan Post cannot conduct an enquiry because (according to them) the 

case was not forwarded to them for redressal. In the metime the beneficiary/ complainant are 

still waiting for their unpaid money order. Her Payment Detail now shows the delivery status 

of the disputed money order as “Undelivered”. 

 

8. Recommendations 
 

 A letter of intimation should be sent to the beneficiary, to inform her about the 

eligibility/discrepancy and the exact amount and expected dates on which she will receive the 

cash grant. 

 An alternative mode of payment may be adopted for the cash grant distribution to minimize 

delays and misappropriations. 

 An SMS alert system should be introduced that keeps on updating the beneficiary regarding 

their account status, complaint status, payment generation status, payment delivery status etc. 

 Payment Details of the beneficiary may be regularly updated to avoid un-necessary 

complaints. 
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Payment Case Study Number: P-KPK-42 

Nature of Case: Non-payment of 5 money orders for Rs.10,000 by 

Postman 

Complainant/ Beneficiary: Umar Zadgai 

Wife of: Abdul Raziq 

Complainant, if not beneficiary herself: Abdul Raziq (husband) 

Address: Village chamtali, khwazakhela swat 

CNIC Number: 15602-9505824-0 

PSC form number: 6667423 

Date Study Conducted 16
th 

December 2011 

 

1. Summary of the case study 
 

Umar Zadgai registered a complaint stating that she had not received BISP cash installments 

which were generated in her name. 6 installments, amounting to Rs.12,000, were generated in her 

name and out of these she received only Rs.2,000. She complained that her 5 installments amount 

to Rs.10,000 be delivered to her. 

 

She lodged her complaint with the BISP Tehsil Office Khwazakhela, Swat. The complaint 

emerged when the postman delivered different amounts of cash grants to the beneficiaries of the 

village. She and her husband visited the BISP Tehsil Office to get information about her grants.  

 

The Assistant Complaints checked her Payment Detail which showed that 6 MO of Rs.2,000 each 

were generated and shown as delivered, of which she only received one MO of Rs.2,000. The 

Assistant Complaints guided them to lodge a complaint against non-payment of 5 money orders 

for Rs.10,000.  

 

The case was marked to the Office of the DS Postal Services office for further enquiry. The DSPS 

Bathkhela marked the case for joint enquiry, to have representation of BISP as well, but no 

inquiry was conducted and the case remains pending till end April 2012.  

 

2. Beneficiary/complainant’s profile/background information 
 

Umar Zadgai wife of Abdul Raziq is a resident of village Chamtali, Khwazakhela, Swat. She is a 

47 years old housewife. She is uneducated and is living with her husband and six children. Two of 

her children are attending a government school. 

 

They live in a small house which is situated on an eight Marla plot. The house is Katcha and 

comprises of only two rooms. There is no kitchen and bathroom in the house and they fetch 

drinking water from a nearby stream. The house is located in a hilly area and is surrounded by 

cultivated green fields. The pathway leading to her house is Katcha and very narrow. 

 

Her husband is a carpenter by profession. He works in the village and is a hard working 

individual. He works for 12 hours a day and his monthly income is around Rs.6,000. The family 

does not own any agricultural land or any other property except their small house. 

 

Her village is located in a remote part of Swat; one hour drive is required to reach the village from 

the main road. There is no drainage and sanitation system in the village. The area is far away from 

the main town and because of that people are facing problems in accessing the basic facilities like 

health, education, clean water, etc. 
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3. Beneficiary’s relationship with BISP 
 

The beneficiary was not selected as a beneficiary under the parliamentarian’s programme. A team 

of surveyors visited her village, about a year ago, to conduct the PSC survey. The survey team 

visited her house and her form was filled at her door step. After the interview an acknowledgment 

slip was given to Umar Zadgai for future reference. Umar Zadgai was declared as BISP eligible 

beneficiary after the PSC survey but she did not receive an intimation letter. 

 

Umar Zadgai and her husband did not know about BISP or about who manages the program. She 

thinks herself as a BISP beneficiary by default as she is very poor and the only thing she knows 

about the criteria is that it is for the poor. The family was also unaware about the complaint 

redressal mechanism for the program.  

 

She utilizes the cash grant by purchasing food and daily essentials for her family. 

 

4. How did the complaint/grievance emerge? 
 

The complaint emerged when the postman paid different amounts of cash grants to the 

beneficiaries in her village. They became suspicious of the practice of uneven distribution of the 

grants money. In order to clear their doubt Umar Zadgai and her husband visited, sometime in 

October 2011, the BISP Tehsil Office Khwazakhela. When they asked for information about the 

exact amount of cash grants generated in her name they learnt that most of her grant had been 

misappropriated. 5 installments amounting to Rs.10,000 were generated in her name on 25
th
 April 

2011 and a 6
th
 installment amounting to Rs.2,000 was generated on 12

th
 August 2011. Out of 

these 6 installments the beneficiary received only Rs.2,000 in October 2011, most probably the 6
th
 

money order generated in August. The 1
st
 5 money orders which were generated in April 2011 

were not delivered to her although the Payment Detail shows them as delivered to her in August 

2011. The Tehsil Office staff guided them with regard to filing an application for non-payment. 

 

5. Processing of the case 
 

The case was filed at BISP Tehsil Office Khwazakhela, Swat but exact dates of lodging the 

complaint and forwarding it to Pakistan Post were not available in the records of the BISP Tehsil 

Office Khwazakhela.  

 

As the family is poor and lives far from BISP Tehsil Office Khwazakhela, the beneficiary was 

unable to afford travel expenses to repeatedly visit the BISP office for follow up of her complaint.  

 

It takes an hour’s drive to reach the nearest BISP office from her village. 

 

BISP Tehsil Office sent the complaint to BISP Divisional Office Saidu Sharif and DSPS Pakistan 

Post at Bathkhela for redressal by mail but dates on which it was sent for redressal were not 

available. 

 

The DSPS Bathkhela, Mr. Ghulam Qadir, stated that the complaint was received on the 28
th
 

October 2011 and was sent, for the purposes of a joint enquiry, to Khwazakhela and Saidu Sharif 

post offices in coordination with BISP. The inquiry had not been timely conducted therefore the 

DSPS’s Office sent two reminders. The complaint has not been addressed till now as the Joint 

Enquiry has not been conducted. The non-availability of staff of BISP and Pakistan Post at the 

same time appears to have now become an excuse for not conducting the enquiry. 
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6. Observations 
 

a. General observations  

 

The prescribed BISP complaints process is based on electronic filling/redressal of complaints 

while the complaints management system is yet to be made operational. Improper 

maintenance of the record, such as not recording date, makes it difficult for the BISP Tehsil 

Office to prepare the summary of complaints for submission to higher offices or to accurately 

track progress. 

 

b. Observations at the beneficiary level 

 

The beneficiary was included in the beneficiaries list after the PSC Survey. She was unaware 

about the complaint redressal mechanism and was helped by BISP Tehsil Office in lodging 

the complaint.  

 

She was satisfied with behavior of the BISP tehsil staff while unsatisfied with the progress of 

her complaint as it has not been addressed till now. 

 

c. Observations at BISP/partner agency 

 

When a payment complaint is received at BISP Tehsil office Khwazakhela, Swat, it is filed 

with other complaints in a file but in most cases dates of receiving of complaints are not 

recorded. After that complaint is sent to Pakistan Post for redressal. 

 

BISP sent the complaint to the Office of the DSPS Pakistan Post Bathkhela for an inquiry to 

be initiated, but no inquiry was conducted till date against this complaint. A reminder was 

also sent by the DSPS office to the ASPS and post office Khwazakhela for them to conduct an 

inquiry into the matter but no action was taken to address the complaint. Till end April 2012 

the beneficiary had not received the MOs for which the complaint was lodged. 

  

7. Lesson learnt/conclusion 
 

 The complainant did not receive a letter of eligibility which might have alerted her to ask the 

postman for her installments. As a result, according to her complaint the first five money 

orders generated on a single date were misappropriated.  

 The complainant submitted her complaint to BISP Tehsil Office Khwazakhela, Swat. From 

there it was forwarded to the relevant office of Pakistan Post for enquiry. The DSPS marked it 

for joint enquiry by Pakistan Post and BISP. During this period BISP sent reminders for 

speeding up the redressal process. The joint enquiry has not been conducted till now and the 

complainant is still awaiting the outcome of her complaint. 

 

8. Recommendations 
 

 A letter of intimation should be sent to eligible beneficiaries along with the expected dates of 

generation of money orders and when can she expect to receive these. 

 It is important to create awareness among the beneficiaries about how and where to file a 

complaint. 

 Reminders should be sent by BISP in case of delay in addressing a complaint. In case of 

inordinate delay, relevant BISP Divisional Office should inform a higher level of Pakistan 

Post.  
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Payment Case Study Number: P-KPK-43 

Nature of Case: Non-Payment of Rs.2,000 by the postman  

Complainant/ Beneficiary: Sayasat Bibi 

Wife of: Mohammad Ameen 

Complainant, if not beneficiary herself: Mohammad Ameen (husband) 
Address: Rang Mohallah, Swat  

CNIC Number: 15602-5837600-2 

PSC form number: 4504245 

Date Study Conducted 13
rd 

December 2011 

 

1. Summary of the case study 
 

Sayasat Bibi lives in Rang Mohallah of Mingora City, Swat, KPK. She and her husband are 

elderly and rely on their eldest son to care for them.  

 

She complained about non-payment of her 5
th
 installment of Rs.2,000 which was generated in 

April and shown as delivered to her in August 2011. Her husband registered the case at the BISP 

Tehsil Office Mingora which was, according to Tehsil Office staff, duly forwarded to the payment 

agency to conduct an inquiry into the matter. 

 

The complaint was forwarded by the Deputy Superintendent Postal Services to his Assistant 

Superintendent Postal Services. Upon checking at the ASPS’s office, Sayasat Bibi’s case was not 

found. As such, the case remains pending till our last visit to Saidu General Post Office, in 

January 2012. 

 

2. Beneficiary/ complainant’s background information 
 

Sayasat Bibi wife of Mohammad Ameen is sixty years old; both husband and wife are uneducated 

and unskilled. They are living with their eleven children in a small 3 Marla pacca house 

comprising of three rooms, a small kitchen and a bath room. The family fetches water from the 

local municipal committee tap. Sayasat Bibi and her husband are both elderly; being over 60 years 

of age. Due to his ailments associated with age, her husband cannot work and the only earning 

member of the family is her son who works as a salesman in a shoe shop. 

 

Rang Mohallah is densely populated and lies 5 kms away from the main market of Mingora city. 

The street leading to the beneficiary’s house is properly bricked but without a drainage line and 

sanitation system. 

 

3. Beneficiary’s Relationship with BISP 
 

She told the case team that ‘a few months ago’ a team of BISP surveyors filled a PSC form and an 

acknowledgment receipt was given to her. She had a valid CNIC at the time of survey which was 

recorded in her form. No letter from BISP about her eligibility or discrepancy was received by the 

beneficiary.  

 

Sayasat Bibi and her family are aware about BISP program; they think it is Pakistan Peoples’ 

Party money which is being distributed among the poor. They know that the program is for the 

poor and they consider this to be the only criteria for eligibility. They have been spending the cash 

grant received from BISP on daily food items and medicine. 
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Sayasat Bibi and her husband were aware of the complaint redressal mechanism of BISP as they 

had learnt of it from one of their friends. She was satisfied with the behavior of the BISP Tehsil 

Office staff, but she was worried as her complaint has not been addressed till now, though several 

months have lapsed. 

 

4. How did the complainant/ grievance emerge? 
 

When she did not receive subsequent MOs after receiving the first 4 MOs of Rs.2,000 each, her 

husband checked her payment details at a local net café. Here he came to know that the 5
th
 MO of 

Rs.2,000 was also generated and shown as delivered but she had actually not received it. 

 

He then visited the BISP Tehsil Office Mingora on 21
st
 October 2011 which is on the premises of 

the BISP Divisional Office. The Assistant Complaints checked their payment details and told 

them that 5 MOs have been generated and shown as delivered. The beneficiary had only received 

4 MOs which were generated in February 2011 but the fifth one which was shown delivered in 

Aug 2011 was actually not received by them. The Assistant Complaints suggested he lodge a 

complaint against non-payment of the misappropriated MO. The complaint was lodged on the 

same day. 

 

5. Processing of the case 
 

After making note of the complaint in its records, BISP Tehsil Office Mingora forwarded the 

complaint to the DSPS Batkhela on 22
nd

 October 2011 for redressal. A copy of Sayasat Bibi’s 

CNIC and a copy of the application were also sent as supporting documents. Feedback was sent to 

the beneficiary by BISP Tehsil Office Mingora on the same date i.e. 22
nd

 October 2011, informing 

that her case has been forwarded.  

 

The DSPS Batkhela said that the case had been received by the DSPS’s office and further marked 

for inquiry to Saidu Sharif Post Office. The trail breaks here as the ASPS at Saidu Sharif Post 

Office said that no such case had been forwarded in the name of Sayasat Bibi. The case is still 

pending and an inquiry has not been conducted. 

 

6. Observations  
 

a. General observations 

 

The beneficiary was unable to follow up her complaint because it costs Rs.300 per visit; a 

cost that her meager resource cannot bear.  

 

b. Observations at Beneficiary level  

 

The beneficiary was very dissatisfied with the result of the complaint because it has not been 

resolved although more than three months have passed since the complaint was filed. 

 

c. Observations at BISP/Partner Agency 

 

BISP Tehsil Office recorded the complaint and sent it to Pakistan Post for enquiry but it 

appears that no reminders were sent to speed up the processing of the case. The Tehsil Office 

did not send a copy to the controlling BISP Divisional Office so that it may have pursued the 

case or sent reminders in case of inordinate delays. 
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DSPS Pakistan Post received the complaint from BISP and sent it to the relevant ASPS for 

enquiry but an inquiry has not been conducted as according to the ASPS he has not received 

the said complaint. Reminders sent by DSPS Office may have helped in clearing this issue 

and a copy could have been sent to the ASPS in case it was not received by him earlier. 

 

7. Lesson learnt/conclusion  
 

 No reminders were sent by BISP Tehsil Office for speeding up the case. The Tehsil Office did 

not send a copy to the controlling BISP Divisional Office otherwise it may have pursued the 

case or sent reminders in case of inordinate delays. 

 DSPS Pakistan Post received the complaint from BISP and sent it to the relevant ASPS for 

enquiry but an enquiry has not been conducted as according to the ASPS he had not received 

any such complaint for enquiry. Reminders sent by DSPS Office may have helped in clearing 

this issue and a copy could have been sent to the ASPS in case it was not received by him 

earlier. 

 

8. Recommendations  
 

 Reminders sent by BISP Tehsil Office to Pakistan Post will speed up the complaint redressal 

process. In case of inordinate delays, BISP Divisional or Provincial/Regional Offices should 

intimate higher offices of Pakistan Post. 
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Payment Case Study Number: P-KPK-44 

Nature of Case: 
Non-payment of one  money orders of Rs.2,000by the 

postman 

Complainant/ Beneficiary: Rashida Begum 

Wife of: Qayuum Khan 

Complainant, if not beneficiary herself: Amir Nawab 

Address: 
Mohallah Dara Koruna, Near Govt High School for 

Girls, District and Tehsil Charsadda, KPK 

CNIC Number: 17101-5939704-2 

PSC form number: 6769467 

Date Study Conducted 13
th 

December 2011 

 

1. Summary of the Case Study: 
 

Rashida Begum was declared as an eligible beneficiary in April 2011 after the survey was 

conducted in Charsadda. She has received 5 installments totaling Rs.10,000 but did not receive 

the sixth installment MO# S3041108171007048which was shown as delivered to her on 4
th
 

October 2011. They found this when they checked with BISP Tehsil Office Charsadda on 15
th 

November 2011.  

 

At the time of lodging the complaint on 16
th
 November 2011 against the misappropriated MO 

another MO#S3041112171009049hadalso been generated by BISP on 28
th

 October 2011.The 

complainant also requested the Assistant Complaints to expedite the delivery of the generated MO 

as well. Neither the beneficiary nor her husband knew about the complaint registration 

mechanism therefore a family member helped her in checking her status as well lodging a 

complaint against the post man.  

 

When the postman received a call from BISP Tehsil office about the complaint then on the very 

next day he delivered the misappropriated MO#S3041108171007048 amounting to Rs.2,000. The 

case was closed without being forwarded to the Post Office for enquiry. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Rashida Begum is a 30 years old house wife who has not received any formal education. She 

spends the better part of her time looking after her family of nine. She lives with her husband and 

7 kids in the outskirts of Charsadda, an area where mostly farmers dwells and work in the 

surrounding fields.  

 

The family lives in a kacha house built on a 12 Marla plot. A narrow street leads to her house 

which is situated in the middle of the small village. Her home consists of only two rooms but it 

has a separate kitchen and latrine. A small hand pump is installed over a well that is situated in 

one corner of the house; this is their only source of water. 

 

Her husband is enlisted in the Pakistan Army; he is posted in Waziristan where he is fighting 

insurgents and she worries a great deal about his safety. His pay is the family’s only source of 

income and it is insufficient for feeding such a large family. Her two sons are too young to work. 

As the security situation is very tense in Waziristan therefore the beneficiary and her kids always 

live in state of worry for the safety of their only income source. Rashida is in a state of depression 

and has continuous headaches. She also consulted a psychologist in CMH Peshawar, she feels 

good when using medicines regularly. 
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Mohalla Dara Koruna’s population is mostly farmers who earn their living cultivating the 

surrounding lands. The Mohalla is not a congested one and all the houses are at some distance 

from each other. Most of the homes in the village are katcha like the beneficiary’s but a few that 

belong to landowning families are pucca. 

 

3. Beneficiary’s Relationship with BISP: 
 

Rashida Begum was not a beneficiary under the Parliamentarian’s phase of the program. In end 

2010 a Poverty Score Card survey team visited her home to fill out her PSC form. She showed 

them her valid CNIC and allowed them to survey her household. She was given an 

acknowledgement slip after the survey. Rashida Begum did not receive any letter of intimation 

from BISP and was hence not aware about her status. She learnt she was eligible when she started 

receiving installments of her cash grant.  

 

She sent her husband’s brother Mr. Amir Nawab to the BISP Tehsil Office Charsadda with the 

survey acknowledgement slip and the original CNICs of Rashida and her husband. He learnt from 

staff at the office that she had been declared eligible and her Payment Detail was conveyed to 

him. 

 

The family had used the cash grant installments that they received to prepare for Eid. They bought 

new clothes and bought shares in sacrificial animals. 

 

4. How did the complaint/grievance emerge? 
 

Rashida Begum was declared eligible in April 2011 and received 5 installments amounting to a 

total of Rs.10,000 in July. After August 2011 she did not receive any further MOs although other 

beneficiaries in the locality continued to receive payments. She grew alarmed and sent her 

brother-in-law to the BISP Tehsil Office Charsadda once more.  

 

On 15
th
 November Mr. Amir Nawab went to BISP Tehsil Office Charsadda where he was 

informed by the Assistant Complaints that the 2 money orders of Rs.2,000 each had been 

generated on 12
th
 August 2011 and 28

th
 October 2011 (i.e. installment numbers 6 and 7). 

However, only the first was shown as delivered on 4
th
 October 2011 and thus he was advised to 

lodge complaint for the misappropriated MO which was shown delivered on 4
th
 October 2011 

(installment 6
th
). The complainant also requested help in expediting the process of delivery of the 

next generated installment as well (installment 7
th
).  

 

The Assistant Complaints briefed him regarding the complaint redressal system and Mr. Amir 

Nawab returned to convey the information he had obtained from the office to Rashida Begum. He 

returned the following day to register a complaint at the Tehsil Office Charsadda.  

 

5. Processing of the Case: 
 

The complaint was lodged at BISP Tehsil Office Charsadda on 16
th
 November under the guidance 

of Assistant Complaints against embezzlement by the postman. The Assistant Complaints 

suggested to lodges the complaint for the misappropriated 6
th
 money order. Then the complainant 

requested to help expedite the process of delivery of the 7
th
 MO which was generated on 4

th
 Oct 

2011. On the day the complaint was lodged, the Assistant Complaints made a phone call to the 

postman and informed him about the complaint of Rashida Begum. The post man delivered all the 

pending money to her. The complainant informed BISP office that their issue has been resolved 

and no further action was taken nor the case forwarded to Pakistan Post for enquiry and the case 

was closed. 
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6. Observations: 
 

a. General Observations: 

 

The complaint was addressed informally by the Assistant Complaints informing the postman 

about the complaint and threatening to forward the complaint to Pakistan Post for 

investigation. The postman immediately contacted the beneficiary and repaid the 

misappropriated amount. 

 

b. Observations at the beneficiary level 

 

The complainant is satisfied because her complaint was addressed in less than a week after 

filing. 

 

c. Observations at BISP/Partner agency level 

 

The case was resolved quickly as the money was recovered from the post man but most things 

were done informally and on telephone. Both the BISP official and the beneficiary were 

concerned with the embezzled amount rather than formal procedure or an enquiry. The BISP 

official try to solve the case by utilizing informal means, as for instance Jirga and personal 

dialogue rather official enquiries. 

 

7. Lessons learnt/Conclusion 
 

 The case was resolved quickly as the money was recovered from the post man. The complaint 

was addressed informally and the complaint was not forwarded formally to Pakistan Post for 

investigation. The postman was contacted on telephone and was threatened to return her 

money or the case will be forwarded for investigation. 

 

8. Recommendations 
 

 All payment cases should be formally forwarded to Pakistan Post for proper enquiry and 

informal means of solving cases should be discouraged. 

 Alternative payment mechanism such as smart cards or debit cards should be introduced to 

decrease reliance and burden on Pakistan Post. 

 An SMS system should be created and the beneficiaries should be updated through mobile 

messages when their payments are generated. 
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Payment Case Study Number: P-KPK-45 

Nature of Case: 
Non-Payment of one instalment of Rs.2,000 by the 

postman 

Complainant/ Beneficiary: Saltanat Bibi 

Wife of: Saeed Alam 

Complainant, if not beneficiary herself: Saeed Alam 

Address: Mohallah New Colony Sardheri, Charsadda 

CNIC Number: 17101-0251558-0 

PSC form number: 4729724 

Date Study Conducted 28
th 

December 2011 

 

1. Summary of the Case Study: 
 

Upon contacting BISP Tehsil Office Charsadda, Saltanat Bibi’s husband found that she has been 

declared an eligible beneficiary. He was surprised to know that a money orders for Rs.2,000 was 

generated on 12
th
 August 2011 and shown as delivered on 4

th
 October 2011 in her Payments 

Detail. Actually they had not received any amount till that time. So they lodged a complaint with 

BISP Tehsil Office Charsadda, sometime in November 2011 (the beneficiary did not recall the 

exact date nor was the date of filing available with BISP Tehsil Office).  

 

The Tehsil office Charsadda did not forward a written complaint to Pakistan Post. The Assistant 

Complaint communicated with the postmaster of Post Office Sardheri verbally; this is the 

prevalent mode of communication used by the BISP Tehsil Office Charsadda. The AC 

immediately asked the postman to return the embezzled amount of Rs.2,000. The AC assured the 

beneficiary that the embezzled amount will be delivered by the post man Mr. Sattar, but it has not 

happened till end February 2012. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Forty six years old Saltanat Bibi is a resident of New Colony, Sardheri, Charsadda having 10 

children (8 sons and 2 daughters) and 11 grandchildren who all dwell in a katcha house. The 

family of 21 (her two daughters are now married) lives in a congested house where only four 

small rooms are available besides having no washroom or toilet. 

 

Her grand children attend the Government Primary School. Her sons are working on daily wages 

and two of her grandsons who are in 5
th
 class also help them after school. One of her daughters-

in-law teaches Quran to children from surrounding muhallahs. Therefore the family holds a 

respectable place in the region. 

 

She dwells in a katcha house, having 4 small rooms, but no kitchen and toilet (males use the 

surrounding fields and females use a covered corner of the house for open defecation—Dheran). 

There is no proper sanitation and drainage system within the house or even in the village. When it 

rains, water remains stagnant for days and people have difficulty travelling. Moreover, their 

katcha houses remain in danger in the presence of rain water. Most inhabitants of the village are 

farmers working in the nearby fields and cultivate wheat, maize and sugarcane. 

 

3. Beneficiary’s Relationship with BISP: 
 

She was not a beneficiary of BISP Phase-I where the beneficiaries were identified by the 

parliamentarians. The beneficiary got surveyed during the PSC survey. A team of enumerators 
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visited her house and filled the PSC survey form for her family; they gave an acknowledgement 

slip as proof that the survey has been conducted. 

 

She did not receive any eligibility letter from BISP though she had been declared as an eligible 

beneficiary. By the time of lodging the complaint she had not received any amount, though one 

installment of Rs.2,000 was shown as delivered on 4
th
 October 2011, while the second one had 

just been generated on 28
th
 October 2011. 

 

After the complaint was lodged, a copy of the complaint was not forwarded to Pakistan Post for 

investigation. Rather, the Assistant Complaints at the BISP Tehsil Office communicated with the 

Post Master at Post Office Sardheri verbally. BISP Tehsil office assumed that the case had been 

resolved after the Post Man Mr. Sattar was asked to return the embezzled amount to the 

beneficiary. However, as reported by the beneficiary, the issue has not been resolved as she has 

still not received her misappropriated cash grant. 

 

4. How did the complaint/grievance emerge? 
 

The post man did not deliver one installment of Rs.2,000 which was shown as delivered. The 

complainant learnt of this when he made enquiries from the BISP Tehsil Office Charsadda. The 

postman did not deliver the installment of Rs.2,000 of August which was shown as delivered in 

October. After learning of this, they lodged a complaint sometime in November 2011; the 

beneficiary could not recall the exact date nor was this available in the Tehsil Office records.  

 

5. Processing of the Case: 
 

The complaint was filed sometime in November 2011 at the BISP Tehsil Office Charsadda by her 

husband. The application/complaint were recorded in an excel sheet and the original was kept in a 

separate file, along with copies of CNICs of the complainant and beneficiary. The complaint was 

not formally forwarded to Pakistan Post to initiate an enquiry into the matter. The Assistant 

Complaints communicated with the postmaster of Post Office Sardheri verbally; this is the 

prevalent mode of communication used at the BISP Tehsil Office Charsadda. The Assistant 

Complaints contacted the concerned Post Office via telephone and asked the post master of 

Sardheri Post Office to ask postman Mr. Sattar to pay the misappropriated amount. 

 

The postman was asked to return the amount as soon as possible and the AC assured the 

complainant that the postman will deliver the embezzled amount at his door step. The Assistant 

Complaints thus considered the issue to stand resolved and assumed that the postman had 

delivered the amount after the call but Saltanat Bibi was still complaining that she had not 

received the amount although many months have passed. The complainant did not go back to 

BISP Tehsil Office Charsadda because they were assured that the postman will himself visit their 

house and pay back the money. 

 

6. Observations: 
 

a. General Observations: 

 

Whilst the payment related cases are resolved by BISP Tehsil Office utilizing personal 

resources (linkages and contacts) which is a comparatively speedy process as compared to 

that followed for formal redressal of the cases, however, a few cases remain unresolved.  
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b. Observations at the beneficiary level 

 

The beneficiary is not satisfied with the complaint resolution process as they were not 

informed about the progress of the case and their complaint has not been resolved. 

 

c. Observations at BISP/Partner agency level 

 

BISP office is not located at a visible place and is surrounded by houses. Complaints are 

recorded in an excel sheet, and only CNICs are collected from such complainants while 

payment cases are kept in a file, for record. A standard format is available for registering 

complaints and is filled by the assistant complaints.  

 

7. Lessons learnt/Conclusion 
 

 BISP officials think that by lodging a proper inquiry against the post office they might annoy 

or make post office staff their enemy, they therefore prefer to use personal and informal 

contacts to resolve cases. However, in some cases like this one, this informal mode of 

complaint resolution does not bear fruit and the complainant is still waiting for her 

misappropriated money order.  

 

8. Recommendations 
 

 Payment complaints must always be forwarded formally to Pakistan Post so that they can be 

addressed through appropriate investigation and if proved, the accused postman be penalized 

for misappropriating the money orders. 
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Payment Case Study Number: P-KPK-46 

Nature of Case: Non Payment of one installment of Rs.2,000  

Complainant/ Beneficiary: Rokha Bibi 

Wife of: Muhammad Jan 

Complainant, if not beneficiary herself: Raoof (cousin) 
Address: Samsogulona, Sardheri, Charsadda, KPK, Pakistan 

CNIC Number: 21103-9360477-4 

PSC form number: 4728223 

Date Study Conducted 19
th 

December 2011 

 

1. Summary of the Case Study 

 

This non-payment complaint was pursued efficiently and effectively by an Assistant Complaints 

for BISP. Rokha Bibi complained about not receiving a money order of Rs.2,000 generated on 

12
th
 August 2011. The postman Mr. Sattar of Sardairo Post Office had told the beneficiary that 

she was not at home the day he had come to deliver her installment and did not appear to be 

willing to return with it. The AC of the BISP Tehsil Office Charsadda followed up the beneficiary 

Rokha Bibi’s complaint of non-payment by calling the postman and urging him to deliver the 

outstanding MO. The Assistant Complaints phone call was sufficient motivation for the postman 

to return the MO to the beneficiary just three days after the complaint had been filed.  

 

2. Beneficiary/Complainant’s Profile/Background information 
 

Rokha Bibi was born on New Year’s Day 1958 in Charsadda District to a very poor family of pot 

makers. Her family was very poor and unable to send her to school. At the age of 17 she was 

married to Muhammad Jan a daily wage laborer. At the time he husband was 26 and working in 

the fields as a farm worker. Her husband, being as unskilled labourer was always hard pressed to 

make both ends meet and Rokha Bibi spent her lifetime in poverty ever struggling to improve her 

family’s living standard. 

 

Her village is situated on very fertile land and farmers in the area grow a variety of crops. 

Villagers supplement their incomes by rearing cattle and poultry, the milk and eggs are sold or 

used to feed their families. The beneficiary’s family does not own any land or livestock and their 

income comes from the daily wages that Rokha Bibi’s two sons earn. They are unfortunately not 

always able to find work and the family often has to go hungry because they do not have enough 

money for food. There are no paved streets in the village nor was there any form of drainage or 

sanitation. There are no toilets in any of the homes in the village. This was true of the 

beneficiary’s street and home as well. 

 

The family has only recently been able to expand their 3 Marla home to two rooms but with no 

provision for a kitchen or toilet. The two rooms accommodate eight individuals including the 

husband, wife and their six children. The two girls and four boys spend a good deal of their time 

looking after their elderly father Muhammad Jan who is often too weak to get out of bed. 

 

3. Beneficiary’s Relationship with BISP 
 

Rokha Bibi was not part of the BISP cash grant scheme under the Parliamentarian’s Phase of the 

programme. She was declared an eligible beneficiary after the Poverty Scorecard Survey was held 

in her village some eight months ago in May or June of 2011 and the PSC team filled her form on 

her doorstep. Rokha Bibi was in possession of a valid CNIC at the time. 
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Her BISP cash grant installments were generated from August2011 but she did not receive any 

intimation letter from BISP informing her of the fact that she has been selected as a beneficiary. 

 

Her son asked a friend about the program and the friend recommended that he visit the local BISP 

office to check his mother’s status. They visited the BISP Tehsil office to check her status and 

learnt that she has been declared an eligible beneficiary; and her first installment had been 

generated on 12
th 

August 2011. 

 

A new wave of hope ran through the family when they came to know about the cash grant. 

Knowing about cash grant generated in her name she felt that it was too good to be true; could 

there really be a scheme organized by the Government that was working for the salvation of those 

below the poverty line? She was aware that BISP was aiming to run a cash grant scheme but she 

had not been sure that it would be followed through with and that the money would actually 

trickle down to the needy.  

 

The whole family is unread and has no access to the media or even a telephone. This meant that 

advertisement and awareness campaigns about the program did not reach them. Their only 

knowledge about the scheme came from word of mouth. They had not known that the survey was 

aimed at targeting the poor nor did they have any knowledge of a complaint redressal mechanism. 

 

The cash grant has been used to supplement their budget for household expenses, primarily for 

buying foodstuffs such as vegetable, pulses, wheat and flour. It was not enough to cover all their 

needs but she was grateful nonetheless, she said, “though it is only a little bit of support it is 

indeed very helpful”  

 

4. How did the complaint/grievance emerge? 
 

The beneficiary had learnt from the BISP Tehsil Office that a payment of Rs.2,000 had been 

generated in her name and she waited for an MO that was not forthcoming. She once chanced to 

meet the postman who, when she enquired about her payment, told her that the beneficiary was 

not at home when he had come to deliver the MO.  

 

When he did not return with her money her cousin Raoof went to Charsadda Tehsil Office and 

filed a complaint against the postman on the 15
th
 November 2011, three months after the payment 

had been generated.  

 

The complaint was filed at BISP Tehsil Office in the prescribed format developed by BISP. It 

included a solemn declaration from the complainant and the application was also duly recorded in 

an excel sheet which was forwarded to the BISP Divisional Office. 

 

5. Processing of the Case 
 

The complaint was filed at BISP Tehsil Office Charsadda on the 15
th
 November 2011 and was 

followed up by the Assisstant Complaints who assured the complainant that the matter would be 

resolved very soon. The AC pursued the case himself, personally making a phone call to the 

postman. The postman reiterated to him his excuse for not making the delivery saying that “the 

beneficiary was not at home when he went to make the delivery, but he promised to give her the 

MO as soon as he could”. 

 

The complaint was not forwarded to any office of Pakistan Post for enquiry and solving it 

personally was considered appropriate by BISP Tehsil Office. Three days after the complaint was 
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registered the postman visited the beneficiary’s home and gave her the misappropriated money 

order of Rs.2,000. 

 

6. Observations: 
 

a. General Observations: 

 

Though the prescribed system for processing of cases involves the formation of a joint inquiry 

committee consisting of representatives of Pakistan Post and BISP, the Assistant Complaints 

has been effectively handling these by himself. He has been solving the complaints over the 

phone and has made use of his personal contacts to find practical solutions. Officials 

explained to us that such arrangements yield better results than formal inquiries following the 

standard operating procedures. 

 

b. Observations at the beneficiary level 

 

The beneficiary is satisfied with the treatment by BISP staff and very happy that her 

complaint has been redressed and she has received the money. 

 

c. Observations at BISP/Partner agency level 

 

The complaint was registered on 15
th 

November at BISP Tehsil Office Charsadda and was 

resolved on the 17
th
 For record keeping the complaint is kept in a file and copied as an excel 

sheet to the Divisional Office for its information. No official inquiry was initiated and the 

matter was resolved efficiently and effectively via verbal communication. The speedy 

resolution is commendable even if it departs from the prescribed procedure. 

 

7. Lessons learnt/Conclusion 
 

 Due to such informal redressal of complaints, the postman can escape any action against him. 

No inquiry is made and thus no investigation is made into his wrongdoing. Though the 

beneficiary is satisfied that her complaint has been addressed, but such informal redressal 

does not help in addressing the organizational problems. 

 

8. Recommendations 
 

 It is imperative that intimation letters be delivered to eligible and non-eligible women alike. 

This would minimize confusion and end the need for those who took the survey to make an 

effort just to check their status. This could be supplemented by a list of beneficiary displayed 

at BISP Tehsil Offices/Divisional Offices, in post offices and if possible in other public 

places. 

 After the release of a cash grant installment, BISP must put in place payment a monitoring 

system to ensure that beneficiaries have received their installments. 
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Payment Case Study Number: P-KPK-47 

Nature of Case: 
Non Payment of one MO  of Rs 2,000 

(S3061112121008779) 

Complainant/ Beneficiary: Dilshad Bibi,  

Widow of: Khadim Hussain 

Complainant, if not beneficiary herself: Zafar (brother of the beneficiary) 

Address: Village Budhani, Tehsil; Pahar Pur Distt; D.I.Khan 

CNIC Number: 12103-8893555-4 

PSC form number: 7153386 

Date Study Conducted 14
th
 March 2012 

 

1. Case Summary 
 

Dilshad Bibi, the widow of Khadim Hussain, lodged her complaint for nonpayment of one MO 

amounting to Rs.2,000 which was generated on 28
th
 October 2011 and shown as delivered on 25

th
 

January 2012.  Her brother checked her payment detail from a net cafe and upon learning of the 

status of her payments filed an application on 15
th
 February 2012for non-payment of one money 

order by the postman at the office of Divisional Superintendant Postal Services D.I.Khan. 

 

Upon receiving the complaint, the Divisional Superintendent Postal Services D.I.Khan marked it 

to the Assistant Superintendent Pakistan Post to conduct an enquiry into the said allegations. The 

concerned Post man delivered the MO amounting to Rs.2,000 to the beneficiary at her door step 

just two days before the inquiry proceedings that took place at the home of the beneficiary. 

 

The beneficiary and complainant, her brother, signed a written statement on a plain paper, in 

which they said that their grievance had been redressed and before the inquiry proceedings the 

embezzled amount of Rs.2,000 had been handed over to the beneficiary. They withdrew their 

complaint, thus, the inquiry did not proceed further and the issue stands resolved. 

 

2. Beneficiary/complainant’s Profile/ Background information 
 

The beneficiary Dilshad Bibi is a 29 years old widow having no education. She has three 

underage kids (two sons and one daughter) and the household consists of four persons including 

the beneficiary. The beneficiary lives in a five Marla katcha house, having one room, a bathroom 

and no kitchen. The family has their own hand pump for water in their court yard. No drainage 

system exists in the Mohallah. The children are enrolled at the Government school in the village. 

 

The family has no agricultural land and no other regular sources of income. Her husband died 

seven years ago. The beneficiary is the sole earner in the family; she works as a maid in the house 

of Faisal Karim Khan Kundi (Deputy Speaker National Assembly) located at a distance of one 

km. She works from morning to evening and in return she receives Rs.2,000 per month. 

 

The family is living in village Budhani 11 kms away from D.I.Khan city. The streets were kacha, 

though they were shingled. The road leading to the village was blacked topped. Most of the 

villagers are farmers and daily wagers. Primary Schools for boys and girls are both present. 

 

3. Background of Relationship with BISP 
 

Dilshad Bibi was working as a maid at Deputy Speaker’s house since before her husband had 

died. She was included in BISP for cash grant under the Parliamentarian’s phase. After the survey 
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for the second phase she was again declared as an eligible beneficiary for the cash grant. 

 

The survey team approached at her door step for filling out of her poverty score card at her door 

step around a year ago. Her PSC form was filled by one of the enumerators and he issued her its 

acknowledgement slip on the spot. 

 

The beneficiary did not know much regarding the details of BISP but she considered that it is a 

cash grant for poor families only. While she was unaware about the criteria for being an eligible 

beneficiary for cash grant but like many other of her locality, she considers BISP as a cash grant 

exclusively for poor and needy people. The only criterion known to her was that her family is a 

poor one and the cash grant is for the families like hers. 

 

The beneficiary is as an eligible beneficiary for cash grant amount but she did not receive any 

intimation letter from BISP. 

 

The amount received in phase one was used for daily food stuff and her children’s education, and 

will be used for her children’s education in the future. 

 

4. How Complaint/Grievance Emerged? 
 

Nonpayment of one MO No S3061112121008779 amounting to Rs.2000 which was generated in 

October 2011 and shown as delivered in January 2012,  was the beneficiary’s complaint. 

 

The complainant came to know of this when he checked Dilshad Bibi’s status at a net café and 

consulted the DSPS Office DI Khan. He lodged the complaint on 15
th
 February 2012 which was 

consequently marked to ASPS for recovery of the embezzled amount by conducting an enquiry, 

without any delay. 

 

5. Processing of the Case 
 

The beneficiary’s brother, Mr. Zafar visited the DSPS D.I.Khan, and submitted an application on 

15
th
 February 2012 along with a copy of her CNIC  against the non-payment of one MO 

(S3061112121008779) amounting to Rs.2,000 by the postman. 

 

The Complaint was entered into complaint register and a file prepared for it on 17
th
 February 

2012. 

 

Mr. Ghaus Ullah Jan, DSPS, D.I.Khan vide letter no. G-1/27 dated 17
th
 February 2012 marked the 

complaint to Mr. Muhammad Akber, ASPS for him to conduct an inquiry into the said 

allegations. 

 

The enquiry proceedings took place at the home of the beneficiary on 21
st
 February 2012; both the 

parties participated in the inquiry proceedings. Enquiry Officer Mr. Muhammad Akber submitted 

his Enquiry Report along with the duly signed written statement of the beneficiary to Mr. Ghaus 

Ullah Jan, DSPS D.I.Khan on 22
nd

 February 2012. The complainant stated therein that the 

beneficiary has received the said installment amounting to Rs.2,000 at her door step from the post 

man on 20
th

 February 2012, on the third day after she lodged the complaint and requested therein 

the closure of further proceedings into the allegations. Thus the issue stands resolved, and the 

enquiry process completed in a week, further proceedings of the case was closed. 

 

The Enquiry Officer, however, did not investigate why the money order was physically delivered 

after the complaint was filed. It was also not investigated why it was shown as delivered on 25
th
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January 2012 but actually paid to her on 20
th
 February 2012. 

 

6. Observations 
 

a. General Observation 

 

Under BISP Phase II, three installments amounting to Rs.2,000 each have been generated so 

far, vide MOs No. S306110812007898, S3061112121008779, S3061202121008769, on 12
th
 

August 28
th
 October and 27

th
 December 2011 respectively. The first installment was delivered 

on 26
th
 September 2011, and the second installment was actually delivered after filing the 

complaint on 20
th
 February 2012 (though her Payments Detail shows its delivery in January 

2012). 
 

Till date, under BISP Phase II, four installments have been generated but one installments of 

Rs.2,000 generated on 27
th
 Dec 2011 and another of Rs.3,000 generated on 28

th
 March 2012 

have still not been delivered to her. 
  

b. Observation at the beneficiary level 
 

The beneficiary is 29 years old widow whose husband died seven years ago. Since that time 

she has been working as a maid at Deputy Speaker’s (Faisal Karim Kundi) home and she is 

paid with a monthly remuneration of Rs.2,000. This is the only source of income for the entire 

family. 
 

As mentioned above, as a maid she have no spare time to follow her complaint, that is why, 

her brother Mr. Zafar initiated the complaint and followed it to its disposal.  
 

c.  Observation at BISP/ Payment Agency level 
 

On the complaint of the beneficiary, an immediate enquiry was conducted and its report was 

submitted just within a week and her grievance was redressed. The response of Pakistan Post 

was quick, speedy and appreciable, but the accused postman was not questioned that why he 

has shown the delivery on 25
th
 Jan 2012 though it was not delivered to her till 20

th
 February 

2012. Without raising this question, the enquiry appears to be a partial enquiry. 
 

7. Lesson Learnt/ Conclusion 
 

 In the instant complaint, the enquiry was completed within a week, however, the postman Mr 

Zulfaqar delivered the amount just two days before the enquiry proceeding taking place. The 

enquiry was completed without enquiring from the concerned postman why the money order 

had been shown as delivered to her on 25
th
 January when it was actually delivered about a 

month later (and that too after she had filed a complaint). 

 This complaint was filed with the DSPS Office and was properly addressed. However, BISP 

office was not informed about the instant complaint from receiving of the complaint at 

Pakistan Post up to the disposal of the complaint. 
 

8. Recommendations 
 

 For those complaints which are received directly by Pakistan Post, BISP should be informed 

about receipt of the complaint, and, the enquiry report should also be shared with BISP. 

 In order to ensure free and transparent enquiries, Joint Enquiry Committee comprising of 

representatives of BISP and Pakistan Post should be assigned the task of conducting such 

enquiries. 
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Payment Case Study Number: P-KPK-48 

Nature of Case: 
Non Payment of one MO of Rs.2,000 

(S3061112121010768) 

Complainant/ Beneficiary: Parveen Bibi,  

Wife of: Alam Sher 

Complainant, if not beneficiary herself:  

Address: Village Himat, Tehsil; & Distt; D.I.Khan 

CNIC Number: 12101-8022525-2 

PSC form number: 7110314 

Date Study Conducted 20
th
 March 2012 

 

1. Case Summary 
 

Parveen wife of Alam Sher lives in Village Himat, Tehsil; & Distt; D.I.Khan. Her complaint is 

with regard to the nonpayment of one MO amounting to Rs.2,000, which was generated on 28
th
 

October 2011. The beneficiary herself visited BISP Divisional Office D.I.Khan to check her 

‘Payment Details’ on 26
th
 December 2011, where she came to know that her MO # 

S3061112121010768 had been generated but had not been delivered to her. She therefore lodged 

a complaint on the same day. 

 

BISP Divisional Office D.I.Khan forwarded the same to the Divisional Superintendent Postal 

Services D.I.Khan on 26
th
 December 2011. The DSPS further marked the complaint to the 

Assistant Superintendent Postal Services for conducting an inquiry into the said allegations on 

30
th
 December 2011. After the marking of the case to ASPS, the beneficiary was verbally 

threatened by the concerned post man.  The inquiry proceeding were carried out at Post Office 

Himmat on 10
th
 January 2012, and an Enquiry Report was duly submitted to the DSPS D.I.Khan. 

 

The complainant gave a statement before the inquiry team and affixed her thumb impression 

saying that “I, Parveen, withdraw the complaint because I mistakenly complained to the BISP 

Divisional Office. At BISP office I wanted to register my complaint for non-payment of 

Rs.10,000, as someone told me that BISP distributes Rs.10,000 to each beneficiary. I confirm that 

MO # S3061108121009368 was already received by me in September 2011”. 

 

On the other hand the beneficiary told us that “the post office staff came and asked me to put my 

thumb impression on a paper as it was essential for conducting the inquiry and my problem shall 

soon be resolved”. Being illiterate she affixed her thumb impression, without knowing what was 

actually written on the paper. The beneficiary further added that she never complained for the MO 

# S3061108121009368 which she received in September 2011 but the complaint was for MO # 

S3061112121010768 which was generated in October 2011 which she had not received. 

 

During Enquiry, Pakistan Post shifted the focus to MO # S3061108121009368 generated in 

August 2011 (which she had already received) instead of MO # S3061112121010768, which had 

been misappropriated and was the subject of the beneficiary’s complaint. So though the enquiry 

has been conducted to complete the file, it was not regarding the money order complained against. 

The payment for MO # S3061112121010768 was actually made to the beneficiary on 27
th

 January 

2012, after she had filed this complaint. 

 

2. Beneficiary/complainant’s Profile/ Background information 
 

The beneficiary, Parveen Bibi is a 39 year old illiterate house wife. Her family consists of seven 

persons; the couple has three sons and two daughters. The family lives in a five marla house, 
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consisting of two katcha rooms, a bathroom but no kitchen. The family has a water hand pump in 

their court yard for drinking water. A drainage system is present in the mohallah. The children are 

enrolled at the Government school situated in their village. 

 

Parveen Bibi is a house wife and only performs her house hold duties. Her husband is working as 

a daily wager and he earns approximately Rs.200 per day. The family has no agricultural land and 

no other regular sources of income except what her husband earns. 

 

The family is living in the village Himmat which is 8 kms away from D.I.Khan city. The house of 

the beneficiary was located in the center of the village. The streets were very narrow; too narrow 

for a car to pass through, although they were paved. Most of the villagers are farmers and daily 

wagers like Parveen’s husband. Separate middle schools for both boys and girls are situated in 

their village. 

 

3. Background of Relationship with BISP 
 

The beneficiary was included in the BISP cash grant scheme under the Parliamentarian’s phase. 

Following the Poverty Score Card survey for the second phase, she was once again declared as an 

eligible beneficiary. The survey was conducted approximately ten months ago sometime in early 

2011. Her form was filled by a member of the survey team who issued her an acknowledgement 

slip. 

 

The beneficiary was familiar with BISP but she considers it to be the Pakistan People’s Party’s 

financial aid to poor families. Whilst she was unaware about the criteria for becoming an eligible 

beneficiary for the cash grant, like many other of her locality, she considers BISP to be for the 

poor and needy only. The only criterion known to her was that her family is a poor one and the 

cash grant is for the families like hers. The beneficiary had been declared as eligible but she did 

not receive an eligibility letter from BISP. 

 

The family was unaware of any complaint redressal mechanism but she learnt of it when she first 

visited the BISP Divisional Office D.I.Khan to make inquiries. 

 

The amount received so far has been used for purchasing daily food stuff and to pay off 

shopkeepers’ debts. In the future it will be used to pay for her children’s education. 

 

4. How Complaint/Grievance Emerged? 
 

The beneficiary visited the BISP Divisional Office, D.I.Khan to check her payment status. She 

found that MO No. S3061112121010768 amounting to Rs.2,000 had been generated by BISP on 

28
th
 October 2011, but had not been received by her so far. 

 

Three MOs of the second phase have been generated so far for the Score Card phase of the 

program, after shifting from the Parliamentarian Phase. The first MO no S3061108121009368 

was generated on 12
th
 August 2011, which had been delivered on 26

th
 September 2011. The 

second MO was generated on 28
th
 October 2011, but was not received by the beneficiary for 

which she lodged the complaint and the third one was generated on 27
th
 December after her 

complaint was registered. 

 

As she had not received MO No.S3061112121010768, she filed a complaint for nonpayment by 

the postman with the Divisional Office D.I.Khan on 26
th
 December 2011. 
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5. Processing of the Case 
 

The beneficiary visited the BISP Divisional Office D.I.Khan, and submitted a written application, 

along with a copy of her CNIC on 26
th
 December 2011, against the nonpayment of one MO 

amounting to Rs.2,000 by the post man. 

 

Assistant Complaints entered the complaint in the complaints register and prepared its file on the 

same date. The BISP Divisional Office D.I. Khan forwarded the complaint to the DSPS D.I. Khan 

Division on 26
th
 December 2011. On receiving the complaint, the DSPS D.I. Khan marked the 

complaint to the ASPS for conducting an inquiry into the said allegations on 30
th
 December 2011. 

 

The enquiry proceedings took place at Post Office Himmat on 10
th
 January 2012; both the parties 

participated in the inquiry process. The inquiry Officer Mr. Muhammad Akbar submitted his 

inquiry report along with the written statement of the beneficiary with the thumb impression 

affixed, to DSPS D.I.Khan Division on 19
th
 January 2012. The beneficiary stated therein that her 

complaint was not against the said MO, as it was received by her in September 2011, but she has 

lodged the complaint for release of Rs.10,000 as someone had told her that beneficiaries are 

receiving this amount from BISP. She withdrew her complaint and requested the closure of the 

inquiry against the postman. Mr. Saleem, the postman from Himmat Post Office also submitted a 

duly signed statement on a plain paper and stated therein that the MO (MO # 

S3061108121009368) was paid to the beneficiary in September 2011 for which BISP wrongly 

pursued a complaint. 

 

The Post Office shifted focus from the MO the beneficiary had complained about to one that she 

had already received. Thus according to the documents, the issue stands resolved, and the inquiry 

process was completed within two weeks. But actually, the beneficiary received the payment for 

MO # S3061112121010768, the MO she had actually complained about initially, on 27
th
 January 

2012 from Postman Saleem. 

 

6. Observations 

 
a. General Observation 

 

The beneficiary filed a complaint regarding nonpayment of one money order of Rs.2,000 

issued on 28
th
 October 2011. However, representative from the Post Office came and obtained 

a written statement from her stating that there was confusion on her part as she thought 

everyone was receiving Rs.10,000 from the program. 

 

The Post Office obtained her thumb impression on a statement confirming that she had 

received MO # S3061108121009368 generated in August 2011 (which she had already 

received) instead of MO # S3061112121010768, which was the actual subject of this 

complaint. 

 

b. Observation at the beneficiary level 

 

The complainant informed that after lodging the complaint, Pakistan Post officials came to 

her house and threatened her that she is female, otherwise she would be behind the bars. 

Before leaving the place, they told her that she should be careful and she should not repeat the 

same mistake in future; or else she would face severe consequences. 
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c. Observation at BISP/ Payment Agency level 

 

Pakistan Post took immediate action on the complaint of the beneficiary, initiated an enquiry 

and report was submitted within two weeks, and the enquiry was closed though all this was 

just limited to paper work. 

 

The actual story is different from that of the enquiry report and the written statement obtained 

from the beneficiary stated something different than what was told to the beneficiary when 

her thumb impression was requested by the inquiry team. The inquiry report and the enclosed 

written statement say that MO No. S3061108121009368, was paid to the beneficiary in 

September 2011. 

 

On the other hand the beneficiary informed us that her complaint was against MO. No 

S3061112121010768 which was generated on 28
th
 October 2011, but was not paid to her. 

After lodging the complaint the accused postman delivered the MO under question, i.e. MO # 

S3061112121010768, amounting to Rs.2,000 to the beneficiary. In response to the query of 

why she retracted her earlier statement and withdrew the complaint she replied that they 

handed over a paper for thumb impression and told her that they would solve her problem. 

She did not know that what has written on the paper as she is illiterate. 

 

Her next installment amounting to Rs.2,000 (MO No S3061202121011372) which was 

generated on 27
th
 December 2011, was not received by the beneficiary till 27

th
 March 2012. 

 

There is lack of coordination between BISP and Pakistan Post, as the complaint was initiated 

at BISP Divisional Office D.I.Khan, which was not informed about the result of the enquiry. 

 

7. Lesson Learnt/ Conclusion 
 

 In order to divert the attention from the MO that was misappropriated, the entire enquiry was 

conducted about another MO that she had actually received (which was not the subject of this 

complaint). The statement obtained from the beneficiary on a plain paper having her thumb 

impression was totally different from the actual facts that she shared with us. She complained 

about the non-delivery of MO S3061112121010768 generated on 28
th
 October 2011, but the 

enquiry was focused on MO S3061108121009368 generated on 12
th
 August 2011 (which she 

had actually received). 

 According to the beneficiary, she was threatened before the enquiry proceeding and warned 

of severe consequences, if she goes for lodging of a complaint again. 

 BISP Divisional Office (that forwarded this complaint to Pakistan Post for investigation) was 

not informed about result of the enquiry till now, and the case is still pending in BISP record.  

 

8. Recommendations 
 

 In order to eliminate the monopoly of Pakistan Post, other modes of payment should be 

introduced. 

 Communication between BISP and Pakistan Post should be improved. 

 In order to ensure free and transparent enquiries, joint enquiries committees should be 

established. The complainant will feel more confident in stating the real facts with the 

presence of a BISP representative on her side. 
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Payment Case Study Number: P-GB-01 

Nature of Case: Complaint of Non Payment of BISP instalments 

Complainant/ Beneficiary: Roqiya 

Wife of: Muhammad Ali 

Complainant, if not beneficiary herself: Muhammad Taha (Brother) 
Address: Brolmo Colony, Village Sundas Thang, Tehsil 

Skardu, District Skardu. 

CNIC Number: 71101-7263894-6 

PSC form number: 7361235 

Date Study Conducted 2
nd

 January 2012 

 

1. Case Summary 
 

Roqiya a 43 years old mother of 9 children lives in Skardu District of Baltistan Division in the 

north of Pakistan. Her complaint relates to the non-payment of four money orders to which she 

was entitled to during the Poverty Scorecard (PSC) Phase of BISP. The MOs in question were 

generated by BISP on the 28
th
 February 2011 and the system shows that the Postman attempted to 

deliver these on the 24
th
 May 2011. 

 

Her complaint for the missing payments was made on the 25
th
 June 2011 to the BISP Tehsil 

Office in Skardu. Upon receipt of the complaint from Roqiya, the Assistant Director of BISP 

Tehsil Office Skardu wrote a letter to the Divisional Superintendent, Postal Services, Baltistan, 

and Skardu Division inquiring about the non-payment of the 4 money orders for installment 1 to 

4. 

 

The reply from the DSPS dated 4
th
 July 2011 states that the 4 money orders in question were 

received and then returned to BISP as undelivered due to the wrong/improper address given by 

BISP. These MO were subsequently returned to the BISP Head Office in Islamabad as 

undelivered and need to be regenerated by BISP. 

 

Since then Roqiya has received 3 MOs dated 4
th
 July 2011, 26

th
 September 2011 and 18

th
 January 

2012 and it seems that the Postman is now able to identify the beneficiary even though the 

address for her has not been updated on the BISP website officially. 

 

2. Beneficiary/Complainant’s Profile/Background Information. 
 

The beneficiary Roqiya, wife of Muhammad Ali is 43 years old and resides in Brolmo Colony, 

Village Saundas Thang, Tehsil and District Skardu in Baltistan Division in the far north of 

Pakistan. The area is renowned for its majestic beauty and is a mecca for adventure tourists the 

world over. 

 

Roqiya has never had any formal education and spends her entire time looking after the needs of 

her large nuclear family of 9 children. Her husband, Muhammad Ali is the owner of a small 

canteen in Bhutto Bazar, Skardu and he can earn up to Rs.500 per day and in an average month he 

can take home more than Rs.15,000. 

 

The place where they live, Brolmo Colony, Sundas Thang is a new settlement that is comprised of 

war affected communities from the border area of Gultri and Shagma in Astore District. They live 

in a katcha house made of mud on a 10 Marlas plot which is comprised of 4 rooms which includes 

a kitchen and a bathroom. The settlement is located at a distance of about 3 kms from Skardu city 

and there is no proper road leading to the village. The village does not have the basic facilities 
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such as potable drinking water, gas or electricity. For water they extract from a nearby stream 

and, and, schools and health facilities can be found in Skardu City which takes 30 minutes to 

reach by foot. 

 

3. Beneficiary’s Relationship with BISP 
 

Roqiya was not a beneficiary during the 1
st
 phase of the BISP cash grant scheme. At the end of 

2011 the Poverty Score Card (PSC) survey was carried out in her Mohallah after which she 

qualified as a beneficiary due to her low PMT score. At the time of the survey Roqiya had a valid 

CNIC. The survey team gave her an acknowledgement receipt of the survey for future reference 

but she never received an eligibility letter from BISP declaring her as a beneficiary.  

 

When asked about her views of BISP she replied that BISP was a programme initiated by 

Pakistan People’s Party for helping poor families. She also divulged that she would utilize the 

cash grant for basic needs of the household and payment of school fees of her children. 

 

4. How did the complaint emerge? 
 

During the early part of 2011 when the local postman began delivering money orders to eligible 

beneficiaries in her locality, Roqiya became worried about her status in the BISP cash grant 

programme. In response to this she requested her brother, Muhammad Taha, who is a 

Government Servant, to check her status online. In the local internet café after accessing the BISP 

website he found that she was an eligible beneficiary, and was surprised that 4 money orders 

amounting to Rs.8,000 had been generated in her name but the status was showing as 

‘undelivered’. These 4 MO were generated on the 28
th
 February 2011 and the attempted delivery 

date was shown as 24
th
 May 2011 in her Payments Detail. 

 

After checking the status online and then discussing it with colleagues in his office he concluded 

that his sister’s ‘non-payment’ issue needed to be resolved by visiting the local BISP office. 

Thereafter he went to BISP Tehsil Office Skardu where the Assistant Director informed him 

about the complaint registration mechanism. He wrote a letter outlining the issue and addressed it 

to the ‘Incharge of BISP, Skardu’, this letter was stamped and numbered 30 on the 25
th
 June 2011 

by the Assistant Director, Skardu. 

 

5. Processing of the Case 
 

The beneficiary filed an application addressed to the Incharge (Assistant Director) of BISP Tehsil 

Office Skardu on 25
th
 June 2011. After two days the Assistant Director BISP Tehsil Office Skardu 

forwarded the complaint (No.BISP-TSKD-1(9)/2011/28), to the Divisional Superintendent Postal 

Services, Baltistan Division, Skardu and also sent a copy to (i) The Regional Director BISP GB, 

Gilgit; (ii) The Deputy Director BISP Baltistan Division; and, (iii) the applicant, Roqiya. 

 

In the letter the AD included information regarding the MOs which had been generated but not 

delivered and requested that the Post Office conduct an investigation. Upon the receipt of this 

complaint by the DSPS Baltistan Division, it was sent to BISP counter in GPO Skardu for 

investigation. 

 

Upon completion of the investigation the DSPS replied on the 4
th
 July 2011 (letter no:F2/BISP 

MOs/MISC) to the Assistant Director BISP Tehsil Office Skardu that all the 4 money orders in 

the name of Roqiya w/o Muhammad Ali were received and were returned back on the 25
th
 May 

2011 as undelivered/unpaid due to wrong/improper address. 
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The local BISP office is unaware of the status of these 4 MOs, as they will have to be re-

generated by BISP Head Office. However, on the 4
th
 July 2011, 22

nd
 September 2011 and then 

again on the 18
th
 January 2012, Roqiya received 3 MO of Rs.2,000 each which indicates that the 

postman is now aware of who she is, even though her address has not been updated on the BISP 

website. Now she is hopeful that her problem has been sorted out and she will receive her 

remaining payments soon. Meanwhile BISP Tehsil Office Skardu is in close contact with the 

beneficiary. 

 

6. Observations 
 

a. General Observation 

 

The prescribed BISP complaint process is based on electronic filing/redressal of complaints 

while the Complaints Management System is yet to be made operational. Presently the BISP 

staff is maintaining the complaints record in a register and file. They also prepare the cases 

for submission to higher authorities. However, they expect that the complaints will start to be 

timely addressed after the CMS is in place. After receipt of complaint from BISP Tehsil 

Office, Pakistan Post followed the complaint redressal process in line with their standard 

process for redressal of complaints regarding misappropriation of MOs. 

 

b. Observation at Beneficiary Level 

 

Roqiya wife of Muhammad Ali is an eligible beneficiary after PSC survey and received 3 

installments after lodging this complaint in BISP office. She is satisfied with BISP staff and 

waiting for the earlier 4 installments that were returned back un-delivered by Pakistan Post. 

 

c. Observation at BISP /Partner Agency Level 

 

When the complainant came to BISP Tehsil Office Skardu, the Assistant Director filed this 

complaint as soon as he received it. The complaint was sent for processing to the Payment 

Agency. On submission of the inquiry result by the Payment Agency the result was filed in 

the same complaints file and no further action was taken. 

 

The complainant has received two installments which were generated after July 2011. She is 

satisfied with the inquiry and is still waiting for the earlier 4 installments that were returned 

undelivered. 

 

In DSPS office Baltistan there is a special counter for BISP beneficiaries. When a complaint 

reaches the DSPS, it is processed according to the established system for dealing with 

misappropriation of money orders. The DSPS staff opened a separate file for BISP complaint 

and kept the letters properly. It has been observed that the inquiry of a complaint is usually 

completed in less than one month. 

 

7. Lessons Learnt/Conclusion 
 

 In this case, the receiver woman/ complainant submitted her complaint to BISP Tehsil Office 

Skardu. While sending it to Pakistan Post for inquiry, BISP Tehsil Office also sent copies to 

the Regional Director BISP in Gilgit and to the Deputy Director BISP Baltistan Division 

Skardu. The DSPS office conducted an inquiry regarding non-payment of money orders and 

results of the inquiry were sent to the BISP Tehsil Office Skardu in short time. On receipt of 

the results of the inquiry from Pakistan Post, BISP Tehsil Office Skardu did not inform the 

Regional Director and Director Payments BISP HQ and so this is still shown as unresolved 
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case. This complaint pertains to 4 money orders (total Rs.8,000) that were returned back by 

Pakistan Post to BISP as “undelivered” and so will be re-generated by BISP. 

 

8. Recommendations 
 

 The 1
st
 BISP letter to the beneficiary should have mentioned the amount of the 1

st
 installment 

that she would receive, and the month when she can expect to receive this amount. This 

would help in reducing the chance of misappropriation. 

 Displaying beneficiary list at BISP Tehsil Offices may help in minimizing complaints. 

 In subsequent months, in case the beneficiary knows when and what amount she will receive, 

the possibility of misappropriation by payment agency can be minimized. Display of 

beneficiary list with amount of current installments at BISP tehsil offices and relevant post 

offices will help in minimizing the possibility of misappropriation by payment agency. 

 Most of the beneficiaries are illiterate and do not know about the complaint registration 

mechanism. If BISP Tehsil Offices keep a close contact with beneficiaries this may help to 

minimize the complaints. 

 It is important that awareness should be created about where a receiver woman/complainant 

may file her complaint 

 In order to avoid duplication, there should be a standard procedure for all payment related 

complaints. It should be clearly stated that which level BISP office should forward the 

complaint to which level of Pakistan Post. Similarly the recipients of copies of complaint 

should also be prescribed. 
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Payment Case Study Number: P-GB-02 

Nature of Case: Non-Payment of 2 Money Orders after September 

2011 

Complainant/ Beneficiary: Bano 

Wife of: Ghulam Nabi 

Complainant, if not beneficiary herself: Ghulam Nabi 
Address: C/O Ghulam Nabi mohalla Khanqa Kuro Tehsil 

Daghoni District Ghanche. 

CNIC Number: 71301-1888927-2 

PSC form number: 4502390 

Date Study Conducted 5
th
 January 2012 

 

1. Case Summary 
 

Bano, the beneficiary is an uneducated 42 years old housewife living in Tehsil Daghoni of District 

Ghanche.  

 

Her house was visited by the BISP team during the Poverty Scorecard (PSC) survey in July 2009 

and she has been receiving cash grants since then. Her complaint became apparent when she faced 

a discontinuity in receiving her Money Orders (MOs) after September 2011. The reason for the 

delay was apparently her selection under the Waseela-e-Haq programme in October 2011 (not 

because these are mutually exclusive programs but because the Divisional Office was waiting for 

some dignitary to come and distribute cheques). Bano Bibi claims not to have received a letter 

confirming her eligibility for the programme. Her son has received training on small businesses 

under the Waseela-e-Haq programme.  

 

Actively pursuing the matter, Bano’s husband paid a visit to the BISP Divisional Office in Skardu 

to inquire about the situation. The staff at the Divisional Office, Skardu guided him about the 

complaint registration process and advised him to lodge a complaint at the BISP Tehsil Office 

Daghoni. The beneficiary’s husband filed a complaint at the Tehsil Office Daghoni on 16
th 

December 2011. On the very next day, that is, 17
th
 December 2011 the complaint was forwarded 

to the Divisional Office Skardu by the Tehsil Office Daghoni for further actions. On 18
th
 

December 2012, the Divisional Office Skardu further passed the complaint to the Regional Office 

Gilgit for processing.  

 

 

Till end May when this study was completed, her Payment details show that the 10
th
 installment 

generated in October 2011 was paid in end February 2012 (four months after generation) while 2 

MOs (11
th

 and 12
th
 installments) generated in Bano’s name, in December and March have still not 

been paid.  

 

2. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary, Bano is a 42 years old illiterate housewife, who lives in Mohalla Khanqa Kuro, 

Tehsil Daghoni of District Ghanche. Her household comprises of 21 family members, which 

includes her husband, 9 kids and in-laws. All of her children are studying except one mentally 

slow daughter.  

 

The beneficiary’s husband is unemployed. In the absence of permanent source of income the 

family mainly relies on minimum financial support from neighbours and relatives.   
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Their house is made of mud bricks and has 2 rooms, one kitchen and a bathroom. There are no 

proper drainage and sanitation facilities available. Located near the mountain, Khanqa Kuro, 

Tehsil Daghoni is very underdeveloped. There is only a small government school and hospital. 

The main road leading to the beneficiary’s house is completely unpaved. 

 

3. Beneficiary’s Relationship with BISP 
 

Bano was declared an l beneficiary for the BISP cash grant programme after the Poverty 

Scorecard (PSC) survey was conducted in her area in July 2009. An acknowledgement slip was 

given to her by the BISP survey team.  

 

Bano’s household was selected for the Waseela-e-Haq Programme, under which and her son got 

an opportunity, to get trained on small businesses under the programme. She claims that she did 

not receive any eligibility letter for the Waseela-e-Haq programme though. She claims that she 

did not receive any eligibility letter for the Waseela-e-Haq program. 

  

After September 2011, Bano did not receive any payments from the BISP. Bano Bibi sent her 

husband to the BISP Divisional Office, Skardu for knowing the reasons. There, he was assured by 

the Divisional Office staff that they will receive the pending grants after distribution of the 

cheques to the Waseela-e-Haq beneficiaries by the Chief Minister Baltistan.  

 

4. How did the Complaint Emerge? 
 

The beneficiary was receiving cash grants under BISP. In October, 2011 she was selected for the 

Waseela -e- Haq programme and she stopped receiving cash grants from BISP.  

 

In November 2011, Bano sent her husband to the BISP Divisional Office Skardu to inquire about 

the matter. There, he got to know about the complaint registration process and was guided by the 

staff to file a complaint at the Tehsil Office Daghoni where he did so on 16
th
 December 2011 

addressing the complaint to the Director BISP Baltistan Division.  

 

5. Processing of the Complaint 
 

The beneficiary’s husband filed a complaint at the Tehsil Office Daghoni on 16
th
 December2011.  

 

His complaint was registered manually by the Tehsil Office as the Complaint Management 

System (CMS) is not yet functional there. On the very next day, that is, 17
th
 December 2011, the 

complaint was forwarded to the Divisional Office Skardu by the AD Tehsil Office Daghoni for 

further actions. Upon receipt on 18
th 

December 2011, the Divisional Office, Skardu forwarded the 

complaint to the Regional Office Gilgit for necessary actions.  

 

On 30
th 

December 2011, our team was informed by the Divisional Director Baltistan, that Bano’s 

payments are stuck because of the cheques distribution ceremony for the Waseela-e-Haq 

programme. All pending payments will be released after the cheques are handed over to the 

Wasleea-e-Haq beneficiaries through the Chief Minister but the expected date was not known.  

 

Though no action was taken on her complaint, the beneficiary received her 10
th
 money order that 

was the subject of this complaint in end February 2012, four months after it was generated. Till 

20
th
 May 2012, Bano’s Payment Details show that 2 money orders generated in her name in 

December 2011 and March 2012 respectively, have not yet delivered to her even after 5 and 2 

months respectively. 
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6. Observations 
 

a. General Observation 

 

BISP standards prescribe a computerized complaint registration/redressal system, which 

requires a functional Complaints Management System (CMS). Presently, in the absence of an 

operational CMS, the BISP staff manually maintains the complaints record in a register. 

However, the record keeping was found to be relatively better than other BISP offices. 

 

Most of the community members in the area are political workers and think that their leaders 

would help them through the BISP programme. 

 

b. Observation at Beneficiary Level 

 

The beneficiary Bano only has some conceptual understanding of the BISP programme. The 

family has been selected for Waseela-e-Haq program and her son was provided with training 

about operating a small business. She filed the complaint but no action (other than forwarding 

it to the higher office) was taken on it.  

 

c. Observation at BISP /Partner agency Level 

 

BISP stopped delivering her money orders after the complainant got selected for the Waseela-

e-Haq programme. Pakistan Post has not played any role in this case because the case was not 

forwarded there. The Divisional Director Baltistan told the field team that the beneficiary will 

continue receiving her payments once the cheques are delivered to the Waseela-e-Haq 

beneficiaries.  

 

7. Lessons Learnt / Conclusion 
 

 People are mostly unaware of the complaint registration process. In this case, the staff of 

Divisional Office Skardu guided the beneficiary’s husband to file a complaint of non-

payment. 

 

8. Recommendations 
 

 Mostly, the beneficiaries of the area are illiterate and hardly know anything about the 

complaint registration mechanism. Close contact of the BISP Tehsil offices with the 

beneficiaries will help them register their complaints with more ease. 

 Awareness raising campaigns about the BISP programme must be initiated, particularly 

regarding the complaint registration process. 
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Payment Case Study Number: P-GB-03 

Nature of Case: Complaint of Non-Payment in Divisional Office, 

Skardu. 
Complainant/ Beneficiary: Syeeda 

Wife of: Muhammad Sharif 

Complainant, if not beneficiary herself: Muhammad Sharif 
Address: Mohalla Rahim pi Khor, Village/P.O. Ghuwari, Null, 

Tehsil Daghoni, and District Ghanche. 

CNIC Number: 71303-0568850-0 

PSC form number: 0490470 

Date Study Conducted 6
th
 January 2012 

 

1. Case Summary 
 

Syeeda did not receive any money order from the local Post Office, Ghanche despite receiving an 

eligibility letter from BISP HQ, Islamabad in 2010. On 18
th
 July 2010, her husband visited the 

BISP Divisional Office, Skardu. There, the staff informed him about the complaint redressal 

procedure, after which he lodged a complaint (bearing number 68) against non-payment on the 

same day. 2 weeks after lodging the complaint, he visited BISP Divisional Office again to follow-

up on the case. The Director informed him that the department had already written a letter 

(bearing letter no BISP-SKD 1(5)2010/26) dated 23
rd

 July 2010 to the Regional Director, Gilgit 

and were awaiting a response from them. After 6 months, in January 2011 this complaint was 

forwarded to Pakistan Post. 

 

Meanwhile, in February, 2011 Syeeda received another letter of eligibility from BISP HQ, 

Islamabad and yet again another one  in August, 2011. Despite receiving letters of eligibility 

thrice, she was not receiving any BISP cash grants. As per the payment details available on the 

BISP website, a Money Order (MO) of Rs.2,000 was generated on 12
th
 August 2011, but was 

undelivered at the time of our interview with the beneficiary in December, 2011 despite the 

website indicating its status as ‘delivered’ in September, 2011.  A recent review of the BISP 

website shows that the payment of August has been delivered and another 2 MOs were also 

generated in 26
th
 October 2011 and 28

th
 December 2011 and are both indicated as delivered on 

23
rd

 February 2012 and 8
th
 March 2012 respectively. This was also endorsed by the beneficiary 

when the team contacted her again in mid-March, 2012. 

  

BISP Divisional Office Skardu advised the complainant to file a complaint regarding non-

payment in July 2010, a month before the first money order was even generated. Recording and 

forwarding such un-necessary complaints simply result in increasing the workload. 

 

2. Beneficiary/Complainant’s Profile/Background Information. 
 

Syeeda is a resident of Mohalla Rahim pi Khor, Tehsil Daghoni in District Ghanche. She is a 24 

years old woman with 3 children and without any formal education. Syeeda, her husband and 3 

children live in a house with 7 additional family members (2 males, 2 females and 3 children). 

Her house is situated on a 3 Marlas plot and consists of 2 katcha rooms, a kitchen and a 

bathroom. The house has no electricity and water supply.  

 

Her husband, Muhammad Sharif, is also uneducated and works on daily wages in Skardu city. He 

earn Rs.400 per day during the summer season, but remains unemployed throughout the winters 

since freezing temperatures in the region brings every economic activity to a halt. 

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 1 - Payment Case Studies 

P-GB-03 
 

J40252714 

GHK Consulting Ltd. 265 

The area where she resides is an old settlement located near main Skardu-Ghanche Road. The 

area comprises scattered settlements of small houses. Although the village is situated near the 

main road, the major markets in Ghanche and Skardu are quite far off. Ghuwari village lacks 

basic health facilities. The primary economic activity in the village is agriculture, followed by 

seasonal work in major towns of Gilgit-Baltistan and service in Pakistan Army.  

 

3. Beneficiary’s Relationship with BISP 
 

The complainant was not selected under the parliamentarian Phase-I. She received her letter of 

eligibility from BISP HQ after the Poverty Scorecard (PSC) survey was conducted in 2009, for 

which she had also received an acknowledgment slip. Syeeda had also presented her valid CNIC 

during the PSC survey. She does not have a very strong understanding of BISP interventions in 

the area and thinks that she is receiving support from the government because she is poor. She 

also has no knowledge of the BISP complaint redressal mechanism. She wants to utilize her cash 

grants for groceries. 

 

4. How did the Complaint/Grievance Emerge? 
 

The case of Syeeda came to light when the postman delivered money orders of BISP to other 

beneficiaries in the locality. Despite receiving an eligibility letter thrice from BISP, the 

beneficiary did not receive any MO from the postman, whereas other beneficiaries had been 

receiving their grants from BISP.  This triggered her to ascertain the fate of money orders 

generated in her name.  

 

Thereafter, she and her husband decided to get some information from BISP Divisional Office in 

Skardu. When her spouse went to BISP Divisional Office Skardu on 18
th
 July 2010, the 

Divisional Director informed him about the complaint registration mechanism. He lodged a 

complaint there on the same day. 

 

The staff at Divisional Office probably did not check her Payment Detail (no money order was 

generated till that date) and advised her to file a complaint about non-payment of a ‘non-existent’ 

money order. 

 

5. Process if the Case 
 

The complainant filed an application addressed to the Divisional Director BISP, Divisional Office 

Skardu on 18
th
 July 2010. The Divisional Director forwarded the complaint letter to Regional 

Office Gilgit on 23
rd

 July 2010. There was no further communication between the BISP Regional 

Office, Gilgit and BISP Divisional Office, Skardu. We found that BISP Regional Office, Gilgit 

wrote a letter on 3
rd

 January 2011 to Pakistan Post, Gilgit (BISP-SKD-1(5)/2010/459) and was 

waiting for a reply from them regarding the matter of non-payment. As per the record of BISP 

website, a payment of Rs.2,000 was generated on 12
th
 August 2011. At the time of our interview 

in December 2011, the beneficiary claimed that the MO was still undelivered despite the website 

indicating its status as ‘delivered’ (in September 2011).  

 

Now her Payment Details show that that payment of August was delivered to the beneficiary and 

in the subsequent months two more payments were generated in October and December 2011 and 

delivered in February and March, 2012, respectively. This was also endorsed by the beneficiary 

when the team contacted her again in mid-March 2012. 
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Her issue seems to have been resolved without any investigation by BISP or Pakistan Post, and, 

she is now receiving the money orders generated in her name (though later than the prescribed 

period of less than 2 months after generation). 

 

6. Observations 
 

a. General Observation 

 

In this particular case, the family of the beneficiary was not satisfied with the BISP complaint 

process because they were not kept informed about their complaint status in BISP. In general, 

the community members think that BISP is meant for poor people across Pakistan.  

 

b. Observation at Beneficiary Level  

 

Syeeda was selected after the PSC survey was held and received an eligibility letter from 

BISP thrice, but did not receive any installment at the time of the complaint.  Record keeping 

at BISP Tehsil Office makes it very difficult for people from far flung areas to pursue their 

case consistently.   

 

c. Observation at BISP /Partner Agency Level 

 

The prescribed BISP Complaints Management System (CMS) is based on electronic 

filing/redressal of complaints, but is yet to be made operational. Presently, the BISP staff is 

maintaining the complaints records manually in a register and file. They also prepare the 

cases for submission to higher authorities. 

 

A letter was also sent to the Post Office for further action and inquiry, but there was no 

response from there regarding this issue. There is a communication gap among the BISP 

offices and the Post Office due to which beneficiary is not clear about the status of her case 

and process after the registration of the complaint. 

 

7. Conclusion / Lessons Learnt 
 

 This complaint was filed in July 2010 on the advice of BISP staff. It appears that they advised 

her to file the complaint without even checking her Payment Detail because till that date no 

money order had been generated in her name. After 6 months, the case was forwarded by 

BISP to Pakistan Post which took no action probably because by that time MOs were being 

generated and paid to her. She has confirmed the receipt of MOs shown as delivered/paid in 

her Payment Detail. 

 It appears that this was an un-necessary complaint regarding non-payment of money orders 

because these were not even generated by BISP till that date and obviously Pakistan Post 

could not address it.  

 There is a communication gap at intra-organization and inter-organizational level. As a result, 

the beneficiary has been unable to obtain clear information about the status of her complaint 

after registration of the case with BISP.  

 

8. Recommendations 
 

 The first BISP letter to the beneficiary should mention the amount of the installment that she 

will receive, and the month when the beneficiary can expect to receive this amount. This 

would help in reducing any chances of embezzlement.  
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 Beneficiary lists should be displayed in the Tehsil Office so that beneficiaries can check their 

payment status 

 It is important to increase awareness regarding complaint registration in BISP Tehsil Offices. 

 In order to reduce the number of un-necessary complaints, BISP and Pakistan Post should 

check the beneficiary’s Payment Detail before advising her to file a complaint. 
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Payment Case Study Number: P-GB-04 

Nature of Case: Complaint for Non-Payment. 

Complainant/ Beneficiary: Fiza 

Wife of: Mumtaz Hussain 

Complainant, if not beneficiary herself: Fida Hussain 
Address: Mohalla Ferool P.O Kuro Tehsil Khaplu Daghoni, 

District Ghanche 

CNIC Number: 71303-0569643-6 

PSC form number: 0490026 

Date Study Conducted 7
th
 January 2012 

 

1. Summary of the case 
 

Fiza is a 23 years old mother of 2 children and a resident of Mohalla Ferool Kuro, Tehsil 

Daghoni, and District Ghanche. Fiza was declared a BISP beneficiary but has not started to 

receive her cash grants. Her brother-in-law, Fida Hussain lodged a complaint on 3
rd

 November 

2011 at the BISP Tehsil Office Daghoni against non-payment of cash grants (how many MOs? 

Rupees?). From there, a letter was forwarded (when?) to BISP Divisional Office Skardu. For 

further action, BISP Divisional Office sent the case to the BISP Regional Office Gilgit. The case 

is still in process there. 

 

2. Receiver Woman/Complainant’s Profile and Background 
 

Fiza Bibi, wife of Mumtaz Hussain and a young mother of 2 children is a resident of Mohalla 

Ferool Kuro, Tehsil Daghoni, and District Ghanche. The family lives with 3 other members in the 

house, including her brother-in-law, his wife and her mother-in-law. Fiza Bibi’s husband is 

disabled and unemployed. Fiza is financially dependent on her brother-in-law, who works as an 

unskilled labourer in the village and relies on daily wages. They have a small piece of agricultural 

land but due to the harsh winter season only a single crop can be grown, and so it can only be 

utilized once in a year. The house is situated in a mountainous area, where all the houses are made 

of mud. Most of the houses are three-storied, with the ground floor used for keeping livestock in 

winters. Fiza Bibi wants to use her cash grants on daily use items for the household and to buy 

warm clothes for the winter season. 

 

3. Beneficiary’s Relation With BISP 
 

Fiza Bibi was already familiar with BISP because political workers of Pakistan People’s Party 

distributed forms in the villages, though she was not selected as a beneficiary during the 

Parliamentarian Phase-I. She was selected as a beneficiary after the PSC survey was held in her 

area during February 2011. 

 

The survey team visited Fiza Bibi’s house and collected the relevant data during PSC survey. At 

that time, Fiza Bibi did not have her CNIC with her and her brother-in-law’s CNIC was noted in 

the form instead. Later, her brother-in-law launched a complaint of non-payment (when?) at the 

BISP Tehsil Office and he also has close contact with the BISP Divisional Office, Skardu.  The 

BISP Divisional Director assured that Fiza Bibi is eligible and will receive a reply from BISP 

soon. 
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4. How did the complaint emerge? 
 

Fiza Bibi was selected as a BISP beneficiary after the PSC survey was conducted in the area. She 

also received 2 eligibility letters in February, 2011, but did not receive any payments. She noticed 

that other women in the village were receiving their payments. She waited for some time and then 

her brother-in-law, Fida Hussain went to the BISP Tehsil Office, Daghoni to check Fiza Bibi’s 

beneficiary status. There, he met the Assistant Director who assured him that he would investigate 

the matter personally and inform him. 

 

After a few months, he went to the BISP Tehsil Office again for an update on the status. It was 

found that the initial CNIC discrepancy of Fiza Bibi since the time of the PSC survey in the area 

had been resolved and removed from the system, but still money orders had not been generated.  

 

The AD of the Tehsil Office informed him about the complaint process for non-payment of cash 

grants. After that, Fida Hussain launched a complaint of non-payment of cash grants on 3
rd

 

November 2011 at the BISP Tehsil Office Daghoni on behalf of his sister-in-law. 

 

5. Processing of the complaint 
 

Her complaint was lodged at BISP Tehsil Office Daghoni on 3
rd

 November 2011. From there, the 

case was sent to the BISP Divisional Office, Skardu (SKD-1(5)/2010/414) for further processing.  

 

Divisional Office Skardu forwarded the case to BISP Regional Office Gilgit where it is still in 

process. No response has been received back from the Regional Office, Gilgit so far.  

 

The payment agency Pakistan Post has no role in this case because the payment has still not been 

generated by the BISP HQ, Islamabad. Her payment details are not visible on the BISP website.  

 

The Tehsil Office informed us that probably one reason for the non-generation of money orders 

could probably be the backlog of over 3,000 complaint cases of Gilgit-Baltistan region at BISP 

HQ Islamabad. 

 

6. Observations 
 

a. General Observation 

 

The house is located in a mountainous area in the village. The beneficiary was well informed 

about the BISP cash grants. Her brother-in-law has remained in close contact with the BISP 

staff at the Tehsil Office, Daghoni.  

 

b. Observation at Beneficiary Level  
 

Fiza Bibi was selected as a beneficiary in February 2011 but has till (enter some date after 

checking her payment detail – maybe till end March?) not received any cash grant from BISP. 

Her Payment Details are not accessible on BISP website. Due to low household income, the 

beneficiary’s brother-in-law found it difficult to cover the cost of travel and cell phone 

involved in registering the complaint at the BISP Office, but nevertheless he paid two visits 

there. Fiza Bibi and her family are hopeful that the BISP cash grant will help them in 

resolving their problems.  
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c. Observation at BISP / Partner agency Level 

 

The beneficiary filed a complaint at the BISP Tehsil Office Daghoni, where the Assistant 

Director promised to give the case special attention. The complaint was sent for processing to 

the Divisional Office Skardu for further action. The payment agency Pakistan Post has no role 

in this case because the payment has still not been generated by the BISP HQ Islamabad. The 

Divisional Director has assured the complainant that once the money order is generated he 

will personally inform them. After receiving her eligibility letter, almost a year has passed but 

she has neither received any money order nor has she been informed about why it has not 

been generated and when can she expect to get it. 

 

7. Conclusion / Lessons Learnt 
 

 In this case, the complainant is an eligible beneficiary who did not get any money orders 

during nine months after receiving her eligibility letter. Being disturbed due to this delay, her 

brother-in-law went to BISP Tehsil Office Daghoni and the Assistant Director informed him 

about the complaint registration mechanism, after which he lodged a complaint regarding 

non-payment of money orders. However, till end March 2012 she has not been informed 

about the progress, if any, on redressal for her complaint. Neither has her payment started nor 

has she been informed about any reason why money orders are not being generated.  

 

8. Recommendations 

 

 There is a need to create awareness among women throughout the country regarding the cash 

grant programme since it is specially designed to empower them. 

 Eligibility criteria should be communicated at mass level to avoid confusion across Pakistan, 

especially among poor households who have assumed that they are beneficiaries. 

 BISP HQ must inform the Divisional or Tehsil Offices about the progress for redressal of any 

complaint forwarded by them. This will help the offices inform the complainant about the 

latest position of her complaint. 

 Almost a year has passed since she received her eligibility letter. In such cases, the 

beneficiary must be informed about why money orders are not being generated for her. 
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Payment Case Study Number: P-GB-05 

Nature of Case: Non-Payment of Money Orders after 30
th
 June 2011 

Complainant/ Beneficiary: Nargis 

Wife of: Ali Hassan 

Complainant, if not beneficiary herself: Ali Hassan (Husband) 

Address: Mohalla Aliabad, P.O. Gumba Skardu, Tehsil Skardu, 

District Baltistan 

CNIC Number: 71103-2859202-4 

PSC form number: 7320931 

Date Study Conducted 14
th
 January 2012 

 

1. Summary of the case 
 

Nargis Bibi is a resident of Gumba Village, Skardu. She is a 26 years old, uneducated housewife.  

 

She was selected as a BISP beneficiary in the BISP parliamentarian phase through which she was 

receiving regular payments. However, due to unknown reasons her payments stopped after 30
th
 

June 2011. Her husband went to the BISP Tehsil Office, Gumba where he was not informed about 

why her payments have stopped and so he lodged a complaint. 

 

The case was still pending in the Tehsil Office in end February 2012 because the Eligibility status 

of Nargis Bibi is shown on the BISP website as “Blocked Due to Survey Completion”. It was 

found from BISP Divisional Office Skardu that there are more than 3,000 survey forms in the 

whole Division which are still in the process of data entry by the HQ due to which their 

information is not available in the BISP website. She did not receive any information from BISP 

HQ whether she has been accepted as an eligible beneficiary after her poverty score card survey. 

 

2. Beneficiary / complaint profile / back ground   
 

Nargis Bibi is a mother of 7 children. Her husband, who is disabled, works in the village as a 

tailor and earns about Rs.9,000 per month. There are 24 members of their extended family living 

in their house, including 4 men, 4 females and 16 children, with only 2 male earning members 

among them.  

 

The house of Nargis Bibi is semi-katcha and comprises 5 small rooms. There is no bathroom in 

the house and no supply of clean water either. This household is considered to be very poor in the 

village because of their low income and the fact that they are directly dependent on Zakat from 

the local community. This village is located close to the main town of Skardu.  

 

3. Beneficiary relationship with BISP   
 

Nargis Bibi was selected as beneficiary in the BISP parliamentarian phase, during which time she 

received payments worth Rs.31,000 through 11 installments till June 2011. The Poverty 

Scorecard (PSC) survey was conducted in the village for which Nargis Bibi was given an 

acknowledgement slip after her form was filled. However, she has not been selected as a 

beneficiary after the PSC survey under Phase-II, and her payments were thus stopped after 30
th
 

June 2011. Her data was not available on the BISP website at the time of the complaint, due to the 

reason that many cases were still pending in the Baltistan region/ Divisional Office Skardu for 

entry in BISP database. She was unaware about the eligibility criteria for the BISP cash grants.  
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Nargis Bibi still does not fully understand the concept of BISP. She only knows that this is for all 

the poor people of the country.  

 

4. How did the complaint / grievance emerge? 
 

Nargis Bibi was selected as beneficiary in BISP parliamentarian phase and was receiving 

payments up till June 2011. After that her payments were stopped but she remained unaware as to 

why they had stopped. Her information was also not available on the BISP website during the 

time when the complaint emerged.  Expecting future payments, her husband visited the BISP 

Tehsil Office where he filed a complaint (no. 1979) on 29
th
 December 2011. It was found during 

the interview in the BISP Tehsil Office in end February 2012 that her case was still lying there 

because her data was not available on the BISP website which shows her status as “Block Due to 

Survey Completion”.  

 

5. Processing  of the case  
 

Her case is registered in the BISP Tehsil Office Gumba, Skardu where her husband registered 

complaint number 1979 on 29
th
 December 2011. He also submitted a copy of Nargis Bibi’s CNIC 

to the BISP staff. The complaint has not been forwarded to any higher office for further action 

because her data was not available on the BISP website at the time.  

 

The Complaint Officer at the BISP Divisional Office Skardu also highlighted that, as per his 

communication with the BISP HQ, there are more than 3,000 PSC forms of this area, which are 

still in the queue for being entered in the BISP MIS system in Islamabad.  

 

6. Observations 
 

a. General observation 

 

Nargis Bibi lives in Gumba village. Her family consists of 24 people. Her husband registered 

a complaint in the BISP Tehsil Office but there was no PSC data available in the BISP 

website due to which the case remained there with no further processing/action taken. They 

were waiting for the completion of data entry process by BISP HQ, Islamabad.  

 

b. Observation at the beneficiary level 
 

The household of Nargis is directly dependent on Zakat from the local village. Her house is 

made of mud and there is no water available either. She is not following her complaint in the 

BISP Tehsil Office. There is no proper access to the house in the village, which is located in 

the middle of an agricultural field. 

 

c. Observation at BISP/ partner agency level 

 

In this case, the Post Office was not involved since the case was not forwarded anywhere by 

the BISP Tehsil Office Gumba, Skardu.  

 

7. Lessons learnt / conclusion   
 

 The beneficiary did not know about the complaint redressal process except that the Tehsil 

Office is the place to approach in case of any issue. The BISP Tehsil Office is also unaware 

about the reason due to which her payments were stopped after 30
th
 June 2011.  
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8. Recommendations 
 

 Local media, religious leaders, political leaders and community organizations should be 

engaged for awareness raising, access and information regarding BISP.   

 Lists regarding beneficiary eligibility should be displayed in the BISP Tehsil Offices from 

where the beneficiaries can check there names while visiting their area offices. 

 It is important that existing beneficiary of Phase I should be informed in case they become 

ineligible for cash grant as a result of Poverty Score Card Survey. This will result in 

avoidance of un-necessary complaints. 
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Payment Case Study Number: P-GB-06 

Nature of Case: Non-Payment after 30
th
 June 2011 

Complainant/ Beneficiary: Hamida 

Widow of: Ali Hussain 

Complainant, if not beneficiary herself: Hassan (Son) 
Address: Mohalla Ali Bursak P.O Gumba Skardu District 

Skardu 

CNIC Number: 71103-8971003-6 

PSC form number: 7320933 

Date Study Conducted 12
th
 January 2012 

 

1. Case Summary 
 

Hamida is a 40 years old widow, who lives with her 7 kids in Tehsil Gumba of District Skardu.  

 

She was selected for the BISP Phase-I (Parliamentarian Phase) in 2009 and received 11 

installments for Rs.31,000 till June 2011. Her house was visited by the BISP team for the Poverty 

Scorecard (PSC) survey in October 2010, however, she did not receive any letter from BISP HQ 

Islamabad informing her about her eligibility as a result of PSC survey.  

 

She was receiving her money orders till June 2011 but after that the postman did not deliver any 

money order. She became worried and on 29
th
 December 2011 lodged a complaint at BISP Tehsil 

Office Gumba through her eldest son. The Tehsil Office forwarded the complaint to the 

Divisional Office Skardu on 29
th
 December 2011 for action. The Assistant Director BISP Tehsil 

Office told us that he will write a letter to Pakistan Post for an inquiry. 

 

During the entire period BISP Tehsil Office did not check her Eligibility Status. BISP website 

shows that the PMT of Hamida Bibi was higher (19.80) as compared to the cutoff point and 

therefore she was not eligible for BISP Phase-II of cash grants.  She did not receive any money 

orders after June 2011 as further money orders were not being generated by BISP. 

 

2. Beneficiary/Complainant’s Profile/Background Information 
 

Hamida is a 40 years old illiterate widow, who lives with her 7 children in Tehsil Gumba of 

District Skardu. She lost her husband 8 years ago and is the only earning member of the family.  

 

Hamida Bibi earns by selling dairy products produced from domestic livestock that she owns. 

This income is insufficient to even manage the monthly expenditures of the family. 

 

With proper water and sanitation facilities, the beneficiary’s house has two rooms, a kitchen and a 

bathroom. Tehsil Gumba is relatively better in terms of infrastructure; it has schools, colleges and 

hospitals while Roads are completely paved.  

 

3. Beneficiary’s Relationship with BISP  
 

Selected in 2009 in BISP Parliamentarian Phase, Hamida received 11 cash grant installments 

worth Rs.31,000 till June 2011. In October 2010 she was visited by the survey team during the 

Poverty Scorecard (PSC) survey, for which she received an acknowledgement slip. She did not 

receive any eligibility letter from BISP after the survey. Hamida Bibi told the team that the 

financial support provided by BISP through these cash grants had helped her family a great deal 

and she intends to spend future payments on her children’s education and food. She was aware 
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that the cash grants system of BISP was especially meant for the poor segments of the society but 

was not aware that based on a higher PMT score of 19.8 she has become ineligible for Phase-II. 

 

4. How did the Complaint Emerge? 
 

Hamida Bibi’s complaint emerged when the payments she was receiving from BISP suddenly 

stopped after June 2011 while beneficiaries living in her neighbourhood were receiving BISP 

payments. She became worried, and being aware of the complaint registration process, filed a 

complaint at the BISP Tehsil Office Gumba on 29
th
 December 2011 through her eldest son Hasan.  

 

5. Processing of the Complaint 
 

After receiving the complaint at BISP Tehsil Office, it was forwarded by the Assistant Director 

BISP, Tehsil Office Gumba Skardu to the Divisional Director Skardu on 29
th
 December 2011. 

Immediately after receiving the complaint, the Divisional Office Skardu forwarded it to the 

Regional Office Gilgit on 30
th 

December 2011 for redressal. Neither BISP Tehsil Office nor the 

Divisional Office checked her eligibility status before un-necessarily forwarding this complaint to 

their higher offices for redressal. 

 

When interviewed by the field team in end December 2011, the Complaint Assistant, Tehsil 

Office Gumba Skardu, shared that a response is still awaited from the Regional Office Gilgit. He 

also added, however, that after checking the BISP website, the PMT of Hamida Bibi was found to 

be high (19.80) and explained that probably this was why no further money orders have been 

generated. 

 

6. Observations 
 

a. General Observation 

 

With the BISP Complaints Management System (CMS) not yet in place, currently, the Tehsil 

Office does not have any other option but to manage the complaint registration manually. The 

beneficiaries of the area were found to be relatively aware about the BISP programme. The 

communication lag between the BISP Offices leads to uncertain delays in case processing. 

 

b. Observation at Beneficiary Level  

 

Hamida, the beneficiary is a widow, and the only bread winner for her 7 children. According 

to her, the cash grants have helped her a great deal in managing her monthly expenditures. 

Hamida Bibi shared with the field team that initially she was not familiar with the BISP cash 

grant, but gradually developed her understanding about it through other villagers. The local 

postman told her that the BISP programme is designed by the government to financially 

support the poor communities of the country. 

 

c. Observation at BISP /Partner Agency Level 

 

Without checking her eligibility status, the beneficiary’s complaint was sent to the Divisional 

Office and then to Regional Office Gilgit for further processing, and as per the Complaint 

Assistant Director, Tehsil Office Gumba, no action has been taken till now. Actually no 

action was required because due to high PMT score she became ineligible after the PSC 

Survey. 
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The case was not forwarded to Pakistan Post because money orders were not being generated 

by BISP HQ, Islamabad.  

 

7. Lessons Learnt/Conclusion 
 

 In this case, the recipient was quite knowledgeable about the complaint registration 

mechanism but her issue remained unresolved because money orders were not being 

generated by BISP as she was ineligible after the PSC Survey.  

 

8. Recommendations 
 

 Letter regarding ineligibility of an existing beneficiary, as a result of the PSC Survey, must be 

communicated to her so that (i) she does not keep waiting for; or (ii) lodge an un-necessary 

complaint, for money orders that will not be generated by BISP. 

 BISP offices should check and inform the beneficiary about her eligibility status before 

advising her to file a complaint regarding non-payment. 

 BISP offices should check whether the complainant is eligible or not before forwarding the 

complaint to their higher offices or to Pakistan Post for redressal. 
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Payment Case Study Number: P-GB-07 

Nature of Case: Complaint for Non-Payment 

Complainant/ Beneficiary: Lila Bibi 

Wife of: Fida Hussain 

Complainant, if not beneficiary herself: Fida Hussain (Husband) 

Address: Mohalla Kuro Farool, Post Office Kuro, Khaplu, 

Tehsil Daghoni, District Ghanche  

CNIC Number: 71105-0575723-4 

PSC form number: 0490026 

Date Study Conducted 15
th
 January 2012 

 

1. Summary of the case 
 

Bibi, wife of Fida Hussain, is a resident of Mohalla Ferool Kuro, Tehsil Daghoni, and District 

Ghanche. After her PSC Survey, she was selected as a BISP beneficiary for Phase-II and received 

an eligibility letter from BISP HQ Islamabad in February 2011. When she did not receive her 1
st
 

money order for a long time after receiving the letter, she became worried and filed a complaint 

for non-payment in November 2011. 

 

Her complaint was not registered according to the prescribed procedure of BISP, since most 

complaints were addressed telephonically in Tehsil Office Daghoni. Hence, it was very difficult 

to find written evidence related to this particular case. 

 

At the time of the Poverty Scorecard (PSC) survey, she did not have her CNIC issued. After she 

received her CNIC, she filed it in BISP Tehsil Office with a copy of her CNIC. The Divisional 

Director told the team that the name of the beneficiary was entered in the BISP MIS and the 

discrepancy was removed. A money order was generated under her payments details on 26
th
 

December 2011 for Rs.2,000 which was delivered to her on 7
th
 March 2012. 

 

2. Receiver Woman/Complainant’s Profile and Background  
 

Lila Bibi, wife of Fida Hussain, is a resident of Mohalla Ferool Kuro, Tehsil Daghoni, and 

District Ghanche. She has 6 children and lives in a rented house with 9 other family members. 

Her husband works in a private company where he earns Rs.7,000 per month.  

 

The house is located in a mountainous region. The houses mostly comprise old triple story 

buildings with small rooms. The family keeps cattle and livestock on the ground floor. There is no 

proper drainage and water supply. The male villagers remain unemployed during the winter 

season. The people in the area are poor and depend on seasonal crops for a livelihood, which is 

once in a year due to harsh winters. 

 

Lila Bibi plans to use her BISP cash grants to buy daily needs and clothes for winter season. 

 

3. Beneficiary’s Relation with BISP 
 

Lila came to know about BISP when political workers of Pakistan Peoples’ Party (PPP) 

distributed forms of BISP during the Parliamentarian Phase-I. She was not aware of BISP before 

that. Like many other woman of her locality, she considered BISP as a cash grant scheme, though 

she did not know the criterion for being an eligible BISP beneficiary, except poverty. When the 

BISP team visited her village during the Poverty Scorecard (PSC) survey, her brother-in-law 
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shared all the information about their household, after which the survey team gave them an 

acknowledgement slip for future reference. She later received an eligibility letter. 

 

4. How did the complaint emerge? 
 

Lila Bibi received an eligibility letter from BISP through the post office in February, 2011. Her 

husband went to BISP Tehsil Office Daghoni to check her status where he found that there is a 

discrepancy in his wife’s CNIC since she did not have one at the time when the PSC survey was 

conducted in the area. After that she applied for a CNIC, which she soon received from NADRA.  

 

Her husband went to the BISP Tehsil Office again with the new CNIC for a formal complaint of 

non-payment on 3
rd

 November 2011 where again it was found that in the new CNIC there was a 

discrepancy in the postal address; after marriage, Lila Bibi shifted to Ghanche District, whereas 

she was living in Skardu before marriage. Her husband filed a complaint for non-payment of 

money orders addressed to AD BISP Tehsil Office, Daghoni on 3
rd

 November 2011. 

 

5. Processing of the complaint 
 

Her complaint was not registered according to the prescribed procedure of BISP, since most 

complaints were addressed telephonically in Tehsil Office Daghoni, hence it was very difficult to 

find written evidence related to this particular case. 

 

In the BISP Tehsil Office Daghoni, the Assistant Director contacted the BISP Divisional Director, 

Skardu over the phone and informed him regarding complaint. The Divisional Director wrote a 

letter to Regional Director Gilgit (BISP-SKD-1(5)/2010/414) for redressal.  

 

The Divisional Director told us that the name of the beneficiary was entered in the BISP MIS and 

the discrepancy was removed. A money order was generated by BISP as shown in her Payments 

Details in December 2011, but was not received by the Post Office till early January 2012 when 

the team visited. According to her latest Payment Details on BISP website, the generated amount 

of Rs.2,000 was delivered to Lila Bibi in March, 2012. 

 

During this period, the BISP Divisional Office in Skardu maintained close contact with the 

beneficiary throughout the process. Lila Bibi told the team that the BISP Divisional Director 

ensured that she is eligible and that she will soon get the money order generated in her name. 

 

6. Observations 
 

a. General Observation 

 

The area where Lila Bibi is living is a mountainous region, where majority of the people are 

poor and depend upon seasonal crops and livestock for their livelihood.  

 

b. Observation at Beneficiary Level  

 

Lila Bibi, wife of Fida Hussain Mumtaz, became eligible for BISP cash grants in February, 

2011 but did not received any cash grant from BISP till March 2012. Lila Bibi and her family 

are hopeful that the Benazir cash grant will help them in resolving their financial problems.  
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c. Observation at BISP /Partner agency Level 

 

The prescribed BISP complaint process is based on electronic filing/redressal of complaints 

based on the Complaints Management System (CMS), which is yet to be made operational. 

Presently, the BISP staff is maintaining the complaints’ records manually in a register and 

file. They also prepare the cases for submission to higher authorities. However, they expect 

that the complaints will start to be timely addressed after the CMS is in place. The Divisional 

Director personally assured the complainant that when her installment will be generated she 

will receive the payment in time. 

 

Pakistan Post had no role in this case because the payment had not been generated by BISP 

HQ at the time.  

 

7. Conclusion / Lessons Learnt 
 

 The level of understanding among beneficiaries about overall BISP and the complaints 

process is very low. Her husband went to BISP Tehsil Office, Daghoni where the Assistant 

Director guided him about the complaint registration mechanism. As a result, the complainant 

lodged a complaint against non-payment of her money order (even though it was not even 

generated by that date).  

 In this case a payment related complaint was registered in November 2011 although the 

money order had not even been generated. The money order was generated on 26
th
 December 

2011 and was paid on 7
th
 March 2012, one week after its normal delivery period due to harsh 

winter season. 

 

8. Recommendations 
 

 Most of the beneficiaries are illiterate and do not know about the complaint registration 

mechanism. Closer contact of BISP Tehsil Offices with beneficiaries may help to minimize 

the filing of un-necessary complaints and follow-up visits. 

 Payment related complaint should not be registered unless the delivery period has passed 

because this results in un-necessary wastage of time in processing such complaints. 
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Payment Case Study Number: P-GB-08 

Nature of Case: Partial Payment 

Complainant/ Beneficiary: Sartaj Begum 

Wife of: Abdul Rahim 

Complainant, if not beneficiary herself: Shoaib-ur-Rehman (Son) 
Address: Village Shukyote, Muus Phari, P.O Sharote Tehsil, 

District Gilgit 

CNIC Number: 7150102149288 

PSC form number: 7591353 

Date Study Conducted 29
th
 January 2012 

 

1. Summary of the Case 
 

The beneficiary Sartaj Begum is a 50 years old uneducated woman, who lives in Village Shukyote 

of District Gilgit. Her son is the sole breadwinner of the family as her husband is aged and cannot 

work.   

 

The Poverty Scorecard (PSC) survey was conducted in her area in October 2010 after which 

Sartaj Begum received an eligibility letter for the cash grant programme from the BSIP HQ, 

Islamabad. The cash grants brought positive changes to her family and helped her resolved their 

financial issues. Her eldest son, through his personal investigation from the villagers, realized that 

all the selected beneficiaries were receiving partial payments from the local postman who was 

deducting Rs.100 per money order calling it service charges. The beneficiary’s son also got to 

know that this action of the postman is not at all permissible and that a complaint should be 

lodged at the BISP Tehsil Office. 

 

Sartaj Begum received 5 installments of Rs.2,000 each from which the postman deducted a total 

of Rs.500. A written complaint was lodged at BISP Tehsil Office by the beneficiary’s eldest son 

on 30
th
 June 2011.   

 

To find out the authenticity of the complaint, the Tehsil Office internally investigated the matter 

and found the postman to be involved in embezzlement; and forwarded the complaint to the BISP 

Divisional Office Gilgit for further actions. Upon receipt from the Divisional Office Gilgit on 15
th
 

August 2011, BISP Regional Office Gilgit sent the complaint to the Post Master, General Post 

Office Gilgit and the Director Payments BISP HQ, Islamabad for redressal.  

 

The Post Master after inspecting the issue informed the Regional Office Gilgit, that in spite of 

several complaints against the local postman, the Post Master is helpless because the senior 

management of the Pakistan Post was not taking any actions despite numerous reminders. Up till 

26
th
 January 2012 when the team visited the beneficiary, Sartaj Begum had still not recovered the 

deducted amount from the postman.  

 

2. Beneficiary/ complaints profile/ Back Ground Information 
 

Sartaj Begum is an uneducated 50 years old housewife, who lives with her husband, Abdul Rahim 

and 9 children in Village Shukyote, District Gilgit. In addition, 2 of her elder daughters are 

married and live with their in-laws. Valuing the importance of education; the beneficiary is trying 

hard to educate her children with inadequate financial support. One of her son is studying in 

Rawalpindi, while others are studying in the local schools situated around 5 kms away from their 

house. 
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Covering 8 Marlas (200 sq yds) of land, Sartaj’s house is partially built, with one room, a kitchen 

and a bathroom which is under construction. Due to the unavailability of proper drinking water 

and sanitation facilities, the entire family has to count on the irrigation channel of the village for 

daily household chores. The local residents are faced with extreme power shut issues. 

 

The beneficiary’s husband is aged and cannot work to financially support the family any further. 

Sartaj Begum’s son is the only bread winner of the household, who is employed in the 

Government Water Supply Department, Gilgit on a monthly salary of Rs.7,000.  

 

There is a small kitchen garden in the house, where the family grows seasonal vegetables 

throughout the year to meet the daily needs of the family. 

 

The village has middle and high schools as well as a Basic Health Unit (BHU). Sartaj Begum’s 

house is located 200 meters away from the main road, which is completely unpaved and 

accessibility to which is quite problematic. There is no main market in the village except six 

general stores due to which the villagers have to travel 30 kms to get to the main market.  

 

3. Beneficiaries relationship with BISP 
 

The beneficiary, Sartaj Begum had not been a beneficiary of BISP parliamentary phase. She was 

surveyed under the Poverty Scorecard (PSC) survey, which was conducted in October 2010. She 

was given an acknowledgment slip after the survey. Sartaj Begum received an eligibility letter 

from BISP HQ Islamabad acknowledging her as a potential beneficiary for the cash grant. 

 

The beneficiary knew of BISP as a programme Pakistan People’s Party (PPP) that distributes cash 

grants amongst the poor communities across the country. Sartaj Begum hardly knew anything 

regarding the complaint registration or redressal mechanism of BISP.  

 

Sartaj Begum shared that a portion of the received grants was utilized in purchasing books and 

uniforms for her school-going children, while the rest was spent on fulfilling basic needs of the 

household. 

 

4. How did the complaint/grievance emerge? 
 

Sartaj Begum’s case emerged when her son, Shoaib-ur-Rehman came to know that the postman of 

the village was deducting Rs.100 from each money order and claiming it to be a service charge.  

 

The beneficiary’s son personally investigated the matter from the villagers and it turned out that 

all of the selected beneficiaries of the area were receiving deducted amounts from the postman, 

while their thumb impressions were taken on receipts showing full payments delivered to the 

beneficiaries. 

 

In Sartaj Begum’s case, the postman has deducted a total of Rs.500 from 5 installments paid to 

her up till June 2011 each MO was of Rs.2,000. The postman was deducting Rs.100 from each 

installment. Shoaib-ur-Rehman visited the BISP Tehsil Office, Gilgit and submitted a written 

application to file the complaint on 30
th 

June 2011.  

 

5. Processing of the Case: 
 

Sartaj Begum was able to lodge her complaint at the Tehsil Office, Gilgit through her son on 30
th
 

June 2011. The complaint registration process in the Tehsil Office Gilgit is not yet computerized 

under the Complaint Management System (CMS), and, therefore, her complaint was registered 
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manually.  The complaint was forwarded to the BISP Deputy Director, Gilgit Division by the 

Assistant Director Tehsil Office Gilgit for redressal. After receipt from BISP Divisional Office 

Gilgit, BISP Regional Office Gilgit processed the complaint (Ref No. /BISP/GB-1(19)2009/601) 

to the Post Master, General Post Office, Gilgit on 15
th 

August 2011. This letter was also copied to 

Director Payments, BISP HQ Islamabad for his information and actions.  

 

A quick investigation process was also followed by BISP Tehsil Office Gilgit, which found the 

postman guilty and recovery of the deducted amounts from him was recommended in the letter 

forwarded to the Divisional Office Gilgit.  

 

On t 18
th
 August 2011, the Post Master General Post Office, Gilgit acknowledged the receipt of 

the complaint from BISP Regional Office Gilgit and immediately investigated the issue at the 

Post Office level. On the very same day, that is 18
th 

August 2011, the Post Master’s investigation 

letter (Ref No. G.6/BISP/Complaint) was addressed to the Regional Office Gilgit stating that he 

had already received numerous complaints against this particular postman but no action has been 

taken by his higher ups. Till end January 2012, when the team interviewed the beneficiary, Sartaj 

Begum had still not received the deducted amounts.  

 

Located 40 kms away from the beneficiary’s residence, the BISP Tehsil Office, Gilgit, Sartaj 

Begum’s son visited the Tehsil Office twice to get her complaint registered, which cost him 

around Rs.150 per visit. 

 

6. Observations 
 

a. General Observations 
 

A tehsil level inquiry was held by BISP Tehsil Office Gilgit before actually sending the case 

to the Divisional Office, Gilgit. The BISP Divisional Office Gilgit communicated the issue to 

BISP Regional Office Gilgit for redressal. Further taking up the case the Regional Office 

Gilgit forwarded the complaint to the GPO Gilgit with a copy to the Director Payments BISP 

HQ, Islamabad.  

 

The Post Master at the GPO Gilgit very actively looked into the case seeing that he had 

received several complaints against the same postman, who was apparently involved in such 

misappropriations for a long time. However, despite several applications to the higher offices 

of Pakistan Post, no action has been taken and the postman continues deducting money from 

the beneficiaries’ money orders.  

 

b. Observation at beneficiary level 

 

Without having a strong understanding of BISP, Sartaj Begum was found to be clueless about 

the BISP complaint registration/redressal mechanism. 

 

Furthermore, Sartaj Begum did not seem content with the BISP’s complaint management 

process since the postman continues to deduct amounts from her money orders with no action 

taken against him so far. She is still waiting for her previously deducted amounts to be 

recovered from the postman.  

 

c. Observation at BISP/ Partner agency Level 

 

In this particular case, BISP Tehsil, Divisional and Regional Offices provided active support 

in pursuing the case. While the Post Master, GPO Gilgit was quite cooperative in the entire 
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process and submitted his investigation report immediately after receiving the complaint from 

the BISP Regional Office on 18
th
 August 2011, the senior officials of Pakistan Post have still 

not taken any disciplinary action against the postman. 

 

7. Lessons learnt /Conclusion 
 

 In this case active follow-up at BISP level could not bring fruitful results as the postman 

continues deducting money illegally from the poor beneficiaries’ money orders. As senior 

officers from Pakistan Post have not taken any action against the postman involved in 

embezzlement, the proactive support and coordination of BISP could not bring any fruitful 

results.  

 

8. Recommendations 
 

 Local media should be engaged to create awareness in local communities regarding BISP so 

that the beneficiaries can easily take up their payment related issues to the Tehsil Office. This 

will help improve interaction and reduce the communication gaps between BISP offices and 

the complainants.  

 In order to avoid embezzlement by the postal services staff, the higher ups of Pakistan Post 

must ensure a quick, transparent and accountable complaint redressal. 
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Payment Case Study Number: P-GB-09 

Nature of Case: Partial Payment of BISP Money Orders by the 

Postman 

Complainant/ Beneficiary: Shah Noor 

Wife of: Rahman 

Complainant, if not beneficiary herself: Shah Noor 
Address: In Phase I: Silpe Bala P.O Gludass Tehsil Punail 

Iskoman District Ghizer 

In Phase II: Near Masjid Qaba, Anwarbagh Gahkuch 

Bubar UC 
CNIC Number: 71402-1671903-8 

PSC form number: 7380602 

Date Study Conducted 13
th
 March 2012 

 

1. Summary of the Case Study: 
 

Shah Noor, the beneficiary is a 30 years old housewife, living in a remote village Silpe Bala of 

District Ghizer. The BISP cash grants she received have brought a positive change in Shah Noor’s 

life, and made her able to deal with her financial crises to some extent.  

 

Her complaint emerged when Shah Noor’s husband and other villagers got to know about the 

illegal deductions from their Money Orders (MOs) by the local postman. The postman of the area 

was deducting Rs.100 per MO from the beneficiaries’ cash grant installments in the name of 

service charges. When the beneficiaries inquired about this deduction, they were instructed by the 

postman himself to visit the main District Post Office Ghakhuch (which is around 10 kms away) 

in case they want to receive the full amount of money order.  

 

On 17
th
 November 2011, Shah Noor’s husband visited BISP Tehsil Office Punial to let them 

know about these deductions by the postman, where he was advised to register a formal complaint 

so that necessary actions can be taken by the BISP staff. On the same day, he filed a complaint at 

BISP Tehsil Office Punial, which was forwarded to BISP Divisional Office Gilgit on 21
st
 

November 2011 for further processing.  

 

After receiving the complaint from BISP Divisional Office Gilgit, on 24
th
 November 2011, the 

Regional Office Gilgit compiled all the complaints and forwarded them to the General Post Office 

in Gilgit on 20
th 

January 2012 requesting for an inquiry. The Post Master telephonically shared 

with our team on 26
th
 January 2012 that there are numerous complaints of similar nature and the 

senior management of Postal Services Pakistan has been informed about them, but unfortunately, 

no action has been taken. The name of Ms. Shah Noor was not mentioned in the letter that was 

sent to the GPO, but instead, the case has been described in general and four names of different 

postmen from the District Ghizer were mentioned. Currently, when the field team visited the 

beneficiary in the village, they were informed that the postman is still deducting Rs.100 from each 

MO. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Shah Noor is a 30 year’s old uneducated housewife, who lives with her husband, 6 children and 

in-laws in a remote village Silpe Bala of District Ghizer. The beneficiary’s husband (Mr. 

Rahman) is a skilled Labour in the area who earns Rs.6,000 per month. Shah Noor’s children are 

all studying in the government school of the area, located 3 kms away from their house.  
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Fully constructed, the plot size of her house is 10 Marlas, comprising two rooms, one bathroom 

and a kitchen. The house has no proper water system and the family relies on the irrigation 

channel for drinking water. This channel located close to the house, is also being utilized for the 

agricultural lands of the village. A small kitchen garden is also built inside the house, which 

provides vegetables to the family throughout the year.  

 

The village is surrounded by agricultural lands and located close to the main road, which is 

completely unpaved and causes accessibility problems. A government hospital is located 20 kms 

away from the main Gahkuch town. The village has few small stores, and the villagers have to 

travel 20 kms to 30 kms to travel to the nearest commercial market.   

 

3. Beneficiary’s Relationship with BISP 
 

Shah Noor Bibi is a beneficiary in both Phase-I and Phase-II of BISP Cash Grants Programme.  

 

She received 10 installments under the parliamentarian phase. Shah Noor Bibi’s house was visited 

by the survey team during the Poverty Scorecard (PSC) survey, held in October 2010.  The 

beneficiary had a valid CNIC at the time of the survey, which was presented to the survey team. 

She was given an acknowledgement slip by the survey team also. She received a formal eligibility 

letter from BISP. 

 

Shah Noor knew nothing about the BISP programme; however after guidance from BISP staff at 

Tehsil Office, her husband managed to lodge a complaint at the Tehsil Office Punial on 17
th
 

November 2011. 

 

The beneficiary shared that she utilizes her cash grants in purchasing clothes and books for her 

children. 

 

4. How did the complaint/grievance emerge? 
 

Being an eligible beneficiary of the BISP cash grant programme, Shah Noor was regularly 

receiving her Money Orders (MOs) through the local postman. The postman, however, used to 

illegally deduct Rs.100 per MO calling it a service charge. He further told the beneficiaries that 

they needed to visit the main District Post Office Ghakhuch, which is 10 kms away, in case they 

want to receive full payments.  

 

Initially, the beneficiary was not aware of the fact that the postman was not allowed to deduct any 

amount from the MOs. Later it was discovered through discussion with other beneficiaries and 

finding it a common problem of all beneficiaries, Shah Noor’s husband, Rahman went to BISP 

Tehsil Office Punial on 17
th
 November 2011 to inform them about the postman’s embezzlement.  

 

The Tehsil Office Punial staff has been very cooperative and guided Rahman about the complaint 

registration process. On the same day, Rahman filed a written complaint there.   

 

The visit to file this complaint at the Tehsil Office Punial cost Shah Noor’s husband Rs.60. 

 

5. Processing of the Case 
 

The beneficiary’s husband lodged a complaint at the Tehsil Office Punial, against the postman on 

17
th
 November 2011. The Tehsil Office Punial forwarded the complaint to the Divisional Office 

Gilgit on 21
st
 November 2011 (Ref No- 225AD-PUN/GZR/2011). The Regional Office Gilgit 

received the complaint from the Divisional Office Gilgit on 24
th
 November 2011. The Regional 
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Office Gilgit collected all such similar complaints and forwarded them to the Post Master, 

General Post Office Gilgit on 20
th
 January 2012 with a covering letter. This letter stated the 

overall situation of District Ghizer with regards to such partial payments without listing the 

complainants’ names. However, it did mention the names of four postmen from the district that 

were supposedly involved in such deductions from the beneficiaries’ money orders. 

 

On 26
th
 January 2012, a telephonic interview was conducted by our team with the Post Master, 

General Post Office Gilgit. He shared that such complaints against the postmen have been sent to 

him (and he has forwarded these to his higher postal authorities?) but, unfortunately, actions are 

still pending by the senior officials of Pakistan Post. In the absence of any punitive action, the 

postman of the area is still deducting Rs.100 per MO from the beneficiaries. 

 

6. Observations: 
 

a. General Observations: 

 

The BISP Tehsil Office and Post Office both lack an effective record management system.  

 

Neither of them has the capacity to efficiently manage the cases in terms of record keeping 

where it often takes hours to locate one particular case from their records, eventually leading 

to delayed follow-ups. 

 

Mostly, the beneficiaries do not have a strong knowledge of the BISP cash grant programme. 

There is minimal interaction between the Tehsil Office Punial and the beneficiaries.   

 

b. Observations at the beneficiary level 

 

Shah Noor had no knowledge about the BISP complaint registration process; however, staff at 

BISP Tehsil Office Punial, guided her husband to file a complaint against the postman. The 

beneficiary household relies on a minimum salary of Rs.6,000 per month and the cash grants 

have contributed towards resolving her financial issues. 

 

c. Observations at BISP/Partner agency level 

 

Pakistan Post, in this particular case, remained inactive and did not play any role in resolving 

the complaint. The Regional Office, Gilgit took up the issue and forwarded the beneficiary’s 

complaint along with others to the Post Master, General Post Office Gilgit for redressel. The 

Post Master already had a stack of complaints against many postmen, which were forwarded 

to the senior officials of Pakistan Post but appropriate actions have not been taken.  

 

7. Lessons learnt/Conclusion 
 

 Despite several complaints by the General Post Office, Gilgit to the senior higher ups of 

Pakistan Post there has been no action and the postmen of different areas in District Ghizer 

are still deducting money from the beneficiaries’ MOs.  

 In the absence of the Complaint Management System (CMS), record keeping at the BISP 

Tehsil Office Punial was quite unsatisfactory. 

 The communication gap between the BISP Tehsil Office and the beneficiaries is causing 

delays in complaints registration/redressal. Awareness raising campaigns amongst the 

beneficiaries about details of the BISP programme must be initiated.  
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8. Recommendations 
 

 To ensure a fast paced redressel system, the Complaint Management System (CMS) has to be 

up and running at all levels in the BISP offices. 

 The communication gap between BISP offices and Pakistan Post should be reduced through a 

well-designed communication strategy. 
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Payment Case Study Number: P-AJK-01 

Nature of Case: Partial Payment of money orders 

Complainant/ Beneficiary: Zohra Khatoon 

Wife/ Widow/ Daughter of: Fazal ur Rehman 

Complainant, if not beneficiary herself: N/A 

Address: Dharok, Rawalakot 

CNIC Number: 82303-7892307-6 

PSC form number: 2289741 

Date Study Conducted 13-Jan-2012 

 

1. Summary of the Case Study  
 

Zohra Khatoon wife of Fazal ur Rehman informed Assistant Director BISP about her complaint 

on 1
st
 November 2011 stating that she did not receive the full amount of money order as the 

Branch Post Master deducted between Rs.100 to Rs.200 from each MO.  

 

The following BISP instalments were shown as delivered / paid to her by Pakistan Post in the 

Payments Detail: Rs.9,000 (3 money orders for Rs.3,000 each generated on 25
th
 April 2010); 

Rs.4,000 (flood payment generated on 16
th
 Aug 2010); Rs.3,000 (generated on 2

nd
 June 2010) and 

Rs.2,000 (generated on 28
th
 February 2011) but she said that the postman was deducting some 

amount from each of these money orders. Furthermore MOs were not being delivered at her 

home; and she had to go and collect them from the Post Master.  

 

The written complaint of partial payment was registered in Tehsil office Rawalakot on 1
st
 

November 2011 during a field monitoring visit by Assistant Director Sanam who found that the 

Branch Post Master Faizi was deducting about Rs.200 per Rs.2,000 from each beneficiary. 

Assistant Director Sanam took action on Zohra’s complaint and with the help of Assistant 

Complaints solved this issue. In the next installment Assistant Director Sanam verified that 

Branch Post Master Faizi had stopped deducting the amount from money orders, and, delivered 

the payment at Zohra’s door step. 

 

2. Receiver Woman / Complainant’s Profile and Background Information 
 

Zohra wife of Fazal ur Rehman is a resident of Dharok Village UC Dhamni. Zohra is 32 years old 

mother of 4 children, 3 of whom are getting an education in a private school. Her husband is 

working in Rawalpindi. Zohra lives in her parents’ home. 

 

Dharok is a poor village located about 9 kilometres away from Rawalakot city. This village is 

situated on very high mountains with houses scattered over a large distance. Government school 

and dispensary is about 7 to 8 kilometres away from the village. The house she lives in with her 

husband is on 3 marla, built with block and cement. It has two rooms, one wash room and a 

katcha courtyard in front. There is a no kitchen in the house. The family has some basic furniture 

such as charpais (beds), a fridge, a television and chairs. 

 

Zohra was declared as a beneficiary after PSC Survey also and started getting her cash grant 

instalments. Her mother and sister are also declared as beneficiaries but they have a CNIC 

discrepancy. She informed that the cash grant was being used for household expenses. 

 

3. Receiver Woman / Complainant’s Relationship with BISP 
 

Zohra considers BISP to be a government organization managing Peoples’ Party scheme for 

distributing money among the poor. Her family has been a Peoples’ Party supporter for a long 
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time and so her husband went to the local MLA who helped her in getting the cash grant under the 

parliamentarian’s program. 

 

The PSC Survey team came to their village and filled the poverty score card. She and her brother 

gave the required details to the survey team. She showed her CNIC to the surveyors who entered 

the data as well as asked them questions about various household items to complete the survey 

form. After filling the survey form, the survey team gave her the acknowledgement slip for future 

reference. The Team told her that if her form is accepted by BISP she will be receiving a cash 

grant of Rs.1,000 every month which will be delivered by the postman at her doorstep. 

 

4. How the complaint emerged 
 

BISP Tehsil offices Rawalakot like other AJK Tehsil offices makes 10 phone calls per day to 10 

beneficiaries for monitoring payment/delivery of money orders. Through these calls they verify 

whether beneficiaries are receiving full payment and the postman is not deducting any amount 

from their money orders. When the Assistant Director, BISP Tehsil office Rawalakot, phoned 

Zohra to verify the payment situation, Zohra complained that she was not getting the full amount 

of money orders being issued in her name. The post master was deducting some amount from 

each money order on the pretext that he is deducting for the rent of the post office premises and 

other expenses. Zohra asked the Assistant Director to register her complaint to make the postman 

pay full amount of BISP cash grant. 

 

The Assistant Director visited her home to verify the telephonic complaint. She asked the Branch 

Post Master and other beneficiaries to verify what amount was shown as delivered and how much 

was actually received by the beneficiaries. After verification, the AD registered her complaint on 

1
st
 November 2011. 

 

5. Processing the Complaint 
 

Assistant Director Sanam took action against Zohra’s complaint and with the help of Assistant 

Complaints solved this issue. She went to the Branch Post Master’s office with Zohra and other 

women and in front of the women she inquired about what amount was written on the MO and 

what was actually paid by the Branch Post Master. 

 

The Assistant Director met the beneficiary and postman at the same time to sort out this 

complaint. When the post master accepted that he was deducting some money she asked him to 

pay it back to the complainant or she would forward the complaints to Post Office Rawalakot. 

The post master paid back the illegally deducted amount to Zohra, requested them not to forward 

this complaint, and ensured them that this would not happen in future. 

 

They did not forward this case to Post Office Rawalakot to avoid serious action that may have 

been taken against the Branch Post Master i.e. termination of his services. They warned the 

Branch Post Master and stopped him from deducting payments as a “Tip” from beneficiaries’ 

money orders. Branch Post Master accepted his mistake and promised not to do this again. On 

payment of the next installment Assistant Director Sanam verified that Branch Post Master Faizi 

did not deduct any payment and also that he delivered the money orders at Zohra’s door step. The 

Assistant director submitted this case as her achievement in the monthly report submitted to BISP 

Divisional Office Rawalakot. 
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6. Observations: 
 

a. General Observations 

 

Presently BISP complaints process is based on hand written filing / redressal of complaints 

while the prescribed Complaints Management System is not yet operational. The staff is 

keeping the complaints in a file. They forward complaints to regional office and Divisional 

office regularly on monthly basis but they did not forward Zohra’s case to Regional 

/Divisional Director till the case was solved. They usually discuss the complaints with 

Divisional Office verbally. There is no computer available for the Assistant director, who 

sometimes uses her personal laptop or the PCs of Assistant Complaints Officers. 

 

b. Observations at Beneficiary Level 

 

The beneficiary was included in BISP under the Parliamentarian phase. She was satisfied with 

the result of the complaint and is now receiving the money at her doorsteps through the 

postman. She was declared as an eligible beneficiary after the PSC survey (PMT score is 

13.59).  

 

c. Observations at BISP / Payment Agency Level 

 

When a payment complaint is registered at BISP Tehsil Office, Rawalakot, it is filed with 

other complaints in a file. It is not entered in any register. The complaint of partial payments 

is not sent for processing to the Divisional office and such cases are dealt with personally by 

the Assistant Director. After solution of a case, she submits the progress to BISP Regional 

Office in her monthly report. The Assistant Director is also involved in actively monitoring 

the payments whenever a new installment of BISP cash grant in issued to the beneficiaries. 

 

The Post office was not involved in this case. Complaints of this type are mostly being dealt 

by the Assistant Director herself at BISP Tehsil Office level by meeting the postman or 

postmaster and getting the complaints resolved.  

 

7. Lessons Learnt/ Conclusions 
 

 In this case, the receiver woman/ complainant was educated and read about the actual 

payment distributed by the BISP on the money order slip. As she was aware of the amount of 

grant and had access to telephone facility she was able to have her complaint heard, she also 

managed to follow up with a written complaint. 

 The complaint wasn’t formally forwarded to Pakistan Post for redressal but was solved by 

asking the postman to repay the deducted amount to the complainant and not repeat the 

offence in future. BISP relations with the Post office as payment agency are of vital 

importance, and informal social pressure is seen as a necessary tool for redressal of 

complaints. 

 

8. Recommendations 
 

 Efforts should be made to let the beneficiary know beforehand the date and amount of the 

payments. In this way the possibility of misappropriation by the payment agency can be 

minimized. Display of beneficiary lists with amount of current instalments in the relevant post 

offices and Tehsil offices will help in minimizing the possibility of misappropriation. 

 It is important that awareness should be created about where a receiver woman / complainant 

may file her complaint and also for the beneficiary not to give any kind of “Tip” to the post 
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man or some other person for receiving cash grant. Electronic media may be used to promote 

this awareness and social pressure may be used to enforce fairness. 

 Informal resolution or verbal solution of complaints may result in collusion between BISP 

and Pakistan Post Staff. A certain number of MOs may not be paid. If someone complains, 

the BISP staff calls the postman and the complainant gets paid. Whoever files her complaint 

gets her money, and, the MOs of those who do not complain may be shared. It would, 

therefore, be wise to follow the formal mechanisms for redressal of complaints at Post office 

rather than rely on informal social pressure. 
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Payment Case Study Number: P-AJK-02 

Nature of Case: Partial  Payment of Money Orders 

Complainant/ Beneficiary: Fozia 

Wife of: Shahzad Sher 

Complainant, if not beneficiary herself:  
Address: Nai Abadi Janyal Samwal Sharif 

CNIC Number: 81202-9399405-4 

PSC form number: 7402365 

Date Study Conducted 12
th
 January 2012 

 

1. Summary of the Case Study 
 

Fozia wife of Shahzad Sher in her written complaint filed with the BISP Divisional Office 

Mirpur, stated that four money orders (MOs) for BISP installments on the 11
th
 April 2011 

amounting to Rs. 8,000 were shown as delivered / paid to her by Pakistan Post in the “Payments 

Detail” although she did not receive the full amount and received only Rs. 7,700 at the door step 

of her home. 

 

The complaint of partial payment was registered in BISP Tehsil office Mirpur telephonically on 

the 11
th
 April 2011. It was verified that Branch Post Master Azeem was cutting Rs. 300 from each 

beneficiary as a “Tip”. The written complaint about this partial payment was forwarded to BISP 

Divisional Office Mirpur and this complaint was sent to Post Office Samwal Shareef on the 12
th
 

April 2011. 

 

The complaint was sent by BISP to Pakistan Post Mirpur for and after a departmental inquiry on 

the 4
th
 May 2011, Divisional superintendent Postal Services terminated the services of Branch 

Post Master Azeem. The entire process was completed within one month and Fozia got back her 

misappropriated amount of Rs.300 on the 17
th
 May 2011.  

 

2. Receiver Woman/ Complainant’s Profile and Background Information 
 

Fozia wife of Shahzad Sher is a resident of Nai Abadi Janyal Samwal Shareef Tehsil and District 

MirPur. She is a 42 year old illiterate woman and the mother of 5 children. Two of her five 

children are getting an education. Her husband is doing labor work and his monthly income is 

around Rs. 5,000. 

 

Janyal is a poor village located about 10 kms away from the main road. The street leading to 

Fozia’s house is unpaved and without any drainage system. The house she lives in with her 

husband is a 3 marla, brick and mud house, comprising of two rooms and a kaccha courtyard in 

front. There is no kitchen and bathroom in the house. The family has some basic furniture such as 

charpai and chairs. 

 

Fozia informed the case team that the BISP cash grant provided for her children’s meals, 

education and also partially paid for repairs made to her.  

 

3. Receiver Woman/ Complainant’s Relationship with BISP 
 

Fozia considers to be a Peoples’ Party scheme for distributing money amongst the poor and its 

government organization. Fozia’s family has been Peoples’ Party supporters for a long time and 

so her husband went to the local MLA Mohammad Arshad who helped her in getting the cash 

grant under the parliamentarian’s program. 
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The survey team came to Fozia’s mohallah and filled the poverty score card. She and her husband 

provided the required details to the survey team. She showed her CNIC to the surveyors who 

entered the data as well as asked them questions about various household items to complete the 

survey form. After filling the survey form, the survey team gave her the acknowledgement slip for 

future reference. The Team told her that if her form got accepted by BISP she will begin receiving 

a cash grant of Rs. 1,000 every month which will be delivered by the post man at her doorstep.  

 

4. How the Complaint Emerged 
 

Initially, when the branch postman paid Rs. 7,700 as cash grant at Fozia’s door step, she didn’t 

know how the cash grant reached her. When the BISP team called on her for monitoring purposes 

and informed her about the amount of money orders generated in her name, she told them that she 

had received Rs. 7,700 instead of Rs. 8,000 and asked them to write her complaint against partial 

payment. After that she and her husband went to Post Office Samwal to register her complaint 

verbally. Fozia told us that the “post man deducted this amount without informing her or asking 

her permission”. 

 

The next day BISP Assistant Director Taimor went to verify similar complaints and after 

verification he again registered her complaint in a form (designed by BISP Regional office AJK) 

but did not provide any acknowledgement slip to her. She filled the form and put her thumb 

impression on it. The complaint at BISP Tehsil Office was entered in a register and the 

application kept in a file. Every application is kept in this same file and a simple register is 

maintained by the Complaints Assistant. However the status and nature of complaint was not 

mentioned in this register.  

 

5. Processing of the Complaint 
 

First, Fozia received a telephone call from BISP Tehsil Office Mirpur regarding the verification 

of payment. Then during the visit of Assistant Director, he again verified Fozia’s complaint. The 

complainant also filed an application addressed to the Benazir Income Support Program and gave 

it to Assistant Director on 12
th
 April 2011. BISP Tehsil Office forwarded her complaint to 

Divisional Director Dr. Imtiaz Ahmed of BISP Divisional Office Mirpur. A copy of 

complainant’s CNIC and Payment Details showed that the MOs for these BISP installments had 

been delivered, and this was attached with her complaint and forwarded to Divisional office. 

 

Divisional Director Imtiaz Ahmad sent this letter to Divisional Post office who forwarded this 

complaint to Divisional Superintendent Sardar Ikhlaq for further action and enquiry. He 

personally visited the complainant immediately and called the Branch Post Master to BISP Office 

for enquiry and clarification on 4
th
 May 2011. After confession of Branch Post Master, he 

terminated the services of said Branch Post Master. 

 

MLA Mohammad Arshad Smawal Shareef was also involved in this case to put pressure on 

postman to reimburse the so called “bukhsheesh” to the beneficiaries. 

 

On 16
th
 May 2011 the Branch Post Master Azeem came to BISP Divisional Office Mirpur, he 

submitted a written confession letter and asked for pardon and assured Assistant Director that he 

would not repeat the offence. He admitted to being found guilty in the inquiry conducted by BISP 

Field Supervisor, the Assistant Director, and the post office (copy of his confession letter was 

attached with this case and was available with the BISP officials). The Post master reimbursed the 

misappropriate payment to Fozia and asked the complainant to forgive him. 
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A departmental enquiry was conducted by Pakistan Post and result of enquiry put in separate file 

in post office Mirpur. One copy of the Enquiry Report was sent to Mr. Zubair Alam, the Deputy 

Post Master General Muzafarabad on 16
th
 September 2011.  

 

6. Observations: 
 

a. General Observations 

 

The prescribed BISP complaints process is based on manual filing / redressal of complaints 

while the Complaints Management System is yet to be made operational. Presently the staff is 

maintaining the complaints record in a register and file. They do not forward complaints to 

the Regional Office and the Divisional Office regularly but they forwarded Fozia’s case to the 

Divisional Director for action. 

 

The staff usually discusses complaints verbally with the Divisional Office because they are 

located in the same building and this is convenient.  There is no computer available in BISP 

Tehsil Office for the Assistant Director and Assistant Complaints officer. 

 

b. Observations at Beneficiary Level 

 

The beneficiary has five children while her husband is doing labour work and her monthly 

income is approximately Rs. 5,000. The beneficiary was included in BISP Phase I under the 

parliamentarian program. She was satisfied with the result of the complaint and had no issue 

with receiving the money at her doorsteps through the postman. 

 

Two money orders for Rs. 2,000 each have been generated in October 2011 and December 

2011 but have not been delivered to her. 

 

c. Observations at BISP / Payment Agency Level 

 

When a payment complaint is registered at BISP Tehsil / Divisional Office, such as Mirpur, it 

is filed with other complaints in a file and entered in a register. The complaint is sent for 

processing to the Divisional Office or Payment Agency as needed. On submission of the 

Enquiry result conducted by Pakistan Post, the result is filed in the same complaints file and 

no further action is taken. The complainant’s statement attached to the result generally shows 

that she is satisfied with the result of the enquiry and that her complaint has been addressed. 

 

Proper procedure of departmental enquiry was adopted in this case by the Post Office. The 

Divisional Director used his personal relations with the post office officials and MLA Arshad 

to solve this case quickly. 

 

After the inquiry and report, all evidence has been put in the file and kept in Post Office 

Mirpur, but a copy of the Enquiry Report regarding Fozia’s case has been submitted to BISP 

Divisional Office. However Fozia did get back her misappropriated amount of Rs. 300. 

 

7. Lessons Learnt/ Conclusions 
 

 In this case, the receiver woman / complainant did not know about the actual amount of 

money orders generated by BISP, however, BISP monitoring team visiting her village 

informed her about the actual amount of money orders and then she realized that the postman 

has deducted Rs. 300 from the amount payable to her.  
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8. Recommendations 
 

 The beneficiary should be informed about the approximate time when she may receive the 

grant as well as the amount of grant. This will reduce the possibilities of misappropriation by 

the employees of the payment agency.  

 The display of list of beneficiaries and the MOs generated in her name at BISP Tehsil Offices 

and relevant post offices will help in minimizing the possibility of misappropriation by the 

payment agency.  
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Payment Case Study Number: P-AJK-03 

Nature of Case: Partial Payment 

Complainant/ Beneficiary: Tasweer Bibi 

Wife of: Muhammad Mehmood 

Complainant, if not beneficiary herself: Muhammad Rasheed (neighbour) 
Address: Chandeera village, Post Office Charkpura Domail, 

Muzafarabad 

CNIC Number: 82203-5034765-8 

PSC form number: 7848870 

Date Study Conducted 5
th
 February 2012 

 

1. Summary of the Case Study 
 

In her written complaint filed with the BISP Tehsil office on 15
th
 April 2011, Muzafarabad, 

Tasweer Bibi wife of Muhammad Mahmood stated that two money orders from BISP generated 

on 16
th
 August 2010 for Rs. 4,000 and 29

th
 December 2010 for Rs. 3,000 total Rs. 7,000 were 

shown as delivered/ paid to her on 3
rd

 September 2010 and 9
th
 February 2011 in her “Payments 

Detail”, but she did not receive the full amount and received only Rs. 6,700. 

 

The written complaint of partial payment was registered in BISP Tehsil Office Muzafarabad on 

15
th
 Apr 2011 and it was verified during field monitoring visit of BISP Assistant Director 

Haseena that Branch Post Master was deducting Rs. 100 from each beneficiary on each 

installment (e.g if installment came of Rs. 1,000 then Postman deducted Rs. 100 and from Rs. 

3,000 deducted Rs. 300). She informed the beneficiaries about what amount has been generated 

by BISP in their name and compared it with what was received by them from postman. This was 

also verified from other beneficiaries of the same village that Branch Post Master was deducting 

some amount from the money orders paid to the beneficiaries. 

 

Asst Director Haseena verified Tasweer Bibi’s claim and with the help of PPP village committee 

chairman Rasheed resolved this issue. They did not forward this case to Post office Muzafarabad . 

Branch Post Master Nishat, who is also managing a business (running Kiryana shop) in the 

village, accepted her mistake after 2 or 3 meetings and was asked not to do this again. 

 

During the payment of her next installment BISP Asst Director from the BISP Tehsil Office 

Muzafarabad ensured that the Branch Post Master did not deduct any amount from the money 

orders and paid the full amount at Tasweer’s door step. 

 

2. Beneficiary/ Complainant’s Profile and Background Information 
 

Tasweer Bibi wife of Muhammad Mahmood is a resident of Chandeera village. She is 36 year old 

mother of four children, three of whom are getting education. Her husband is jobless and disabled 

(his one hand is not working). Tasweer Bibi’s daughter earns money by sewing cloths. 

 

The house she lives in with her family is situated on a three marla plot. The house is semi pucca 

and has one room and a wash room. There is a katcha courtyard in front of the house. There is a 

no kitchen and food is cooked in the open courtyard. The family has some furniture like beds and 

chairs. 

 

Chandeera is a remote village located about 22 kms away from Muzafarabad city. This village is 

situated on mountain top. Being in a hilly area, the village has no streets or proper drainage 

system.  
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She informed that the cash grant was spent on food and children’s education but now after the 

PSC survey, her PMT is more than 20 and she has not been selected as a beneficiary for BISP 

Phase II cash grants. 

 

3. Beneficiary’s Relationship with BISP 
 

Tasweer Bibi considers BISP to be a Peoples’ Party scheme for distributing money among the 

poor and that it is a government organization. Being Peoples’ Party supporter since long, her 

husband went to the local MLA who helped her in getting the cash grants under BISP Phase I. 

 

PSC Survey team came to their village and filled poverty score card forms of the villagers. She 

and her husband gave the required details to the survey team. She showed her CNIC to the 

surveyors who entered the data as well as asked some questions about various household items 

and completed the survey form. After filling the survey form, the survey team gave her an 

acknowledgement slip for future reference. The Team told her that if her form got accepted at 

BISP office she will be receiving a cash grant of Rs. 1,000 every month which will be delivered 

by the post man at her doorstep. 

 

4. How did the complaint emerge? 
 

When the branch postman paid her Rs. 6,700 she asked the postman to pay the remaining amount 

as the money orders totaled up to Rs. 7,000. In reply, the Postman said that the remaining amount 

(Rs. 300) was his fee which included the post office charges and cost of photocopies. She went to 

her neighbour, Rasheed who is the Chairman of PPP Village Committee and informed him about 

this incident. 

 

After a brief discussion, she gave him a written complaint that was addressed to BISP Tehsil 

Office Muzafarabad and requested him to submit it on her behalf. Rasheed visited the BISP Tehsil 

Office and submitted her application there. Asst Director in the BISP Office registered her 

complaint. 

 

5. Processing of the Case 
 

Rasheed submitted Tasweer Bibi’s complaint at the BISP Tehsil Office Muzafarabad on 15
th
 

April 2011. Asst Director registered the complaint and personally visited the Post office for 

investigation and verification of the complaint. She asked the Branch Post Master and inquired 

from other beneficiaries that how much cash grant was generated in their names and how much 

has been received by them. 

 

BISP Asst Director involved PPP Village Committee Chairman Rasheed and other members in 

this case. Branch Post Master accepted her mistake and asked Tasweer Bibi to forgive him. 

Branch Post master promised Asst Director not to repeat this mistake again. 

 

Due to the pressure from stakeholders, the Asst Director did not forward the case to the Post 

Office for investigation. However, she was able to solve the case with assistance from the village 

elders and committee members. 

 

The Asst Director also followed up during the subsequent distribution of cash grant installments 

and asked Tasweer Begum whether she has received the full amount. Tasweer Bibi confirmed that 

she was paid the total amount of the money orders without any deductions.  
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6. Observations: 
 

a. General Observations 

 

The prescribed BISP complaints process is based on manual filing of complaints while the 

Complaints Management System is still not functional. Presently, the staff is maintaining the 

complaints record in a register and file. 

 

They share all complaints with BISP Divisional Office Muzafarabad regularly on a monthly 

basis, but due to political and social influence they did not forward Tasweer’s case to the 

BISP Regional Director for further actions. The cases are usually discussed verbally between 

Divisional and Tehsil offices because both the offices are established in the same building. 

 

There is no computer available for Asst director and Asst complaints at BISP Tehsil Office, 

and on some occasions, the Assistant Director is forced to use her personal laptop. 

 

b. Observations at Beneficiary Level 

 

Tasweer Bibi has a large family of nine members and also her husband is a disabled person. 

The family has limited income resources. 

 

Tasweer Bibi was satisfied with the result of the complaint and had no issues with receiving 

the money as she received it through the Postman at her residence. However, she is unaware 

that after the PSC survey, her PMT score is 20 and she has become ineligible to receive more 

grants. She, however, considers that this is due to filing a complaint and said that “my 

payments have stopped after lodging complaint against the postman”. 

 

c. Observations at BISP/Payment Agency Level 

 

When a payment complaint is received at the BISP Tehsil Office Muzafarabad, it is filed with 

other complaints. This complaint was not sent for further action to the Regional Office and 

was dealt with by the Asst Director herself. Once she resolved the complaint, she prepared a 

report and submitted it to the Regional office with her monthly report. 

 

In this particular case, the Post Office was not involved at any level. The complaint was 

handled by the Asst Director with support of the local political person. 

 

7. Lessons Learnt/ Conclusion 
 

 In this case, the beneficiary/complainant was educated and read the actual payment on the 

money order otherwise she could have been deprived of her money. 

 

8. Recommendations 
 

 The chances for misappropriation of money orders (partially or fully) can be greatly reduced 

by better transparency and awareness. If the beneficiary knows about what amount has been 

generated in her name, the issue of misappropriation can be reduced. Lists of beneficiaries 

whose MOs have been generated with amount of MOs should be displayed at relevant BISP 

Tehsil Offices as well as the Post Offices. 
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Payment Case Study Number: P-AJK-04 

Nature of Case: Partial Payment  

Complainant/ Beneficiary: Shameem Akhter 

Wife of: Akber Din 

Complainant, if not beneficiary herself: Self  
Address: Nai Abadi Janiyal, Samwal Sharif, Mirpur 
CNIC Number: 82103-6102741-8 

PSC form number: 7402364 

Date Study Conducted 6
th
 February 2012 

 

1. Summary of the Case Study 
 

In her written complaint filed on 11
th
 April 2011 with the BISP Tehsil Office, Mirpur, Shameem 

Akhter wife of Akbar Din stated that four money orders (MOs) of BISP installments, generated 

on 28
th
 February 2011 amounting to Rs. 8,000 were shown as delivered/ paid on 15

th
 April in her 

Payments Detail, although she received only Rs. 7,700 at her door step. (She maintains that the 

amount was delivered on 11
th
 April 2011 although her Payment Detail shows the delivery date as 

15
th
 April). 

 

The complaint of partial payment was registered with BISP Tehsil Office Mirpur on 11
th
 April 

2011. During monitoring visit of BISP officials, through discussions with many beneficiaries it 

was found that Branch Post Master Azeem was deducting some amount from each beneficiary on 

each installment. The complaint was forwarded to BISP Divisional Office Mirpur and to the 

relevant Post office of Samwal Shareef on 12
th
 April 2011. The complaint was sent by BISP to 

Pakistan Post Mirpur for further inquiry. 

 

After departmental inquiry on 4
th
 May 2011, DSPS terminated the services of Branch Post Master 

Azeem and ensured that he reimbursed the remaining payment of Shameem Akhter. The Post man 

submitted a written confession and muafinama in BISP Divisional Office Mirpur but he had 

already been terminated by Pakistan Post. The entire process was completed in about a month and 

Shameem Begum got back her misappropriated payment of Rs. 300 on 17
th
 May 2011. 

 

2. Beneficiary/Complainant’s Profile and Background information 
 

Shameem Akhter wife of Akber Din is a resident of Nai Abadi Janiyal, Samwal Shareef, Tehsil 

and District Mirpur. Shameem Akhter is a 40 year old illiterate woman. She is mother of three 

children and all are getting education. Her husband is a manual labourer and his monthly income 

is around Rs. 5,000. 

 

Janiyal is a remote village located about 10 kms away from main road. The street leading to her 

house is unpaved and without any drainage system. The house she lives in with her family is 

situated on a three marla plot. The house is semi-pucca and comprises of two rooms and a katcha 

courtyard which is in front of the house. There is no kitchen and bathroom in the house. The 

family has some furniture like beds and chairs. 

 

She informed that the cash grant was utilized on children’s food and education and repairing of 

house. 
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3. Beneficiary’s Relationship with BISP 
 

Shameem Akhter considers BISP to be a Peoples’ Party scheme for distributing money among the 

poor and that it is a government organization. Being Peoples’ Party supporters since long, her 

husband went to the local MLA Mohammad Arshad who helped him in getting the cash grant 

under parliamentarian’s program. 

 

A PSC Survey team came to their mohallah and filled poverty score card forms. She and her 

husband gave the required details to the survey team. She showed her valid CNIC to the surveyors 

who entered the data and asked them questions about various household items to complete the 

survey form. 

 

After filling the survey form, the survey team gave her an acknowledgement slip for future 

reference. The Team told her that if her form got accepted at BISP office she will start receiving a 

cash grant of Rs. 1,000 every month which will be delivered by the post man at her doorstep. She 

does not know that after the PSC survey she has become a beneficiary for Phase II (PMT score 

13.81) as she has not received an eligibility letter from BISP. 

 

4. How did the complaint/grievance emerge? 
 

When the branch postman paid cash grant of Rs. 7,700 at Shameem’s doorstep, being illiterate she 

did not know how much cash grant was sent by BISP through these money orders. Then BISP 

team from the Tehsil office Mirpur (Assistant Director) called her on 11
th
 April 2011 for verifying 

her payments, she told them that she received only Rs. 7,700. They advised her to file a complaint 

of partial payment. After that she and her husband went to BISP Tehsil Office to register her 

complaint verbally. Shameem Akhter told us that the “postman deducted the amount without 

informing us or taking permission from us”. 

 

The next day BISP Assistant Director Taimoor went to verify the many complaints regarding 

partial payments in this area by the postman and after verification he again registered her 

complaint. She put her thumb impression on the complaint and filed it but an acknowledgement 

slip was not provided to her. The complaint at BISP Tehsil Office was entered in a register which 

is maintained by the Complaints Assistant. 

 

5. Processing of the Case 
 

The complainant filed an application addressed to Divisional Director, BISP Divisional Office 

Mirpur and gave it to the Asst Director on 12
th
 April 2011. A copy of complainant’s CNIC and 

Payment Details were attached to her complaint. 

 

Divisional Director Mirpur Mr. Imtiaz Ahmad sent this complaint on 12
th
 April to the Post office 

and also forwarded this to the Divisional Superintendent Postal Services Mirpur, for enquiry. 

After confession by the Branch Post Master, the DSPS terminated his services. The result of this 

departmental enquiry by Pakistan Post was kept in a separate file in the post office Mirpur and 

one copy was sent to the DPMG Muzafarabad on 16
th
 September 2011. The result of the enquiry 

was not communicated to the beneficiary or BISP by Pakistan Post. 

 

Divisional Director Mirpur personally visited the complainant and called the Branch Post Master 

to the BISP Office for enquiry and clarification on 4
th
 May 2011.  On 16

th
 May 2011 Branch Post 

Master Azeem came to BISP Divisional Office Mirpur. He submitted a written confession letter 

and asked for pardon and ensured the Assistant Director that he would not indulge in such 

irregularity again, however, the case had already been forwarded to Pakistan Post for enquiry. The 
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Post Master reimbursed the previously deducted amount of Rs. 300 to Shameem Akhtar. MLA 

Mohammad Arshad Samwal Shareef was also involved in this case to put pressure on the postman 

to reimburse the deducted amount to the beneficiary. 

 

6. Observations: 
 

a. General Observations 

 

The prescribed BISP complaints process is based on hand written filing/redressal of 

complaints while the Complaints Management System is yet to be made operational. 

Presently the staff is maintaining the complaints record in a register and file. They usually do 

not forward complaints to BISP Regional Office and Divisional Office Mirpur daily but they 

forwarded Shameem’s case instantly to the Divisional Director so that her complaint may be 

processed at the earliest. 

 

b. Observations at Beneficiary Level 

 

Her husband is a daily wager and his meager income is hardly enough to meet day to day 

needs. She wants her children to get good education.  She was satisfied with the result of the 

complaint and had no issue with receiving the money at her doorsteps through postman. 

 

c. Observations at BISP/Payment Agency Level 

 

When a payment complaint is registered at BISP Tehsil/Divisional Office, Mirpur, it is filed 

with other complaints in a file. It is also entered in a register and sent for processing to the 

Divisional Office or Pakistan Post, as needed. 

 

Divisional Director BISP with the help of post office staff and MLA Arshad resolved this 

case quickly. 

 

The proper procedure of departmental enquiry was adopted in this case by Pakistan Post and 

the guilty Branch Post Master was dismissed from service. 

 

7. Lessons Learnt/ Conclusion 
 

 In this case, the receiver woman/ complainant did not know about the actual amount of 

money orders distributed by the BISP. She came to know about this amount when BISP 

Tehsil Office staff phoned her to monitor payments.  

 Due to active involvement of Divisional Director BISP and area MLA, the complaint was 

informally decided very quickly and the complainant got back her money. 

 Pakistan Post conducted a formal enquiry and the guilty branch postmaster was removed from 

service. 

 

8. Recommendations 
 

 In case the beneficiary knows when and what she will receive, the possibility of 

misappropriation by payment agency may be minimized. Display of beneficiary lists with 

amount of current installments at BISP tehsil offices and relevant post office will help in 

minimizing the possibility of misappropriation by payment agency. 

 Payment related complaints must be forwarded to Pakistan Post for formal investigation so 

that the standard procedures regarding complaints about misappropriation of money orders 

may be followed. 
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Payment Case Study Number: P-AJK-05 

Nature of Case: Partial Payment 

Complainant/ Beneficiary: Sadar Jan 

Daughter of: Sardar Jam Ali 

Complainant, if not beneficiary herself: Muhammad Rasheed (neighbour) 
Address: Chandeera village, Post Office Domel Charkpura, 

District Muzafarabad 

CNIC Number: 82203-9213964-2 

PSC form number: 7849047 

Date Study Conducted 6
th 

February 2012 

 

1. Summary of the Case Study 
 

Sadar Jan, daughter of Sardar Jam Ali, is a 48 years old divorced woman who lives with her 

brother’s family in Chandeera village, Muzafarabad. In her written complaint filed on 15
th
 April 

2011, Sadar Jan stated that Rs. 100 per every Rs. 1,000 had been deducted from two of her BISP 

money orders amounting to Rs. 7,000 generated on 16
th
 August 2010 and 29

th
 December 2010.  

 

Although the full amounts were shown as delivered on 7
th
 September 2010 and 11

th
 February 

2011, respectively in her “Payment Details”, she maintains that she only received Rs. 3,600 and 

Rs. 2,700 instead of Rs. 4,000 and Rs. 3,000. 

 

The written complaint of partial payment was registered at BISP Tehsil Office Muzafarabad on 

15
th
 April 2011 and was verified during a field monitoring visit by Assistant Director, Ms. 

Haseena where other beneficiaries were also asked if the branch Post Master was deducting any 

amount from their money orders. It was discovered that the branch Post Master was indeed 

deducting generally Rs. 100 per Rs. 1,000 from all installments and from all beneficiary.  

 

BISP Tehsil Office did not forward this case to Post Office Muzafarabad. Ms. Haseena Assistant 

Director, BISP took action on Sadar Jan’s application. Branch Post Master, Nishat, who is also 

running a shop in the village, admitted his mistakes after two or three meetings and promised that 

this will not happen again. Sadar Jan took help of the PPP village committee Chairman Rasheed 

to file her complaint and to get her complaint resolved. 

 

During the payment of the next installment, Assistant Director, Ms. Haseena ensured that Branch 

Post Master Nishat did not deduct any amount from Sadar Jan and delivered the full payment at 

her doorstep.  

 

2. Beneficiary/Complainant’s Profile/Background Information 
 

Sadar Jan, daughter of Sardar Jam Ali is a resident of Chandeera village, District Muzafarabad.  

 

Sadar Jan is a 48 years old woman, who is divorced. She has one daughter and one son. Her 

daughter is married and her son is living with her ex-husband. Sadar Jan lives with her brother’s 

family. She lives in a 10 Marlas concrete house. She has one room to herself while the washroom 

is common. 

 

Chandeera is a remote village located about 22 kms away from Muzafarabad city. The village is 

situated on a mountain top. It is a hilly area and there are no paved streets and no proper drainage 

system.  
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She informed that the cash grants she received during BISP Phase I were utilized on purchase of 

her medicines but she does not know that she is no longer an eligible beneficiary as her PMT 

score is higher than the cutoff rate. 

 

3. Beneficiary’s Relationship with BISP 
 

Sadar Jan has limited knowledge about BISP. She considered it to be a government organization 

led by Peoples’ Party for distributing money amongst the poor. Being ardent Peoples’ Party 

supporters, her (then) husband went to the local MLA who helped Sadar Jan in getting the cash 

grant under the parliamentarian Phase-I.  

 

When the BISP survey team visited their village for filling the PSC forms, they also went to Sadar 

Jan’s house. She and her brother shared the required details with the survey team. She showed her 

CNIC to the surveyors, who entered the data as well as asked them questions about various 

household items to complete the survey form.  

 

After filling the survey form, she was given an acknowledgement slip for future reference. The 

team told her that if her form got accepted at the BISP Office, she will start receiving a cash grant 

of Rs. 1,000 per month, which will be delivered by the postman at her doorstep.   

 

4. How did the Complaint/grievance Emerge? 
 

The branch postman paid Rs. 3,600 and Rs. 2,700 to Saddar Jan at her doorstep instead of her full 

installments worth Rs. 4,000 and Rs. 3,000 delivered in September 2010 and February 2011 

respectively. Though she is illiterate, her nephew read the money order slips and asked the 

postman why he had deducted some amount. The postman replied that it is his fee, and also 

includes the cost of photocopies and postal charges.  

 

She and her nephew Murad went to her neighbour, Rasheed who is the chairman of PPP village 

committee and told him about the incident. After a brief conversation, she gave him a written 

complaint, which was addressed to BISP Tehsil Office Muzafarabad and asked him to submit that 

on her behalf. Rasheed visited the BISP Tehsil Office, Muzafarabad and submitted her 

application. The Assistant Director registered her complaint and verified the contents during a 

field monitoring visit.  

 

5. Processing of the Case 
 

Rasheed submitted Sadar Jan’s complaint at the BISP Tehsil Office, Muzafarabad on 15
th
 April 

2011. The BISP Assistant Director registered her complaint and visited the post office to examine 

and verify the matter. She asked the Branch post master and other beneficiaries how much 

payment is delivered and received by them.  

 

Assistant Director, Ms. Haseena involved PPP village committee chairman Rasheed and other 

members in this case. The Branch Post Master admitted his mistake and asked Sadar Jan to 

excuse him. Branch Post master promised the Assistant Director that he would not repeat this 

mistake again. 

 

The BISP Assistant Director did not forward this case to the Post Office Muzafarabad for further 

action due to political and social pressure. She managed to solve the case with the help of village 

elders and village committee members. 
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The Assistant Director also checked the next installment of cash grant deliveries and asked Sadar 

Jan whether or not she had received full payment. Sadar Jan confirmed that she had received full 

payment without any deduction. 

 

6. Observations 
 

a. General Observations 

 

Presently, the staff shares all complaints with BISP Divisional Office/Regional Office 

regularly on a monthly basis, but due to political and social influence they did not forward 

Sadar Jan’s case to the Regional Director for further actions. They mostly discuss the 

complaints verbally with the BISP Divisional Office because both offices are in the same 

building. There are no computers available for Assistant Director who often uses her personal 

laptop; and Assistant Complaint Officer. 

 

b. Observations at beneficiary Level 

 

She followed the complaint herself and was helped by a local politician. The beneficiary was 

satisfied with the result of the complaint. She told us that “my payments have stopped after 

lodging complaint against the postman”, thinking that perhaps filing her complaint was the 

reason why future installments were stopped.  She is unaware that after the PSC survey, her 

PMT score is higher than the cut-off rate and she has become ineligible to receive cash grants 

in Phase-II.  

 

c. Observations at BISP / Payment Agency Level 

 

When a payment complaint is registered at BISP Tehsil Office, Muzafarabad, it is filed with 

other complaints manually. These are then sent to other relevant offices for further processing 

and required actions to be taken. 

 

Sadar Jan’s complaint was not sent for further processing to the BISP Divisional Office or 

any office of Pakistan Post and was dealt by Assistant Director herself. After resolving the 

case, she submitted the report to the BISP Regional Office with her monthly report. 

 

Post office was not involved in this case. The role of the Assistant Complaints was also 

minimal in this case. The entire process was mostly dealt by the Assistant Director herself.  

 

7. Lessons Learnt/ Conclusion 
 

 In this case, the receiver woman/complainant’s family was educated and read the money 

order slips and were aware of how much amount has been generated and ought to be paid to 

them.   

 There should be a strong monitoring system for branch Post Offices to avoid such type of 

partial payment cases in future. 

 

8. Recommendations 
 

 A letter of intimation should be sent to the existing beneficiaries to inform them about the 

discrepancy/eligibility status after the PSC Survey. 

 Verbal or informal redressal of complaints is prompt and helps the beneficiaries in recovering 

the misappropriated amounts from the postmen; however, these do not help in correcting the 

organizational problems 
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Payment Case Study Number: P-AJK-06 

Nature of Case: Partial Payment 

Complainant/ Beneficiary: Hameeda Begum  

Wife of: Noor Hussain  

Complainant, if not beneficiary herself: N/A 
Address: Nae Abadi Samwal  

CNIC Number: 81101-1219973-6 

PSC form number: 7402357 

Date Study Conducted 1
st
 October 2011 

 

1. Summary of the Case Study 
 

The field supervisor of BISP Mirpur Divisional office who monitors cash grant delivery in 

Samwal Shareef found out, during a field visit, that Hameeda Begum did not receive the full 

amount due to her; the Postman deducted Rs. 300 from her total amount. He asked Hameeda 

Begum to inquire about her remaining amount from the post man.  

 

She found that according to her Payments Detail, four money orders totaling Rs. 8,000 were 

generated in her name on 28
th
 February 2011 and delivered/paid to her by Pakistan Post on 15

th
 

April 2011. She had actually received Rs. 7,700 from the Post Office Samwal Shareef. 

 

The Field monitor asked her to submit written complaint regarding this illegal deduction of Rs. 

300. He filled her complaint on the standard form for such complaints with her permission and 

took her thumb impression .The written complaint of this partial payment was forwarded to the 

BISP Divisional Office Mirpur and this complaint was also sent to the Post Office Mirpur on 12
th
 

April 2011. 

 

The complaint was sent by BISP to Pakistan Post and was also discussed verbally between BISP 

Divisional Director Mirpur and the Divisional Superintendent Postal Services (DSPS) Mirpur.  

 

The DSPS reported on 13
th
 April 2011 that Post man Azeem had agreed to reimburse the 

misappropriated amount.  

 

The Postman submitted a written confession (muafinama) to the BISP Divisional Office 

promising not to do it again. Hameeda Begum got the misappropriated amount from the postman 

on 17
th
 May 2011. The entire process was completed within one month. 

 

2. Beneficiary/ Complainant’s Profile and Background information 
 

Hameeda Begum, wife of Noor Hussain is a resident of Nae Abadi Janyal, Samwal Shareef, 

Tehsil and District Mirpur. She is a 55 years old illiterate lady. She has three children and all are 

getting an education. Her husband has a general store and his monthly income is around Rs. 

8,000. 

 

The house she lives in is situated on a four Marla plot. The house is pacca and comprises of two 

rooms a kitchen and a bathroom. There is a katcha courtyard in the front of the house. The family 

has some furniture; beds and chairs, and a TV. The street leading to her house is unpaved and 

without any drainage system. Janyal is a remote village located about 10 kms away from the main 

road. 
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3. Beneficiary’s Relationship with BISP 
 

Hameeda Begum considers BISP to be a Peoples’ Party scheme for distributing money amongst 

the poor. Being Peoples’ Party supporters since long, she along with her husband went to the local 

MLA representative Mohammad Arshad who helped her in getting the cash grant under the 

Parliamentarian’s Phase of the program.  

 

When the survey team visited their mohalla for filling the Poverty Score Card forms, she invited 

them to her house. She and her husband gave the required details to the survey team. She showed 

her CNIC to the surveyors who entered the data as well as asked them questions about various 

household items to complete the survey form. After filling the survey form, the survey team gave 

her an acknowledgement slip for future reference. The team told her that if her form got accepted 

by BISP she will start receiving a cash grant of Rs. 1,000 every month which will be delivered by 

the post man at her doorstep. She was unaware that after the PSC survey, her PMT score is 13.81 

and she has again become eligible for receiving BISP cash grants. 

 

She said that the cash grant installments were spent on her medicine and the children’s food and 

education. 

 

4. How did the complaint/grievance emerge? 
 

When the postman started bringing money orders to the other eligible women in the locality, she 

went to the Post Office Samwal Shareef on 11
th
 April 2011 to check her payment details. The post 

man Azeem told that her name is on the beneficiaries list and he paid Rs. 7,700 to her. The 

Postman deducted Rs. 300 from her payment as a ‘tip’ without telling her. Hameeda begum did 

not know that how much payment was generated in her name. 

 

The Field Supervisor of BISP Divisional Office Mirpur who monitor’s cash grants delivery in 

Samwal Shareef asked from her found that Hameeda Begum had not receive the full amount and 

pointed out that the Postman had deducted Rs. 300 from it. 

 

5. Processing of the Case 
 

The Field Supervisor asked her to submit a written application regarding the deduction of Rs. 300.  

 

He filled the standard complaints form and affixed her thumb impression. The complaint at BISP 

Tehsil Office was entered in a register which is maintained by the Complaints Assistant. A copy 

of the complainants CNIC and Hameeda’s ‘Payment Details’, showing that the MOs for these 

BISP installments have been delivered, were also attached with her complaint. She was not given 

any acknowledgement letter or slip after registration of her complaint. 

 

BISP Tehsil Office forwarded the case to BISP Divisional Office and Post Office Mirpur on 12
th
 

April 2011.  Divisional Director Imtiaz Ahmad sent the letter to the DSPS Office for further 

action and enquiry. Postman Azeem was called to BISP Office for inquiry and clarification on 4
th
 

May 2011. After he confessed, the DSPS terminated the Post Master’s services. MLA 

Mohammad Arshad of Samwal Shareef was also involved in solving this complaint; he put 

pressure on the Postman to reimburse the remaining amount to the beneficiary. 

 

On 16
th
 May 2011, Postman Azeem came to BISP Divisional Office Mirpur and submitted a 

written confession letter and asked to be pardoned and forgiven. He ensured the Assistant 

Director that he would not make the same mistake again. He admitted that he was found guilty in 
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the joint inquiry carried out by the BISP Field Supervisor, Asst Director and Post Office officials. 

He reimbursed the payment to Hameeda Begum in front of the BISP Field Supervisor.  

 

There was no written letter received in response to the ‘embezzlement letter’ sent to the Post 

Office. But they did, however, conduct a departmental inquiry and put the results of the inquiry in 

a separate file in the Post Office Mirpur and sent one copy of the inquiry result to the Deputy Post 

Master General Zubair Alam in Muzafarabad on 16
th
 September 2011 for his records.  

 

6. Observations 
 

a. General Observations 

 

There is no computer available for the Assistant Director and Assistant Complaints at BISP 

Tehsil Office but it is commendable that the Office is still very efficient. The Field Supervisor 

discovered the misappropriation and BISP staff saw the process through to ensure that the 

complainant got the amount deducted illegally. 

 

b. Observations at Beneficiary Level 

 

She personally followed up the case in the BISP offices and received her remaining amount. 

She was satisfied with the result of the complaint and had no issue with receiving the money 

at her doorsteps through postman. She went twice with her son to BISP Tehsil Office Mirpur 

for the follow-up of her complaint. 

 

c. Observations at BISP/Payment Agency Level 

 

The field monitoring visits by BISP staff were beneficial because the beneficiaries were 

informed about the amounts they were supposed to receive and any complaints arising from 

non-payment or partial payment were registered. Divisional Director BISP forwarded the case 

to the post office and immediate action was taken by the post office officials. The proper 

procedure for departmental enquiry was adopted in this case by post office. MLA Arshad also 

exerted his influence which helped in resolving the case swiftly. 

 

7. Lessons Learnt/ Conclusion 
 

 In this case, the complainant did not know about the actual amount of money order generated 

in her name by BISP. The field monitoring visits by BISP staff were beneficial because the 

beneficiaries were informed about the amounts they were supposed to receive. She also did 

not know where and how to file her complaint and was helped by BISP monitoring staff. 

 

8. Recommendations 
 

 BISP staff should test-check/ confirm the money being received by beneficiaries and compare 

it with the money order generated in her name. 

 Display of lists at relevant Post offices and BISP Tehsil Offices, showing the money orders 

generated for different beneficiaries, will help in creating awareness and reducing 

misappropriations. 

 There is a need to create awareness about where and how a complaint can be filed by a 

beneficiary. 
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Payment Case Study Number: P-AJK-07 

Nature of Case: Farzana Bibi 

Complainant/ Beneficiary: Non-payment of 5 MOs for Rs. 16,000 

Wife of: Hukam Dad 

Complainant, if not beneficiary herself: Herself  
Address: Muslimabad Post office Kahori, Galvati Kalas, 

Muzafarabad 

CNIC Number: 8220377402586 

PSC form number: N/A 

Date Study Conducted 2
nd

 February 2012 

 

1. Summary of the Case Study 
 

Farzana Bibi w/o Hukam Dad lodged a complaint with Post Office on 24
th
 March 2011, 

Muzafarabad. In it she stated that 4
th
 installments of Rs. 3,000 and one installment Rs. 4,000, 

totaling Rs. 16,000 were not paid to her by the postman even though they were shown as 

delivered in her Payment Detail. 

  

The complaint of non-payment was registered by Farzana Bibi at the Post Office Muzafarabad on 

24
th
 March 2011 on a stamp paper. Following this an internal inquiry was held by the Divisional 

Superintendent Postal Services (DSPS) Muzafarabad Division, Mr. Mohammad Arif and 

information regarding the behavior of the Postman Naseer was collected from the field and from 

other beneficiaries. The outcome of the inquiry was never made public and the findings have not 

been shared with BISP. 

 

On 16
th
 June 2011, Farzana Bibi gave a statement before the inquiry team that she had received 

‘all installments’ and that she officially withdrew the complaint against the postman. The 

statement was made on plain paper and witnessed by the Assistant Superintendent Postal Services 

(ASPS) plus two other witnesses. On the same day a report was sent by the DSPS Muzafarabad 

recommending to the DPMG Muzafarabad that the postman Naseer should be dismissed on the 

ground that he delivered her MOs two months late. This was acted upon and Naseer was removed 

from service. The entire process was completed within 4 months. 

 

During discussion with the beneficiary on January 2012 she claimed that she had not received the 

payment; the statement she gave on 16
th
 June 2011 rebutting her original accusation was signed 

by her only because she succumbed to social pressures.  

  

2. Beneficiary/ Complainant’s Profile/Background Information 
 

Farzana Bibi, wife of Hukamdad is a resident of Muslimabad Galvati Kalas, Muzafferabad. She is 

a 35 years old lady who has had no formal education. She is the mother of two children, one is 

three and the other is five years old. 

  

The house she lives in with her husband is situated on a 5 Marlas plot. Cement blocks have been 

used to construct the walls of the house instead of mud bricks and it has a corrugated metal roof.  

 

There is no kitchen or bathroom in the house; food is cooked in the open katcha courtyard in the 

front of the house. There is no furniture other than some beds and chairs. 
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Her husband is a driver whose monthly income is less than Rs. 7,000. He is the household head 

and sole provider for the family. Farzana Bibi is a housewife who takes care of all the domestic 

affairs of the household. 

 

Muslimabad Heer kotli is an isolated village located far away from the main road and is situated 

at a height of almost 15,000 to 18,000 feet above sea level. The narrow road leading to the village 

is katcha and very dangerous. At least a four hour walk is required to reach the Kahori van stop 

from the village. From the van stop it takes a 40 to 50 minute bus ride is to reach Muzafarabad 

city.  

 

3. Beneficiary’s Relationship with BISP 
 

Farzana Bibi considers BISP to be a Peoples’ Party scheme for distributing money amongst the 

poor. Having been Peoples’ Party supporters for many years, she, along with other women of the 

village went to the local MLA representative Ms. Noreen Arif who helped her in getting the cash 

grant under the Parliamentarian’s Phase of the program.  

 

When the PSC survey team visited their village to identify potential beneficiaries, her husband 

invited them to their house. She and her husband gave all the required details to the survey team. 

She showed her CNIC to the surveyors who entered the data as well as asked questions about 

various household items; they used the data to complete her form.  

 

After filling the survey form, the survey team gave her an acknowledgement slip for future 

reference. The Team told her that she would be receiving a cash grant of Rs. 1,000 every month 

which will be delivered at her doorstep by the post man. She has not received an eligibility/ 

discrepancy letter from BISP and did not know anything about the complaint redressal system. 

She informed the case team that the cash grant installments she received were spent on purchasing 

food for her family for repairing to their home.  

 

Farzana Bibi stated that initially she had received a total of four MO’s of Rs. 3,000 each. The 4 

MOs that she received were paid to her on 15
th
 October 2009, 10

th
 September 2009, 10

th
 

November 2009 and the 4
th
 was generated on 14

th
 January 2010 (delivery date was not mentioned 

in her Payment Detail). 

 

4. How did the complaint/grievance emerge? 
 

She stated in her application that 4
th
 installments of Rs. 3000 and one installment of Rs .4000 

were not paid by the postman Mr. Naseer.  

 

She got her Payment Details checked and found that 5 money orders were shown as delivered/ 

paid to her but were actually not paid to her. The 5 MOs that are the subject of this complaint 

were generated on 8
th
 April, 2010, 2

nd
 June 2010, 7

th
 July, 2010, 16

th
 August 2010, and 29

th
 

December 2010. These were shown as delivered on the 17
th
 May 2010, 19

th
 July 2010, 25

th
 

August 2010, 17
th
 September 2010 and 25

th
 February 2011. The payment for August was a ‘flood 

payment’ and all the rest were from the Parliamentarians’ Phase of the program. 

 

She visited the post office, with other aggrieved women of the village but they did not get a 

satisfactory response from the postman; he told her that her MOs were returned back to BISP due 

to reasons he did not specify but promised to take care of it soon. The postman also asked her not 

to revisit the post office as he would bring the MOs to her.  
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She waited two months for her money orders. When they were not delivered, she submitted a 

complaint at the post office. Initially she submitted a hand written application and afterwards re-

submitted her complaint on stamp paper on 24
th
 March 2011. No receipt or slip was given to her 

by post office staff who registered her complaint. 

 

Her home is far away from post office and it requires almost a whole day’s travel to submit a 

complaint application or make enquiries. She is a poor woman and for her first visit to the post 

office she spent Rs. 500 on transportation. For the next visit, in order to save transport costs, she 

covered half the distance on foot by walking for five hours. 

 

5. Processing of the Case 
 

The complainant submitted her complaint to the Post office Muzafarabad on 24
th
 March 2011.  

 

The complaint was forwarded by the Senior Post Master to the DSPS for further action. The 

DSPS took notice of the complaint and forwarded the case to the ASPS for investigation. 

 

The ASPS summoned the postman and complainant on 16
th
 June 2011 at Post Office 

Muzafarabad. Mr. Khalid Field inspector was appointed as inquiry officer and he was in charge of 

conducting the enquiry. 

 

Before the inquiry, postman Naseer met with Farzana Bibi and promised her that he would return 

the outstanding MOs if she changed her statement in front of the inquiry officer. She did so and 

stated in front of the inquiry officer that the complaint was due to a misunderstanding and that she 

had in fact received all her payments. 

 

Written statements were obtained from the complainant and postman in the presence of witnesses 

Mohammad Yaqub and Mohammad Sadique of the same village, Muslimabad who wrote that the 

payment was done in their presence. 

 

The concerned postman Raja Naseer stated that he had been delivering BISP MOs in village 

Muslimabad and has been delivering all MOs of the complainant to her at her home. In response 

to the question that, if he had delivered all the MOs to the complainant at her house, why was the 

complaint lodged, he replied that he had been delivering the MOs and does not know why it was 

launched; it must have been a misunderstanding. In response to another question he stated that he 

had been delivering BISP MOs in line with official instructions, i.e. after taking a copy of the 

beneficiary’s CNIC and after obtaining witness signatures. The same procedure was adopted with 

the complainant’s MOs. 

 

In the covering letter, the DSPS summarized the findings of the inquiry committee. It said that 

“the Complainant has declared in her written statement that she has received the full amount of 

BISP MOs due to her.” 

 

The redressal process of this complaint at the Post Office took about three to four months. The 

inquiry report was submitted to the DPMG. The DSPS after preparing the inquiry report 

recommended dismissal of the postman to the DPMG AJK on 16
th
 June 2011. However BISP 

relevant offices were not informed about the complaint and inquiry report. Postman Naseer was 

dismissed after the inquiry on the grounds that he was delivering MOs almost 2 months late to 

beneficiaries. Actually, during an interview with the DSPS the case team was informed that Postal 

Service staff knew that the postman is guilty and that he pressurized the beneficiaries to change 

their statements against him, that’s why the DSPS recommended his dismissal against the charges 

of late delivery.  
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BISP Divisional Office and Tehsil office Muzafarabad do not have a copy of the complaint or 

enquiry result of the case. Even the Asst Director BISP was not aware of the enquiry and the 

results of the case.  

 

During discussion with the beneficiary on January 2012 she claimed that she had not received the 

payment; the statement she gave on 16
th
 June 2011 rebutting her original accusation was signed 

by her only because she succumbed to social pressures. 

 

6. Observations 
 

a. General Observations 

 

Pakistan Post followed the complaint redressal process in line with their standard process for 

redressal of complaints regarding fraudulent misappropriation of Money orders. It is 

commendable that the Inquiry Officer saw through the fact that the complainant had been 

pressurized into changing her statement. He ensured that justice was done. 

 

b. Observations at Beneficiary Level 

 

The beneficiary is a housewife and has two children. She is illiterate and manages the internal 

affairs of the household. The household head is her husband who has a meager income of Rs. 

7000. She is unaware that after the PSC survey, her data does not exist on BISP website. She 

does not know whether she is eligible or not in BISP Phase II for receiving BISP cash grants. 

 

c. Observations at BISP/Payment Agency Level 

 

Standard procedure was adopted by the post office in resolving the case. An enquiry officer 

was appointed and the enquiry was attended by the complainant and the respondent postman 

at the relevant post office. 

  

It has been observed that the enquiry of a complaint is usually completed in less than two 

month but in this case it took about three months. In case of misappropriation, disciplinary 

action is taken against the accused postal staff which may lead to dismissal from government 

service like in this case post man Raja Naseer was dismissed after a thorough enquiry. 

 

7. Lessons Learnt/ Conclusion 
 

 In this case, the complainant submitted her complaint to Post office Muzafarabad and BISP 

Divisional or Tehsil Office Muzafarabad was not informed about the case. 

 Pakistan Post has an established complaint redressal mechanism regarding non-payment of 

money orders and the same is being used for investigating complaints of non-recipient of 

BISP money orders. However, during discussion with the beneficiary on January 2012 she 

claimed that she had not received the payment; and the statement she gave on 16
th
 June 2011 

rebutting her original accusation was signed by her only because she succumbed to social 

pressures. 

 

8. Recommendations 
 

 BISP staff should test check some complaints similar in nature to this one to ensure whether 

the beneficiaries have actually got their payment back or not. 
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Payment Case Study Number: P-AJK-08 

Nature of Case: Non-Payment of 5 MOs of Rs. 16,000 by the Postman 

Complainant/ Beneficiary: Khatoon Bibi 

Wife of: Miandad 

Complainant, if not beneficiary herself: Herself  
Address: Muslimabad, Heer Kutli, Kahori, Muzafarabad  
CNIC Number:  82203-0131366-2 

PSC form number: 7869324 

Date Study Conducted 27
th
 January 2012 

 

1. Summary of the Case Study 
 

Khatoon Bibi, wife of Miandad lodged a complaint with the Post Office in Muzafarabad on 24
th
 

March 2011, in which she stated that 4 cash grant installments of Rs. 3,000 each and one 

installment of Rs. 4,000, thus totalling Rs. 16,000 generated during January 2010 to August 2010 

were not paid to her by the postman, although these were shown as delivered to her in her 

Payment Details. The dates shown on the payment details for delivery of these five Money Orders 

(MOs) are 17
th
 May, 20

th
 July, 25

th
 August, 17

th
 September of 2010 and 11

th
 February 2011. 

 

This complaint of non-payment was written on stamp paper and attested by witnesses. It was 

forwarded to the Divisional Superintendent Postal Services (DSPS) for an enquiry. During the 

inquiry proceedings, Khatoon Bibi gave a statement on 16
th
 June 2011 that she had received ‘all 

installments’ and that she would like to withdraw her complaint against the postman. The 

statement was on plain paper and was witnessed by the Assistant Superintendent Postal Services 

(ASPS) plus two other witnesses. 

 

On the same day a report was sent by DSPS Muzafarabad recommending to the Deputy Post 

Master General Muzafarabad that the postman Naseer should be dismissed on the ground of 

delivering money orders two months late, and there were a number of similar complaints against 

him. This was carried out and Naseer was removed from his position as a postman. 

 

Postman Naseer registered a case in court against DSPS Muzafarabad claiming that despite 

Khatoon Bibi stating that she had received her payment, he was dismissed on the general 

allegation of late delivery of a number of money orders. 

 

When the case was discussed with the beneficiary, Khatoon Bibi in January 2012 she was 

adamant that she had still not received the payment till then and that the statement of 16
th
 June 

2011 made in front of the enquiry team was due to social pressure exerted by the postman. 

 

2. Receiver Woman/ Complainant’s Profile and Background Information 
 

Khatoon Bibi, wife of Miandad is a resident of Muslimabad Post Office Kahori, Tehsil 

Muzafarabad of District Muzafarabad. She is a 36 years old illiterate mother of 5 children. Three 

boys are studying and two children are too young to go to school. Her husband is a driver and 

their monthly income is less than Rs. 6,000. 

 

Muslimabad is a poor village located about 35 kms away from the main road and at a height of 

about 15,000+ feet. The road is dangerous as it is steep and narrow. To reach the post office, 

Khatoon must take a 4 hour walk to reach the Kahori van stop, and then take a 40 to 50 minutes 

ride on a vehicle headed to Post Office Muzafarabad. 
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The house she lives in with her husband is a 5 Marlas cement block house with corrugated sheet 

roof, comprising two rooms and a katcha courtyard in front. There is no kitchen or bathroom in 

the house and the family has some basic furniture. 

 

Khatoon Bibi stated that the cash grant she received was spent on purchase of food items and the 

repair of their house.  

 

3. Receiver Woman/ Complainant’s Relationship with BISP 
 

Khatoon Bibi is not very clear about BISP and its programs. She considers this to be a Peoples’ 

Party scheme for distributing money amongst the poor. Since her family has been Peoples’ Party 

supporters for a long time now, she, along with her father-in-law, Talib Hussain went to the MLA 

Noreen Arif who helped her in getting the cash grant during the parliamentarian phase.  

 

When the survey team visited their village to fill the Poverty Scorecard (PSC) Survey in late 

2010, her husband invited them to her house. She and her husband gave the required details to the 

survey team and Khatoon Bibi showed her CNIC to the surveyors who entered the data and asked 

them questions to complete the survey form. After filling the survey form, the survey team gave 

her an acknowledgement slip for future reference. 

 

The survey team also told her that if she is eligible she will start receiving a cash grant of Rs. 

1,000 every month, which will be delivered by the postman at her doorstep. Khatoon Bibi was not 

informed that she had been declared ineligible for receiving the cash grant as her PMT score of 

21.30 is much higher than the cutoff score. 

 

4. How did the Complaint Emerge? 
 

Khatoon Bibi received her 1
st
 MO of Rs. 3,000 in September 2009; the 2

nd
 and 3

rd
, both of Rs. 

3,000 each in October 2009; and the 4
th
 of Rs. 3,000 on 10

th
 November 2009. The postman 

delivered these installments to her house without any issues. Another MO, which was generated 

on 14
th
 January 2010, and was shown as delivered in the Payments Detail but does not have a 

delivery date or time mentioned. However, Khatoon Bibi did not complain about this MO. 

 

Later, during 2010, the postman would bring MOs to the other eligible women in the locality but 

not to Khatoon Bibi. She started worrying that she wasn’t getting her MOs and so in January 

2011, she went with other village women, also accompanied by her father-in-law to the post 

office to ask about the situation from the postman. 

 

She asked the postman for her money orders and he said that he had misplaced her payment but 

he would find it and give it to her soon. The postman asked Khatoon Bibi not to visit the post 

office again as he would ensure that she is paid at the earliest. She waited another 2 months for 

the payment to materialize and then she submitted a complaint at the Divisional Post Office 

Muzafarabad. Initially, she submitted a hand written application and after that she submitted her 

complaint on stamp paper on 24
th
 March 2011. No receipt was given by the post office but they 

kept the information in a file. 

 

As Khatoon Bibi’s home is quite far from the post office it took her a whole day to submit her 

complaint. She is a poor woman and spent Rs. 500 on transport for her single visit. After the 1
st
 

visit, she could not afford the transport cost and she covered more than half the way by taking a 5 

hour-walk.  
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5. Processing of the Complaint 
 

The complainant filed an application addressed to the Divisional Post Office Muzafarabad on 24
th
 

March 2011. The complaint was forwarded by the Senior Post Master, Muzafarabad to the 

Divisional Superintendent and Muzafarabad for further action. The Divisional Superintendent 

marked the complaint and forwarded it to Assistant Superintendent (Investigation), Muzafarabad. 

 

Assistant Superintendent (Investigation) visited the field for processing of complaint. The 

complainant, Khatoon Bibi was called for inquiry on 16
th
 June 2011 at Muzafarabad Post Office.  

 

ASPS, Mr. Khalid conducted the Enquiry. Written statements were obtained from the 

complainant and postman in the presence of witnesses Mohammad Yaqub and Mohammad 

Sadique from the same village, Muslimabad. The witnesses certified that payment of MOs has 

been made in their presence. 

 

The complainant’s statement which was recorded by the ASPS, Muzafarabad sub-division, had 

her thumb impression and was properly verified and witnessed by the two persons including the 

village shop keeper, Mohammad Sadique and Mohammad Yaqub. 

 

The concerned postman, Raja Naseer stated that he had been delivering BISP MOs to the villagers 

of Muslimabad including all the MOs to the complainant at her house. Raja was then asked why a 

complaint been lodged if he had delivered the MO’s to the complainant, to which he replied that 

he did not know of any such complaint.  

 

In the covering letter, the DSPS summarizing the findings of the inquiry stated that: “the 

Complainant has admitted in her written statement that she received full amount of BISP MOs 

while also voluntarily requesting closing of the case for non-payment of said money orders.” 

 

The process for redressing this complaint at the Post Office took about 3 months. On 16
th
 June 

2011, the DSPS recommended to the DPMG AJK, the dismissal of the postman, due to a number 

of similar complaints regarding late delivery of money orders. 

 

Khatoon Bibi has not been informed of the result of the Enquiry of her complaint. BISP Regional 

Office, AJK and BISP Tehsil Office Muzafarabad have neither a copy of the complaint nor were 

provided with the Enquiry Report. 

 

6. Observations 
 

a. General Observations 

 

There is no computerized system available at the post office and the complaints process is 

presently based on hand written and typed filing/redressal of complaints. Presently, the staff is 

maintaining the complaints record in a register and file. They also prepare a summary of 

complaints for submission to higher offices. Pakistan Post followed the complaint redressal 

process in line with their standard process for redressal of complaints regarding 

misappropriation of money orders. 

 

b. Observations at Beneficiary Level 

 

The beneficiary was included in BISP under the Parliamentarian phase. She was not satisfied 

with the result of the complaint because she had to give factually incorrect statement before 

the inquiry officer due to social pressure of village elders and the postman. In the inquiry she 
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was compelled to state that she had received all payments, although she still claims that she 

did not receive any of the pending amounts.  

 

c. Observations at BISP / Payment Agency Level 

 

When a payment complaint is received at Divisional Post Office, Muzafarabad, it is filed with 

other complaints. It is also entered in a register. The complaint is sent for processing to the 

Assistant Superintendent Postal Services (ASPS).  

 

An Enquiry Officer is appointed and the inquiry (attended by the complainant and the 

postman) is conducted at the relevant post office. After inquiry by the payment agency, 

generally it is observed that no further action is required as the complainant is generally 

satisfied after her complaint is addressed. It has been observed that the inquiry of a complaint 

is usually completed in less than 2 months. In case of misappropriation, disciplinary action is 

taken against the relevant postal staff, which may lead to their dismissal from government 

service such as in this case the postman Raja Naseer was dismissed from service.  

 

7. Lessons Learnt/ Conclusions 
 

 In this case, the receiver woman/complainant submitted her complaint to Post Office 

Muzafarabad. The BISP Divisional and even Tehsil Office Muzafarabad were unaware of the 

case.  

 Pakistan Post has an established complaint redressal mechanism regarding non-payment of 

money orders and the same is being used for investigating complaints of non-receipt of BISP 

money orders. Proper process was followed for the resolution of this case, but due to the 

social pressure on Khatoon Bibi, she submitted a factually incorrect statement regarding 

receipt of all money orders, which she now denies and maintains that she did not receive her 

money orders. 

 

8. Recommendations 
 

 Joint enquiry of complaints (by Post Office and BISP officials) may reduce the social 

pressure on the complainant. In this case, it appears that the beneficiary did not get her money 

and that after registering a complaint she submitted an incorrect statement saying that she has 

received her money orders. The social pressure that caused her to make this inaccurate 

statement may be countered by the presence of a BISP official during the enquiry process.  

 Beneficiaries of the BISP Phase I should have been informed after the conclusion of the PSC 

survey whether they were found to be eligible or not by sending them an eligibility or 

ineligibility letter so that they know whether to expect further cash payments or not. 
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Payment Case Study Number: P-AJK-09 

Nature of Case: Non Payment of Rs.16,000 by Pakistan Post 

Complainant/ Beneficiary: Shaheen  Bibi 

Wife of: Muhammad Muzaffar 

Complainant, if not beneficiary herself:  

Address: Muslimabad, Village Heer Kutli, PO Khaori, 

Muzafarabad 

CNIC Number: 82203-8491399-0 

PSC form number: 7868192 

Date Study Conducted 5
th
 February 2012 

 

1. Summary of the Case Study  
 

In her written complaint filed with the Post Office Muzafarabad on 24
th
 March 2011, Shaheen 

Bibi stated that four installments of Rs. 3,000 each and one installment of Rs. 4,000 (total Rs. 

16,000) were not paid to her by the postman even though they were shown as delivered on her 

Payments Detail. 

 

The complaint was on official stamp paper and was attested. An inquiry was held by the 

Divisional Superintendent Postal Services (DSPS), Muzafarabad Mohammad Arif and 

information regarding postman Naseer was collected from the complainant and other 

beneficiaries. The outcome of the inquiry was never made public and the findings have not been 

shared with BISP. 

 

During Enquiry, Shaheen Bibi (on 16
th
 June 2011) gave a statement in front of the inquiry team 

that she had received ‘all installments’ and that she withdraws the complaint against the postman. 

The statement was made on plain paper and witnessed by the Assistant Superintendent Postal 

Services (ASPS) plus two others witnesses. On the same day a report was sent by the DSPS 

Muzafarabad recommending to the DPMG Muzafarabad that the postman Naseer should be 

dismissed on the grounds of delayed delivery of BISP money orders – which he was delivering 

after a delay of two months. This sanction was carried out and Naseer was removed from service. 

 

When the survey team discussed the case with the beneficiary Shaheen in January 2012 she was 

adamant that she had still not received her payment. She stated that her statement before the 

enquiry team, rebutting the original complaint, was made due to social pressure and on the 

understanding given by the postman that he would give back the misappropriated amount. 

 

2. Beneficiary/ Complainant’s Profile/Background Information 
 

Shaheen Bibi wife of Muhammad Muzaffer is a resident of Muslimabad Maan, Heer Kutli 

Khoyangali, Muzafarabad. Shaheen Bibi is a 32 year old illiterate woman who is the mother of 

three young children of which her son is currently the only one receiving an education. Her 

husband is living away from home in Rawalpindi where he is engaged as a daily wage labourer 

earning no more than Rs. 6,000 per month; of which he can send Rs. 3,000 to his family. 

 

The house she lives with her family is situated on a five marla plot and is made of cement blocks 

instead of mud bricks and has a metal sheet roof which was provided by an NGO after the 

earthquake of 2005.  There is no kitchen in the house and food is cooked in the open courtyard 

which is also used for the bathroom. The family owns little furniture other than some beds and 

chairs. 
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Muslimabad Heer Kotli is an isolated village located about 35 kms away from main road and is 

situated more than 15,000 feet above sea level. The narrow road leading to the village is unpaved 

and dangerous due to it being narrow and steep. In order to reach the nearest main urban center of 

Muzafarabad city Shaheen Bibi walks at least four hours from the village to the Kahori van stop 

and then drives 45 minutes by bus. 

 

She informed that the cash grant she received was spent on purchase of basic food items and on 

the repair of their home. 

 

3. Beneficiary’s Relationship with BISP 
 

Shaheen Bibi had heard about BISP and considered it to be a Peoples’ Party scheme for 

distributing money among the poor. Being Peoples’ Party supporters since long, she along with 

other village women went to the MLA Noreen Arif who helped her in getting the cash grant under 

the parliamentarian’s program during Phase 1 of BISP and she was declared a beneficiary in mid-

2009. 

For the Poverty Scorecard (PSC) survey, a survey team visited their village and came to their 

house. She and her husband told the required details to the survey team. She showed her CNIC to 

the surveyors who entered the data as well as asked questions about various household items to 

complete the survey form. 

 

After filling the survey form, the survey team gave her the acknowledgement slip for future 

reference, and told her that she will be receiving a cash grant of Rs. 1000 every month which will 

be delivered by the post man at her doorstep.  She does not know that she has been declared 

ineligible after the PSC survey due to higher PMT score. She has not received the eligibility/ 

discrepancy letter from BISP and did not know anything about the complaint redressal system. 

 

Before the non-delivery of the MOs which are the subject of this complaint, Shaheen Bibi stated 

that she had received a total of three MO’s of Rs. 3,000 each. The three MOs that she received 

were paid to her on 3
rd

 and 25
th
 September and 10

th
 November 2009. 

 

4. How did the complaint/grievance emerge? 
 

The complaint emerged when the postman started bringing money orders to the other eligible 

women in the locality. She realized that she was not getting her money orders regularly. She 

visited, with other village women, the post office but they did not get a satisfactory response 

there. She asked from post man about her installment. He replied that her payment was misplaced 

by him but he will take care of that and will return it soon. Postman also asked her not to come 

here again at post office and he will pay all her cash grants. Sometime later, the postman paid Rs. 

1,900 at his tea shop and told her to wait for the remaining amount. 

 

She waited for two months but he did not deliver the remaining amount.  Then being very 

disturbed, Shaheen Bibi filed a written complaint with the Post Office Muzafarabad on 24
th
 March 

2011. In her complaint she stated that four installments of Rs. 3,000 each and one installment of 

Rs. 4,000 (total Rs. 16,000) were not paid to her by the postman even though they were shown as 

delivered on her Payments Detail. The delivery dates shown for these five MOs are 17
th
 May, 20

th
 

July, 25
th
 August, 17

th
 September 2010 and 11

th
 February 2011. Initially she submitted a hand 

written application and after that she submitted her complaint on stamp paper on 25
th
 March 2011. 
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5. Processing of the Case 
 

Her complaint was forwarded by senior postmaster to DSPS for further action, who forwarded the 

case to Assistant Superintendent (Investigation). Assistant Superintendent (Investigation) 

summoned the postman and complainant on 16
th
 June 2011 at the Post Office Muzafarabad. Mr. 

Khalid, Field Inspector was appointed as an Enquiry Officer and conducted the enquiry. 

 

Sometime before the enquiry, postman Naseer met Shaheen Bibi and promised her that he will 

return the misappropriated payment if she gave a statement favouring him in front of enquiry 

officer. She did the same and in front of the Enquiry Officer she gave a statement that the 

complaint was filed on a misunderstanding and that she has received all her payments. Written 

statements were obtained from the complainant and postman in the presence of witnesses 

Mohamad Yaqub and Mohammad Sadique from the same village Muslimabad, who wrote that 

payment has been made in front of them. 

 

The complainant’s statement which was recorded by the ASPS, Muzafarabad sub-division, had 

her thumb impression and was properly verified and witnessed by the two persons including 

Mohammad Sadique, a shopkeeper in her village. 

 

The concerned post man Raja Naseer stated that he has been delivering BISP MOs in village 

Muslimabad and has been delivering all MOs to the complainant at her house. In response to the 

question that if he has delivered the MOs to complainant at her house then why the complaint has 

been lodged, he replied that he has been delivering the MOs and does not know about the 

complaint.  

In response to another question he stated that he has been delivering BISP MOs in line with 

official instructions i.e. after taking a copy of beneficiary’s CNIC and after obtaining witnesses 

signatures, and, the same procedure was adopted in case of MOs of the Complainant. In the 

covering letter, the DSPS summarizing the findings of enquiry has stated that: “the Complainant 

has admitted in her written statement that she has received full amount of BISP MOs.” The 

redressal process of this complaint at the Post Office took about three to four months. Post office 

submitted the enquiry report to the DPMG. However relevant offices of BISP were never 

informed about the result of the complaint and enquiry report. 

 

BISP Divisional office and Tehsil office Muzafarabad do not have a copy of this complaint nor 

enquiry result of the case. Even Asst Director BISP was not aware of enquiry and the case. 

 

The DSPS, based on enquiries on a number of complaints against this postman, recommended his 

suspension to the DPMG AJK on 16
th
 June 2011. 

 

When the survey team discussed the case with the beneficiary Shaheen in January 2012 she was 

adamant that she had still not received her payment. She stated that her statement before the 

enquiry team, rebutting the original complaint, was made due to social pressure and on the 

understanding given by the postman that he would give back the misappropriated amount. 

 

6. Observations 
 

a. General Observations 

 

There is no computerized compliant system at Pakistan Post. Presently the staff is maintaining 

the complaints record in a register and file. They also prepare a summary of complaints for 

submission to higher offices. 
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Pakistan Post followed the complaint redressal process in line with their standard process for 

redressal of complaints regarding misappropriation of money orders. 

 

b. Observations at Beneficiary Level 

 

Shaheen bibi is a poor woman and lives in a remote village. Her home is far away from post 

office and it needs almost a whole day travel for submission of complaint application or for 

any other enquiry purposes. She is a poor woman and in her first visit to the post office she 

spent five hundred rupees on transportation. During the next visit in order to save 

transportation charges she travelled for five hours on foot and covered more than half of the 

distance. 

 

She was not satisfied with the result of the complaint because she did not receive her 

misappropriated money orders. She gave an incorrect statement (that she received all her 

money orders) before the enquiry team on the understanding given by the postman that he 

would repay her at the earliest – which he failed to honour. 

 

c. Observations at BISP/Payment Agency Level 

 

Standard procedure was adopted by the post office for addressing the complaint. An enquiry 

officer was appointed and the enquiry was attended by the complainant and the respondent 

postman at the relevant post office. 

 

It has been observed that the enquiry of a complaint is usually completed in less than two 

month but in this case it took about three months. In case of misappropriation, disciplinary 

action is taken against the accused postal staff which may lead to dismissal from government 

service like in this case post man Raja Naseer was dismissed after a thorough enquiry, though 

as a result of many allegations of late delivery of money orders. 

 

7. Lessons Learnt/ Conclusion 
 

 In this case, the complainant submitted her complaint to Post office Muzafarabad and BISP 

Divisional or Tehsil Office in Muzafarabad was not informed about the case. 

 The enquiry was conducted in a formal manner and according to the prescribed procedure, 

however, due to informal behind the scene, activities the complainant could not get her 

misappropriated money orders. There were social pressures on the complainant. The postman 

asked her to give an incorrect statement before the enquiry commission (that she received all 

her money orders) and he would repay all her money. She gave an incorrect statement and 

withdrew his complaint but the postman did not honour his commitment of repaying her 

money. 

 

8. Recommendations 
 

 The first BISP letter to the beneficiary should mention the amount of the first installment that 

she will receive – and the month when she can expect to receive this amount. This would help 

in reducing the chances of misappropriation. 

 BISP staff should reinvestigate some complaint cases, similar in nature to this one, and 

determine whether the beneficiaries have got their payment back or they have suffered due to 

informal complaint redressal systems or due to social pressures. 
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Payment Case Study Number: P-AJK-10 

Nature of Case: Non Payment of 03 MOs for Rs. 10,000 by Pakistan 

Post 
Complainant/ Beneficiary: Zubaida Bibi 

Wife of: Abdul Qadeer 

Complainant, if not beneficiary herself:  
Address: Man Khoyan, Muslimabad Kahori Muzafarabad, 

Heer Kutli  

CNIC Number: 82203-4518786-0  

PSC form number: 7868339 

Date Study Conducted 13
th
 February 2012 

 

1. Summary of the Case Study 
 

Zubaida Bibi lodged a complaint with the Post Office Muzafarabad on 24
th
 March 2011. She 

stated that two installments of Rs. 3,000 (8
th
 and 9

th
 installments) and one installment of Rs. 4,000 

(flood cash grant), totalling Rs. 10,000 had not been paid to her by the postman even though they 

appeared as delivered in her ‘Payment Details’. These three MOs were generated on 7
th
 July 2010; 

29
th
 December 2010 and 6

th
 August 2010, respectively. 

 

The complaint of non-payment on stamp paper (and was attested) was registered by Zubaida Bibi 

at Post Office Muzafarabad on 24
th
 March 2011. Following this, an internal inquiry was held by 

Divisional Superintendent Postal Services (DSPS), Muzafarabad, Mr. Mohammad Arif. The 

outcome of the inquiry was never made public and the findings have not been released by the PO. 

 

During this period, on 16
th
 June 2011, Zubaida Bibi made a factually incorrect statement before 

the inquiry team claiming that she had received ‘all installments’ and that she would like to 

withdraw her complaint against the postman. The statement was made on plain paper and 

witnessed by the Assistant Superintendent Postal Services (ASPS) plus two other witnesses. On 

the same day, a report was sent by Divisional Superintendent Postal Services (DSPS) 

Muzafarabad recommending to the Deputy Post Master General Muzafarabad that the postman 

Naseer should be dismissed on the ground of delivering MOs 2 months late and on the basis of 

several similar complainants by beneficiaries against him. This sanction was carried out and 

Naseer was removed from his position as a postman. 

 

When the survey team discussed the case with the beneficiary, Zubaida Bibi in January, 2012 she 

admitted that she had still not received the payment till then and that her statement of 16
th
 June 

2011 in the inquiry contradicting her original complaint was made on the grounds of social 

pressure exerted by the postman. 

 

2. Beneficiary/ Complainant’s Profile/Background Information 
 

Zubaida Bibi, wife of Abdul Qadeer is a resident of Muslimabad man heer kutli Khoyan gali 

barasta Khalian, Muzafarabad. Zubaida Bibi is a 33 year old uneducated housewife and a mother 

of three children. 

 

The house she lives in with her husband is situated on a five Marla plot. The walls of the house 

are cemented and it has a corrugated sheet roof. There is no kitchen and bathroom in the house. 

The food is cooked in the open Katcha courtyard at the front of the house. Moreover, there is no 

furniture other than some beds and chairs. 
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Her husband is running a general store in the village and his monthly income is less than Rs. 

8,000. He is the household head and the sole breadwinner of the family. 

 

Muslimabad Heer Kotli is an isolated village located about 35 kms away from the main road and 

is located on almost 15,000 to 18,000 feet above the sea level. The narrow road leading to the 

village is Katcha and dangerous. At least four hours walk is needed from the village to reach the 

Kahori van stop and then a forty to fifty minute drive by bus to reach Muzafarabad city. 

 

Zubaida Bibi informed that the cash grant was spent on purchase of meals and home repairs. 

 

3. Beneficiary’s Relationship with BISP 
 

Zubaida Bibi had heard about BISP and considered it to be a Peoples’ Party scheme for 

distributing money amongst the poor. Being Peoples’ Party supporters since long, she along with 

other village women went to the MLA Noreen Arif who helped her in getting the cash grant under 

the parliamentarian phase. 

 

When the Poverty Score Card (PSC) survey team visited their village to identify potential 

beneficiaries, her husband invited them to their house. She and her husband told the required 

details to the survey team. She showed her CNIC to the surveyors who entered the relevant data to 

complete the survey form. 

 

After filling the survey form, the survey team gave her the acknowledgement slip for future 

reference. The team told her that she will be receiving a cash grant of Rs. 1,000 every month, 

which will be delivered by the postman at her doorstep. 

 

She has not received the eligibility/discrepancy letter from BISP and did not know anything about 

the complaint redressal system.   

 

4. How did the complaint/grievance emerge? 
 

In her written complaint of nonpayment of cash grant, the beneficiary stated that 2 installments of 

Rs. 3,000 each and one installment of Rs. 4,000 were not paid by the postman, Raja Naseer. 

 

The complaint emerged when the postman started bringing money orders to the other eligible 

women in the locality. Zubaida Bibi realized that she was not getting her money orders regularly 

although her form had been submitted to the MLA with the other village women at the same time. 

 

Along with the other village women, Zubaida Bibi visited the Divisional Post Office but they did 

not get a satisfactory response there. She asked the postman about her installment. He replied that 

her payment was returned back to BISP due to some reason and that he will take care of that. The 

postman also asked her not to visit the Post Office again and that he will pay all her cash grants. 

After waiting two months for the payments, she submitted a complaint at the Divisional Post 

Office. 

 

Initially, she submitted a hand written application that was written by a post office employee and 

after that she submitted her complaint on stamp paper on 24
th
 March 2011. No acknowledgement 

receipt or slip was given to her by the post office when they registered her complaint. 

 

Her home is far away from the post office and a whole day of travel is required for submission of 

a complaint application or for any other purposes of inquiry. She is a poor woman and in her first 

visit to the post office she spent Rs. 500 on transportation. During the next visit in order to save 
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transportation charges she travelled for five hours on foot in order to cover more than half of the 

distance.  

 

5. Processing of the Case 
 

The complainant submitted her application addressed to the Post Office Muzafarabad on 24
th
 

March 2011. The complaint was forwarded by Senior Post Master to Divisional Superintendent 

for further action. Divisional Superintendent took notice of the complaint and forwarded the case 

to Assistant Superintendent Investigation. Assistant Superintendent Investigation summoned the 

postman and complainant on 16
th
 June, 2011 at the Post Office in Muzafarabad. ASPS Mr. Khalid 

was appointed as Inquiry Officer to conduct the enquiry. 

 

Before the inquiry was held, the postman Raja Naseer met Zubaida Bibi and promised her that he 

will return the remaining payment if she gives an incorrect statement in front of the Inquiry 

Officer saying that she has received all her payments. She did as advised and changed her 

statement in front of the Inquiry Officer and told him that she complained due to a 

misunderstanding and that she had received all her payments. 

 

Written statements were obtained from the complainant and postman in the presence of witnesses 

Mohamad Yaqub and Mohammad Sadique from the same village Muslimabad who wrote that the 

payment was paid in front of them. The complainant’s statement, which was recorded by the 

ASPS, Muzafarabad sub-division had her thumb impression and was properly verified and 

witnessed by two persons. 

 

The concerned postman, Raja Naseer stated that he has been delivering BISP MOs in village 

Muslimabad and had delivered all MOs to the complainant at her house. In response to the 

question regarding why the complaint was lodged if he claimed to have delivered the MOs at the 

complainant’s, he replied that he does not know about the complaint. 

 

In response to another question, he stated that he has been delivering BISP MOs in line with 

official instructions, which included verifying the beneficiary’s CNIC and obtaining witness 

signatures. He claimed that the same procedure was adopted in the case of delivering MOs of the 

Complainant. 

In the covering letter, the DSPS summarizing the findings of inquiry stated that: “the Complainant 

has admitted in her written statement that she has received full amount of BISP MOs.” 

 

As a result of the Enquiry, the postman was dismissed from his service due to late delivery of 

money orders in a number of similar cases. However, Zubaida Bibi still had not received her 

remaining amount till end January, 2012. She told our team that she changed her statement in 

front of the inquiry team due to social pressure exerted by the postman. 

 

The redressal process of this complaint at the Post Office took about three to four months. The 

Post Office submitted the Enquiry Report to the Deputy Post Master General. The Divisional 

Superintendent, after preparing the enquiry report recommended dismissal of the postman to 

Deputy Post Master General AJK on 16
th
 June, 2011. However, the concerned BISP offices were 

never informed about the complaint and inquiry report. 

 

The postman filed a complaint against the DSPS questioning the reason behind his dismissal 

when Zubaida Bibi had stated in her statement in front of the Enquiry Team that she had received 

all payments. 
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The BISP Divisional Office and Tehsil Office Muzafarabad do not have a copy of the complaint 

nor the Enquiry Report of the case.  

 

6. Observations 
 

a. General Observations 

 

There is no computerized system available in the post office due to which the complaint 

registration process is based on hand written and manual mechanism. Presently the staff is 

maintaining the complaints record in a register and file. They also prepare a summary of 

complaints for submission to higher offices. Pakistan Post followed the complaint redressal 

process in line with their standard process for redressal of complaints regarding fraudulent 

misappropriation of Money Orders. 

 

b. Observations at Beneficiary Level 

 

Zubaida Bibi has three children to take care of while the household income resources are 

limited. Her husband is a shopkeeper and has a monthly income of Rs. 8,000.  

 

c. Observations at BISP/Payment Agency Level 

 

Standard procedure was adopted by the post office in resolving the case. An Inquiry Officer 

was appointed and enquiry was attended by the complainant and the concerned postman at the 

Divisional Post Office, Muzafarabad. 

 

It has been observed that the enquiry of a complaint is usually completed in less than two 

months but in this case it took about three months. In case of misappropriation, disciplinary 

action is taken against the accused postal staff, which may lead to dismissal from government 

service like in this case postman Raja Naseer was dismissed after a thorough inquiry. 

 

7. Lessons Learnt/ Conclusion 
 

 In this case, the complainant submitted her complaint to Post Office Muzafarabad, while 

BISP Divisional or Tehsil Office Muzafarabad was not informed about the case. 

 Pakistan Post has an established complaint redressal mechanism regarding non-payment of 

money orders and the same is being used for investigating complaints of non-recipients of 

BISP money orders. As a result of the enquiry, the postman was dismissed from service. 

 

8. Recommendations 
 

 BISP staff should reinvestigate some of the closed cases, similar in nature to this one, and 

determine whether or not the beneficiaries have actually received their pending payments. 

 The system of joint enquiries (conducted by officials from BISP and Pakistan Post) may 

ensure that the beneficiary is not pressurized by the postman or the village elders in 

submitting an incorrect statement. 

 

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 1 - Payment Case Studies 

P-AJK-11 
 

J40252714 

GHK Consulting Ltd. 327 

Payment Case Study Number: P-AJK-11 

Nature of Case: Partial Payment  

Complainant/ Beneficiary: Shamim Akhter 

Wife of: Khalil 

Complainant, if not beneficiary herself:  
Address: Village Dhoke, Drake, Post Office Dhamni 

Rawalakot 

CNIC Number: 82303-0970942-6 

PSC form number: 2289743 

Date Study Conducted 5
th
 February 2012 

 

1. Summary of the Case Study  
 
Shamim Akhter wife of Khalil informed Assistant Director BISP about her complaint on 1st 

November 2011 stating that she did not receive the full amount of money orders as the Branch 

Post Master deducted between Rs. 100 to Rs. 200 from each MO. 

 

The following BISP installments were shown as delivered / paid to her by Pakistan Post in the 

Payments Detail: 3 MOs of Rs. 3,000 each generated on 29
th
 April 2010; one MO of Rs. 4,000 

generated on 16
th
 Aug 2010; one MO of Rs. 3,000 generated on 28

th
 September 2010 and another 

MO of Rs. 2,000 generated on 28
th
 February 2011. However, in the complaint she said that the 

postman had deducted some amount from each of these money orders. Furthermore MOs were 

not being delivered at her home; and she had to go and collect them from the Post Master. 

 

The written complaint of partial payment was registered in BISP Tehsil Office Rawalakot on 1
st
 

November 2011 during a field monitoring visit by Assistant Director Sanam who, during 

discussion with beneficiaries about what amount they received, found that the Branch Post Master 

Faizi was deducting about Rs. 100 to Rs. 200 per installment from each beneficiary. Assistant 

Director Sanam took action on Shamim’s complaint and with the help of Assistant Complaints 

solved this issue. In the next installment Assistant Director Sanam verified that Branch Post 

Master Faizi had stopped deducting any amount from the money orders, and, also delivered the 

payment at Shamim’s door step. 

 

2. Receiver Woman/ Complainant’s Profile and Background Information 
 

Shamim Akhter is a resident of Darek Village, UC Dhamni. Shamim is a 32 year old woman who 

is the mother of 8 children, 6 of whom are getting an education at a private school. Her husband 

works as the driver of a private car. Shamim is a house wife and takes care of her children and her 

home. 

 

Dharek is a poor village located about 9 kms from Rawalakot city. The village is situated on a 

very high mountain and there are no paved streets or a proper drainage system. Government 

school and dispensary are 7 to 8 kms away from the village. The house she lives in with her 

husband is a 3 marla house, made of cement blocks. It consists of two rooms and one wash room 

with a kaccha courtyard in front. There is no kitchen in the house but the family has some basic 

furniture like charpais (cots) and chairs. 

 

Shamim uses the cash grant to meet household expenses and for food.  
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3. Receiver Woman/ Complainant’s Relationship with BISP 
 

Shamim has partial knowledge of the BISP cash grant scheme and its complaint processes. She 

considers it to be a Peoples’ Party scheme for distributing money among the poor and its 

government organization. Being Peoples’ Party supporters, her husband went to the local MLA 

who helped her in getting the cash grant under parliamentarian’s program. 

 

The Poverty Score Card survey team came to their village and filled her form. She and her brother 

gave all the required details to the survey team. She showed her CNIC to the surveyors who 

entered the data as well as asked them questions about various household items to complete the 

survey form. After filling the survey form, the survey team gave her an acknowledgement slip for 

future reference. The Team told her that if her form got accepted at BISP office she will be 

receiving a cash grant of Rs. 1,000 every month which will be delivered by the post man at her 

doorstep. 

 

4. How did the Complaint Emerged? 
 

BISP Tehsil Office Rawalakot like others AJK tehsil offices makes 10 phone calls to 10 different 

beneficiaries to monitor delivery of BISP installments/ money orders. These calls are made to 

verify whether or not beneficiaries are receiving full payment or if the postman is deducting 

amounts from money orders. When the Assistant Director called the beneficiary she told him that 

the postman is deducting a part of her payment on the pretext of fee for paying the rent of the Post 

Office premises and other expenses. 

 

Ms. Shamim asked the Assistant Director to register her complaint and then asked the Post Man 

to pay her full entitlement of the BISP cash grant. The Asst. Director visited Shamim’s village 

and verified this from Shamim as well as from other beneficiaries. After this verification, she 

registered Shamim’s complaint on 1
st
 November 2011. . 

 

5. Processing of the Complaint 
 

Assistant Director Sanam took action against Shamim’s complaint and with the help of Assistant 
Complaints solved this issue. She went to the Branch Post Master’s office with Shamim and 
other women and in front of the women she inquired about what amount was written on the 
MO and what was actually paid by the Branch Post Master. The Assistant Director met the 
beneficiary and postman at the same time to sort out this complaint. When the post master 
accepted that he was deducting some money she asked him to pay it back to the complainant or 
she would forward the complaints to Post Office Rawalakot. The post master paid back the 
illegally deducted amount to Shamim, and requested them not to forward this complaint, and 
ensured them that this would not happen in future.  
 
They did not forward this case to Post Office Rawalakot to avoid serious action that may have 

been taken against the Branch Post Master i.e. termination of his services. They warned the 

Branch Post Master to stop deducting payments as a “Tip” from beneficiaries’ money orders. 

Branch Post Master accepted his mistake and promised not to do this again. At the time of 

payment of the next installment Assistant Director Sanam verified that Branch Post Master Faizi 

did not deduct any amount and also that he delivered the money orders at Shamim’s door step. 

The Assistant director submitted this case as her achievement in the monthly report submitted to 

BISP Divisional Office Rawalakot. 
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6. Observations: 
 

a. General Observations 

 

The prescribed BISP complaints process is based on computerized Complaints Management 

System which is not yet operational. Presently the staff is maintaining the complaints record 

in a register and file. They forward complaints to the Regional and Divisional Offices 

regularly on a monthly basis but they did not forward Shamim’s case to the Regional 

/Divisional Director till they solved the case. 

 

Usually, they discuss complaints verbally with the Divisional office rather than submitting 

written reports. There is no office computer available for the Asst. Director and Asst. 

Complaints officer to use at the Tehsil Office. 

 

b. Observations at Beneficiary Level 

 

The beneficiary was included in BISP under the first phase which was the Parliamentarian’s 

scheme. She was satisfied with the result of the complaint and had no issue with receiving the 

money at her doorsteps through postman. After the PSC survey, based on her PMT score of 

11.95 she has again been declared as a beneficiary for Phase II.  

 

c. Observations at BISP / Payment Agency Level 

 

When a payment complaint is registered at BISP Tehsil Office, Rawalakot, it is filed with 

other complaints in a file. It is not entered in any register. The complaint of partial payments 

is not sent for processing to the Divisional office and is dealt with personally by the Asst. 

Director. After resolving the case, the Asst. Director submits a report to the Regional office as 

part of a monthly summary. The Post Office was not involved in this case or the enquiry, as 

the Asst. Director herself solved the complainants problem.  

 

7. Lessons Learnt/ Conclusions 
 

 Informal redressal provides immediate relief to the beneficiary, but does not necessarily deal 

with the organizational problem highlight by any complaint and its formal investigation. 

 

8. Recommendations 
 

 It is important that awareness should be created about where a receiver woman / complainant 

may file her complaint. Also beneficiaries have to be supported in order not to give any kind 

of Tip to the post man and other persons for receiving the cash grant. Electronic media may 

be used to raise awareness on this front. 

 In order to remove systemic weaknesses, complaints should be forwarded to Pakistan Post for 

investigation and appropriate disciplinary action. 
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Case study Number P-AJK-12 

Nature of Case Partial Payment 

Complainant/ Beneficiary Jamila Akhter 

Wife of: Karamat Hussain 

Complainant, if not beneficiary 

herself 

 

Address Village Janyal, Nai Abadi, Samwal Sharif, Mirpur 

CNIC Number 8130281110368 

PSC form number 7402164 

Date Study Conducted 10-Jan-2012 

 

1. Summary of the Case Study 
 

In her written complaint lodged with the BISP Divisional Office Mirpur, on 12
th
 Apr 2011, Jamila 

Akhter wife of Karamat Hussain stated that four money orders (MOs) of BISP cash grant 

instalments amounting to Rs.8,000 were shown as delivered/ paid to her on 11
th
 April 2011 by 

Pakistan Post in the “Payments Detail” although she received only Rs.7,700 at her doorstep. 

 

The Asst Director verified the claim and registered her complaint during his field monitoring visit 

of Mohallah Janyal, Samwal Sharif, Mirpur. He informed the beneficiaries about the total 

amounts of money orders generated in their names, and found that postman Azeem was deducting 

Rs.300 from each beneficiary in every installment. The written complaint regarding this partial 

payment was forwarded to BISP Divisional Office Mirpur and was also forwarded to Post Office 

Samwal Sharif on 12
th
 Apr 2011. 

 

The complaint was sent by BISP to Pakistan Post Mirpur for further inquiry. After departmental 

inquiry on 4
th
 May 2011, the Divisional Superintendent Postal Services (Mirpur) terminated the 

services of Branch Post Master Azeem and ensured that he reimburse the remaining amount of 

Jamila Akhter. The Branch Post Master submitted his written confession and muafinama to BISP 

Divisional Office Mirpur. The entire process was completed within one month and Jamila got 

back her misappropriated amount on 17
th
 May 2011. 

 

2. Beneficiary/Complainant’s Profile/Background Information 
 

Jamila Akhter wife of Karamat Hussain is a resident of Nai Abadi Janyal, Samwal Sharif, Tehsil 

and District MirPur. She is a 35 year old illiterate woman who manages her household affairs. She 

is the mother of three children and all are getting education. Her husband is a manual labourer and 

his monthly income is around Rs.5,000. 

 

The street leading to her house is unpaved and without any drainage system. The house she lives 

in with her husband has a covered area of three Marla. It is a mix of brick and mud house which 

comprises of two rooms and a Katcha courtyard in front. There is no kitchen and bathroom in the 

house. The family has some essential furniture like beds and chairs. Janyal is a remote village 

located about 10 kilometres away from main road.  

 

She informed that the cash grant was spent on meal, education of children, and repairing of home.  

 

3. Beneficiary’s Relationship with BISP 
 

Jamila Akhter had some knowledge about BISP. She considered it to be a Peoples’ Party scheme 

for distributing money among the poor and that it is a government organization. Being Peoples’ 
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Party supporters since long, her husband went to the local MLA Mohammad Arshad who helped 

her in getting the cash grant under parliamentarian’s program. 

 

When the survey team visited their mohalla for survey of the households, she invited them to her 

house. She and her husband told the required details to the survey team. She showed her CNIC to 

the surveyors who entered the data and asked questions for completion of the survey form. After 

filling the survey form, the survey team gave her an acknowledgement slip for future reference. 

The Team told her that if her form got accepted at BISP office she will be receiving a cash grant 

of Rs.1,000 every month which will be delivered by the postman at her doorstep. 

 

4. How did the complaint/grievance emerge? 
 

The complaint was filed against the postman for partial payment. When the branch postman paid 

cash grant of Rs.7,700 at Jamila’s door step, she was not aware of how much cash has been 

generated in her name and sent by BISP. When BISP monitoring team visited her mohallah it 

informed her that the postman should have delivered Rs.8,000 and asked her what amount was 

delivered to her, she realized that she has not been paid the full amount and Rs.300 have been 

illegally deducted by the postman. The monitoring team noted this incident. 

 

Later Assistant Director Taimoor visited her village to find more similar complaints regarding 

partial payments. Jamila’s complaint was also registered but an acknowledgement slip regarding 

future reference was not given to her. She filled a form (Regional Director has designed a uniform 

form for all AJK BISP offices) and put her thumb impression on that. 

  

5. Processing of the Complaint 
 

During the field visit of Asst Director, the beneficiary’s complaint was submitted on 12th Apr 

2011. Her complaint form was given to the field supervisor who was also present. Her complaint 

along with other complaints of the locality was entered, at BISP Tehsil Office, in a register which 

is maintained by the Complaints Assistant. Jamila Akhter told that “Postman deducted payment 

without informing or taking permission from us”. BISP Tehsil Office wrote a letter regarding the 

embezzlement in cash grants to Divisional Director Dr. Imtiaz Ahmed at BISP Divisional Office 

Mirpur. A copy of complainant’s CNIC and Payment Detail, showing the MOs for BISP 

instalments  were attached with her complaint. 

 

Divisional Director Imtiaz Ahmad sent this letter to Divisional Superintendent Postal Services 

Sardar Ikhlaq for further action and enquiry. He personally visited the complainant immediately 

and called the branch Postman to BISP Office for enquiry and clarification on 4th May 2011. 

After confession of wrong doing by the branch post master, his services were terminated. MLA 

Mohammad Arshad Samwal Sharif was also involved in this case to put pressure on the branch 

postmaster to reimburse the deducted amounts to the beneficiaries. 

 

On 16th May 2011 postman Azeem came to BISP Divisional office Mirpur and submitted a 

written confession letter and asked forgiveness. He ensured the Asst. Director that he will not 

repeat that mistake in future. He admitted that he was found guilty in the inquiry done by BISP 

field supervisor, Asst Director and Post office officials. He reimbursed the payment to Jamila 

Begum in front of BISP team (field supervisor Mirpur) and asked them to pardon him. 

  

No written response was received from the Post office in reply to this complaint sent by BISP. 

Pakistan Post, however, conducted an enquiry and kept the result of enquiry in separate file in the 

Post office Mirpur and sent one copy of enquiry result to Deputy Post Master General Zubair 

Alam at Muzafarabad on 16th September 2011.  
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6. Observations: 

 

a. General Observations 

 

The prescribed BISP complaints process is based on hand written filing/redressal of 

complaints while the Complaints Management System is yet to be made operational. 

Presently the staff is maintaining the complaints record in a register and file. 

  

The correspondence between BISP Regional Office and BISP Divisional Office Mirpur does 

not take place regularly but Regional office forwarded this case on 12th Apr 2011. They 

mostly discuss the complaints verbally because both offices are in the same building. 

 

There is no computer for Asst director and Asst complaint officer at BISP office and due to 

this operations at BISP offices are affected.  

 

b. Observations at Beneficiary Level 

 

Jamila Akhtar benefited from the field monitoring tour of BISP staff. She was satisfied with 

the whole procedure of complaint redressal and also with the outcome of her complaint. After 

the complaint, she had no issue with receiving the money at her doorsteps through postman. 

 

She was unaware that after the PSC survey, her PMT score is 11.55 and she has again become 

eligible for receiving BISP cash grants but at the time of interview Jamila told us that she was 

not getting payment since August. 

 

c. Observations at BISP / Payment Agency Level 

 

The proper procedure for departmental enquiry was adopted in this case by the post office. 

Divisional Director BISP forwarded the case to the post office and immediate action was 

taken by the post office officials. MLA Arshad also exerted his influence which helped in 

resolving the case swiftly. 

 

The enquiry report and related evidence has been filed and kept in Post office Mirpur but no 

copy of enquiry report regarding this case was shared with BISP Divisional Office. 

 

7. Lessons Learnt/ Conclusions 
 

 In this case, being illiterate, the receiver woman/ complainant did not know about the actual 

payment sent by the BISP. 

 

8. Recommendations 
 

 The first BISP letter to the beneficiary should mention the amount of the first installment that 

she will receive – and the month when she can expect to receive this amount. This would help 

in reducing the chances of misappropriation. 

 In subsequent months, in case the beneficiary knows when (in which month) and what 

amount she will receive, the possibility of misappropriation by postmen can be minimized. 

Display of beneficiary lists with amount of current instalments  at BISP Tehsil offices and 

relevant post office will help in minimizing the possibility of misappropriation by postmen. 

 It is important that an awareness campaign should be initiated about the complaint redressal 

system and also informs the beneficiaries that the delivery of cash grant is exclusive of any 

charges. 
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Case Study Number P-AJK-13 

Nature of Case Partial Payment  

Complainant/ Beneficiary Naseem Akhter 

Wife of: Mohammad Rafique 

Complainant, if not beneficiary herself  

Address Janiyal, Nai Abadi, Samwal Sharif 

CNIC Number 8130215640508 

PSC form number 7402027 

Date Study Conducted 12-Jan-2012 

 

1. Summary of the Case Study 
 

In her written complaint filed with the BISP Divisional Office Mirpur, Naseem Akhter wife of 

Mohammad Rafique stated that four money orders of BISP cash grant instalments amounting to 

Rs.8,000 were shown as delivered/ paid to her by Pakistan Post in the Payments Detail but she 

received only Rs.7,700 instead of Rs.8,000 at her door steps. 

 

The complaint of partial payment was registered in BISP Tehsil office Mirpur telephonically on 

11
th
 April 2011 and it was verified during BISP monitoring team visit of Janyal Samwal Sharif 

that Branch Postmaster Azeem was deducting Rs.300 from each beneficiary. 

  

A written complaint about this embezzlement was forwarded to BISP Divisional Office Mirpur 

and this complaint was also sent to the relevant post office Samwal Sharif on 12
th
 April 2011. 

 

The complaint was sent by BISP to Pakistan Post Mirpur for further inquiry. After departmental 

inquiry Divisional Superintendent Postal Services terminated the services of the Branch 

Postmaster Azeem and ensured that he reimburses the remaining amount to Naseem Akhter. The 

Postmaster submitted written confession and muafinama to BISP Divisional Office Mirpur. 

Jamila got her misappropriated money on 17
th
 May 2011. The entire process was completed 

within one month. 

 

2. Beneficiary/ Complainant’s Profile/ Background Information 
 

Naseem Akhter wife of Mohammad Rafique is a resident of Nai Abadi Janyal Samwal Sharif 

Tehsil and District Mirpur. Naseem Akhter is a 50 year old illiterate woman. She is mother of 

eight children and three of them are getting education. Her husband is a fruit vendor and his 

monthly income is less than Rs.5,000. But for the last three months he is not working because of 

fracture in his leg. 

 

The street leading to her house is unpaved and without any drainage system. Her house is situated 

on a seven Marla plot which comprises of only two rooms. It is a mud house and has no kitchen 

and bathroom with a big katcha courtyard in front of the house. The food is cooked in the open 

courtyard. There is no furniture other than some beds and chairs. Janyal is a remote village 

located about ten kilometres away from main road.  

 

She informed that the cash grant was spent on meal, education of children, and medicines.  

 

3. Beneficiary’s Relationship with BISP 
 

Naseem had heard about BISP and she considered it to be a Peoples’ Party scheme for distributing 

money among the poor and that it is a government organization. Being Peoples’ Party supporters 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 1 - Payment Case Studies 

P-AJK-13 
 

J40252714 

GHK Consulting Ltd. 334 

since long, her husband went to the local MLA Mohammad Arshad who helped her in getting the 

cash grant under parliamentarian’s program. 

 

When the PSC survey team visited her village for the survey of households, they also stopped by 

her house. She and her husband told the required details to the survey team. She showed her 

CNIC to the surveyors who entered the data as well as asked them questions about various 

household items and completed the survey form.  

 

After filling the survey form, the survey team gave her the acknowledgement slip for future 

reference. The survey team told her that if her form got accepted at BISP office she will be 

receiving a cash grant of Rs.1,000 every month which will be delivered by the postman at her 

doorstep.  

 

4. How did the Complaint/ grievance emerge? 
 

The complaint was for partial payment. When the branch postman paid cash grant of Rs.7,700 

instead of actual payment of Rs.8,000 to Naseem at her house, she was not aware of how much 

cash was sent by BISP. 

  

The complaint emerged when the BISP inspection team visited mohallah Janyal. They asked from 

various beneficiaries of the scheme about the grants received and compared it with the grants 

generated by BISP. The monitoring team realized that the postman was not delivering the full 

amount and embezzled a part of the grants. 

 

Naseem was also asked about the payment that she received and came to know that she has also 

not been paid the full amount of Rs.8,000 generated in her name. The monitoring team noted the 

incident and later informed the senior officials at the office. 

 

The next day Field Supervisor Raheel visited the place, on 12
th
 April 2012, to lodge complaints of 

the beneficiaries. Naseem Akhter’s complaint was also registered there but any acknowledgement 

for future reference was not provided. She filled a form and her thumb impression was taken. 

Naseem also told that postman deducted the payment without informing her or taking her 

permission.  

 

5. Processing of the Case 
 

Naseem Akhtar’s complaint of partial payment was lodged with BISP Tehsil office Mirpur on 12
th
 

April 2012. The monitoring team which registered her complaint was also accompanied by Asst 

Director of BISP Tehsil office. Her complaint was entered in a register which is maintained by the 

Complaints Assistant. 

  

BISP Tehsil Office wrote a letter regarding the embezzlement in the money orders to the 

Divisional Director Mirpur Dr. Imtiaz Ahmed. A copy of complainant’s CNIC and Payment 

Detail showing that the MOs for these BISP instalments have been delivered were attached with 

her complaint. 

 

Divisional Director Imtiaz Ahmad also forwarded this letter to Divisional Post office, addressed 

to Divisional Superintendent Sardar Ikhlaq, for further action and enquiry.  

 

Sardar Ikhlaq personally visited the complainant immediately and called branch Post man to BISP 

Office for enquiry and clarification on 4
th
 May 2011. After confession by the branch post master, 

his services were terminated. 
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MLA Mohammad Arshad of Smawal Sharif was also involved in this case and exerted his 

influence so that the Postman reimburses the deducted amount to the beneficiary.  

 

On 16
th
 May 2011 branch post man Azeem came to BISP Divisional Office Mirpur. He submitted 

a written confession letter and asked for pardon and ensured Asst Director not to do this again. He 

admitted that he was found guilty in the inquiry done by BISP Field Supervisor, Asst Director and 

post office officials. He also reimbursed the remaining amount to Naseem Akhter.  

 

No written response was received from Pakistan Post regarding her complaint sent by BISP. 

Pakistan Post, however, conducted an enquiry and the enquiry report file is kept in post office 

Mirpur. One copy of the report was forwarded to Deputy Post Master General Muzafarabad on 9
th
 

June 2011.  

 

6. Observations 
 

a. General Observations 

 

The prescribed BISP complaints process is based on hand written filing/redressal of 

complaints while the Complaints Management System is yet to be made operational. 

Presently the staff is maintaining the complaints record in a register and file.  

 

The correspondence between BISP Regional Office and BISP Divisional Office Mirpur does 

not take place regularly but Regional office forwarded this case on 12
th
 Apr 2011. They 

mostly discuss the complaints verbally because both offices are in the same building. 

 

There is no computer for Assistant director and Assistant complaint officer at BISP office and 

due to this operations at BISP offices are affected. 

  

b. Observations at beneficiary Level 

 

Naseem Akhtar has a large family of ten members while her husband’s monthly income is 

less than Rs.5,000. But that little amount has also stopped since her husband is out of work 

because of fracture in his leg. 

 

The beneficiary was included in BISP under the Parliamentarian program. She was satisfied 

with the result of the complaint and had no issue with receiving the money at her doorstep 

through postman after the complaint. 

  

She was unaware that after the PSC survey, her PMT score is 7.98 and she has now become 

eligible once again for receiving BISP cash grants.  

 

c. Observations at BISP / Payment Agency Level 

 

The field monitoring visits were beneficial in that the beneficiaries were informed about the 

amounts they were supposed to receive and any complaints arising from non-payment or 

partial payment were registered.  

 

The proper procedure for departmental enquiry was adopted in this case by post office. 

Divisional Director BISP forwarded the case to the post office and immediate action was 

taken by the post office officials. MLA Arshad also exerted his influence which helped in 

resolving the case swiftly.  
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The enquiry report and related evidence has been filed and kept in Post office Mirpur but no 

copy of enquiry report regarding this case was shared with BISP Divisional Office. 

 

7. Lessons Learnt/ Conclusion 

 

 In this case, being illiterate, the receiver woman/ complainant did not know about the actual 

payment sent by the BISP. 

 

8. Recommendations 

 

 The first BISP letter to the beneficiary should mention the amount of the first installment that 

she will receive – and the month when she can expect to receive this amount. This would help 

in reducing the chances of misappropriation. 

 In subsequent months, in case the beneficiary knows when (in which month) and what 

amount she will receive, the possibility of misappropriation by postmen can be minimized. 

Display of beneficiary lists with amount of current instalments  at BISP Tehsil offices and 

relevant post office will help in minimizing the possibility of misappropriation by postmen. 

 It is important that an awareness campaign should be initiated about the complaint redressal 

system and also informs the beneficiaries that the delivery of cash grant is exclusive of any 

charges. 
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Payment Case Study Number: P-AJK-14 

Nature of Case: Non –Payment of 3 MOs for Rs.10,000 by Pakistan 

Post 
Complainant/ Beneficiary: Bibi Shaheen 

Wife of: Mohammad Aslam 

Complainant, if not beneficiary herself:  
Address: Post office Kahori  Muslimabad Muzaferabd 

CNIC Number: 82203-1159370-6 

PSC form number: 7869404 

Date Study Conducted 12
th
 January 2012 

 

1. Summary of the Case Study 
 

Shaheen Bibi w/o Mohammad Aslam lodged a complaint with the Post Office Muzafarabad on 

24
th
 March 2011 with her affidavit on stamp paper. Shaheen Bibi stated that 2 money orders of 

Rs. 3,000 and one money order of Rs. 4,000, (total Rs. 10,000) were not paid to her by the 

postman even though they were being shown as delivered to her on the Payments Detail. These 

three MOs were generated on 7
th
 July 2010, 16

th
 August 2010 and 29

th
 December 2010. 

 

Following this an official inquiry was held by the office of the Divisional Superintendent Postal 

Services Postal (DSPS) Muzafarabad Mohammad Arif through the ASPS and Field Inspector. 

During the enquiry proceedings on 16
th
 June 2011, Shaheen Bibi made a statement in front of the 

inquiry team that she had received ‘all installments’ and that she withdraws the complaint against 

the postman. The statement was made on plain paper and witnessed by the ASPS plus two other 

witnesses. On the same day a report was sent by DSPS Muzafarabad recommending to the DPMG 

Muzafarabad that the postman Naseer should be dismissed as there were a number of complaints 

of delivering MOs two month late. This sanction was carried out and Naseer was removed from 

service. 

 

Shaheen Bibi told us she is not satisfied with the process of inquiry because she had to give an 

incorrect statement in front of the inquiry officer. She said that she had to this in view of the 

social pressure by village elders and the post man who promised that she would get back her 

payments if she gave a statement in his favour. She gave a statement in his favour but is still 

waiting for her cash grant. 

 

2. Beneficiary’s Profile and Background Information 
 

Bibi Shaheen is 35 year old wife of Mohammad Aslam residing in Muslimabad Barasta Khalian 

of Muzafarabad. She has received no formal education and remains at home taking care of her 

five children. Three are attending school but her 2 elder sons ages 16 and 17 are not going to 

school and remain at home. Her husband is working as a labourer; and is only able to earn 

approximately Rs. 5,000 a month. This amount is insufficient for the needs of a family of seven. 

 

Muslimabad is a poor village located about 35 kms away from the main road at an altitude of 

between 15 to 18,000 feet. The road leading to the village from the main road was dangerous 

because it is very steep; the road itself is katcha and very narrow. At least a four hour walk is 

needed to reach the Kahori van stop and it is a further 40 to 50 minute drive to the Post Office 

Muzafarabad. 

 

The house she lives in with her husband is built on 5 marlas. It is made of cement blocks and 

comprises of four rooms with corrugated sheet roofs and a katcha courtyard in front. There is no 
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kitchen and no bathroom in the house. Though the family has some basic furniture and a TV set in 

the house they are lacking many essentials.  

 

3. Receiver Woman/ Complainant’s Relationship with BISP 
 

Bibi Shaheen did not have detailed knowledge about BISP. She considers it to be a Peoples’ Party 

scheme for distributing money among the poor. Being Peoples’ Party supporters, she along with 

her uncle, a village elder Mr. Talib hussain went to the MLA representative Noreen Arif who 

helped her in getting the cash grant under the Parliamentarian’s program. 

 

When the survey team visited their village for filling the Poverty Score Card, her husband invited 

them to her house. She and her husband gave all the required details to the survey team. She 

showed her CNIC to the surveyors who entered the data as well as asked them questions about 

various household items to complete the survey form. After filling the survey form, the survey 

team gave her an acknowledgement slip for future reference. The team told her that she will be 

receiving a cash grant of Rs. 1,000 every month which will be delivered by the postman to her 

doorstep. 

 

She said that she planned to use the cash grant to purchase food for her family and to return loans 

the family had to take to meet expenses in previous months. 

 

4. How did the Complaint Emerge? 
 

When the postman started bringing money orders to the other eligible women in the locality 

Shaheen Bibi felt that she wasn’t getting her money orders as regularly as others, even though her 

form was submitted to the MLA with other women’s at the same time. 

 

She and other women from the village paid a visit to the Post Office with Mr. Talib Hussain a 

retired teacher who is her uncle. She asked the post man about her payments and he said that her 

payment had been misplaced by him; he promised to find it and return it to her soon. The postman 

requested her not to take up the matter with the post master. 

 

She waited for two months but she was not paid the amount generated in her name. She finally 

submitted a complaint at the Post Office Muzafarabad. Initially she submitted a hand written 

application but soon followed up with another complaint written on stamp paper on 24
th
 March 

2011. 

 

5. Processing of the Complaint 
 

The complainant filed an application addressed to the Post Office Muzafarabad on 24
th
 March 

2011. The complaint was forwarded by the Senior Post Master of Post Office Muzafarabad to the 

DSPS for further action. The DSPS office forwarded the complaint to the ASPS for investigation. 

 

Mr. Khalid, the ASPS informed the beneficiary to appear at the Post Office on 16
th
 June 2011 to 

participate in the inquiry. On the said date, written statements were obtained from the complainant 

and postman in the presence of witnesses Mr. Mohamad Yaqub and Mr. Mohammad Sadique who 

hail from the same village of Muslimabad. The beneficiary’s statement which was recorded by the 

ASPS Muzafarabad sub-division, had her thumb impression and was properly verified and 

witnessed. 
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The statement said that the concerned postman Raja Naseer has been delivering BISP MOs to 

beneficiaries in the village of Muslimabad and has been delivering all MOs to the complainant at 

her house. 

 

In the covering letter, the DSPS summarized the findings of the inquiry committee. ‘The 

Complainant has admitted in her written statement that she received the full amount of BISP 

MOs. She also admitted that she requested that the case be filed’. 

 

The process for redressing this complaint took the Post Office about three months. The DSPS on 

the basis of inquiry regarding a number of other complaints of late delivery (by two to three 

months) against the postman, recommended to the DPMG that he may be dismissed from service. 

The DSPS Muzafarabad told us that he knew that the postman was guilty and had not paid the 

amount to Shaheen Bibi but th Postman had pressurized her to record an incorrect statement 

before the inquiry team and she did the same. 

 

BISP Regional Office and Tehsil Office Muzafarabad did not have a copy of the complaint or 

know of the results of the inquiry. Even the Assistant Director did not know anything about the 

processing of the case or its result. 

 

Shaheen Bibi told us she is not satisfied with the process of inquiry because she had to give an 

incorrect statement in front of the inquiry officer. She said that she had to this in view of the 

social pressure by village elders and the post man who promised that she would get back her 

payments if she gave a statement in his favour. She gave a statement in his favour but is still 

waiting for her cash grant. 

 

6. Observations 
 

a. General Observations 

 

Pakistan Post followed the complaint redressal process in line with their standard process for 

handling complaints regarding misappropriation of MOs. An enquiry is conducted and the 

accused employee may even be removed from service. In this case, the postman survived as 

the complainant had withdrawn her complaint, but, he was removed from service as there 

were a number of other complaints against him for late delivery of money orders. 

 

b. Observations at Beneficiary Level 
 

Shaheen Bibi was not satisfied with the result of the complaint because she claimed she had 

to change her statement in front of the inquiry officer; pressure was applied on her socially by 

village elders and the post man to make her rescind her complaint with the promise that if she 

did so she would get back her payments. She claims not to have received her payment as yet. 

 

Her home was very far from post office and the journey took the better part of the day. Being 

very poor she could not spend Rs. 500 for each visit. After the first visit she could not afford 

transportation cost and she covered more than half the distance by walking for five hours.  

 

c. Observations at BISP / Payment Agency Level 

 

When a payment complaint is received at Post Office Muzafarabad, it is filed with other 

complaints in a file. It is also entered in a register. The complaint is sent for processing to the 

DSPS. On submission of the inquiry result, the result is filed in the same complaints file. An 

inquiry officer is appointed and the inquiry, conducted at the Post Office, is attended by the 
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complainant and the postman. It has been observed that the inquiry process of a complaint is 

usually completed in less than two month. In case of misappropriation, disciplinary action is 

taken against the relevant postal staff which may lead of dismissal from government service. 

 

In this case, no further action was taken as the complainant’s statement attached to the result 

showed that she had withdrawn her complaint. Postman Raja Naseer survived this enquiry as 

the complainant had withdrawn her complaint, but, he was removed from service as there 

were a number of other complaints against him for late delivery of money orders. 

 

7. Lessons Learnt/ Conclusions 
 

 The complainant submitted her complaint to Post office Muzafarabad. BISP offices do not 

have any information about filing, processing or result of the complaint. 

 Pakistan Post has an established complaint redressal mechanism regarding non-payment of 

money orders and the same is being used for investigating complaints of non-receipt of BISP 

money orders. Proper process was followed for the resolution of this case, but due to the 

social pressure on Khatoon Bibi, she submitted a factually incorrect statement regarding 

receipt of all money orders, which she now denies and maintains that she did not receive her 

money orders. 

 

8. Recommendations: 
 

 BISP staff should test-check some cases to ensure that the complaints have actually been 

resolved and that the complainant has recovered her money.  

 Joint enquiry of complaints (by Post Office and BISP officials) may reduce the social 

pressure on the complainant. In this case, it appears that the beneficiary did not get her money 

and that after registering a complaint she submitted an incorrect statement saying that she has 

received her money orders. The social pressure that caused her to make this inaccurate 

statement may be countered by the presence of a BISP official during the enquiry process. 
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Payment Case Study Number: P-AJK-15 

Nature of Case: Non Payment of six MOs for Rs.19,000 by Pakistan 

Post 
Complainant/ Beneficiary: Safia Bibi 

Wife of: Mohammad Razaq 

Complainant, if not beneficiary herself:  

Address: Kohala Muslimabad Kahori Heer kutli 

CNIC Number: 82203-8193427-4 

PSC form number: 7868263 

Date Study Conducted 13
th
 January 2012 

 

1. Summary of the Case Study 
 

Safia Bibi lodged a complaint on official stamp paper with Post Office Muzafarabad on 24
th
 

March 2011.  She stated that five installments of Rs. 3,000 each and one installment of Rs. 4,000 

(total Rs. 19,000) were misappropriated by the postman. She claims that she did not receive these 

money orders but these were shown as delivered in her ‘Payments Details’. 

 

An inquiry was held by DSPS Muzafarabad. On 16
th
 June 2011 she made a statement before the 

inquiry team saying that she had received ‘all installments’ and that she officially withdraws the 

complaint against the postman. The statement was made on plain paper and witnessed by the 

ASPS and two other individuals. On the same day a report was sent by the DSPS Muzafarabad 

recommending to the DPMG Muzafarabad that postman Naseer should be dismissed on the 

grounds that he delivered MOs to a number of beneficiaries two months late. This sanction was 

carried out and Naseer was removed from service. The outcome of the inquiry was never made 

public and the finding have not been released by the PO. 

 

When we discussed the case with Safia Bibi in January 2012 she explained that she had not, in 

fact, been able to recover the misappropriated MOs. The statement she made on 16
th
 June 2011 

before the Enquiry Committee was made because she was under extreme social pressure from the 

postman who had considerable influence in the area.  

 

2. Beneficiary/ Complainant’s Profile and Background Information 
 

Safia Bibi widow of Mohammad Razaq is a resident of Kohala Muslimabad Heer Kotli District 

Muzafarabad. She is a 30 year old illiterate woman. Her husband died in the 2005 earthquake and 

she is now dependent on her brother-in-law who is financially supporting her and her three 

children. One of them is enrolled in a school while the other two are too young to attend school. 

 

Her brother-in-law’s house is situated on a three Marla plot. The house is built of cement blocks 

and has a corrugated iron roof. There is no kitchen and bathroom but there is a katcha courtyard 

in front of the house. There is no furniture other than some beds and a couple of chairs. 

 

Muslimabad Heer Kotli is an isolated village located about 35 kms away from the main road and 

is located between 15,000 to 18,000 feet above sea level. The narrow road leading to the village is 

katcha and very dangerous. It is over four hour walk from the village to reach Kahori van stop 

from where it is a forty to fifty minute bus ride to Muzafarabad city.  
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3. Beneficiary’s Relationship with BISP 
 

Safia Bibi had heard about BISP and considered it to be a Peoples’ Party scheme for distributing 

money among the poor. Being Peoples’ Party supporters for a long time, she along with other 

women from the village went to the MLA candidate Noreen Arif who helped her in getting the 

cash grant under parliamentarian’s program. 

 

When the survey team visited their village to identify potential beneficiaries, a village shopkeeper 

sent them to her home. She gave all the required details to the survey team and also showed them 

her CNIC. After filling the survey form, the survey team gave her an acknowledgement slip. The 

PSC survey team told her that she would receive a cash grant of Rs. 1,000 every month which will 

be delivered by the postman to her doorstep. She did not receive any eligibility letter from BISP 

and does not have any knowledge about the complaint redressal system. She is unaware that after 

the PSC survey, her PMT score is 13.08 and she has now once again become eligible for 

receiving BISP cash grants under the score card phase. 

 

Regarding the MOs generated before the misappropriated installments, Safia Bibi stated that she 

had received four MO’s of Rs. 3,000 each. The four MOs that she received were paid to her on 

25
th
 September 2009, 15

th
 October 2009, 3

rd
 September 2009 and 10

th
 November 2009. 

 

In the past, she has spent her cash grant installments on purchasing food for her family and to pay 

for her children’s education.  

 

4. How did the complaint/ grievance emerge? 
 

Nonpayment of 6 money orders for Rs. 19,000 was the cause of Safia Bibi’s complaint. These six 

MOs were generated on the 14
th
 January 2010, 8

th
 April 2010, 2

nd
 June 2010, 7

th
 July 2010, 16

th
 

August 2010 and 29
th
 December 2010. These were all generated under the Parliamentarian’s 

Phase of the program. 

 

The complaint emerged when the postman started bringing money orders to the other eligible 

women in the locality whereas she did not receive hers.  She along with other women from her 

village paid a visit to the post office to make enquiries. She asked from postman about her 

installments and he replied that her payments were returned to BISP due to some unknown reason 

and that he would solve the issue for her. The postman also asked her not to revisit the post office 

because he would bring her Money Orders to her. Initially she submitted an application that was 

written by a post office employee. She waited for two months for the payments to come forth, 

when they did not, she submitted a complaint at the Divisional post office. Later, on 24
th
 March 

she resubmitted her complaint on stamp paper. No receipt or slip was given to her as 

acknowledgment of the registration of her complaint. 

 

Her home is far away from post office and it takes her almost a whole day to travel to and from 

the post office to submit complaints or make enquiries. She is a poor woman and each visit costs 

her around five hundred rupees for transportation. For successive visits; in order to save 

transportation charges she travelled have the distance on foot by walking for five hours. 

 

5. Processing of the Case 
 

The complainant submitted her application, addressed to the Post office Muzafarabad, on the 24
th
 

March 2011. The complaint was forwarded by the senior post master to the DSPS for further 

action. The DSPS took notice of the complaint and forwarded the case to the ASPS to initiate an 

investigation. 
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Mr. Khalid, the Field inspector was appointed as the inquiry officer. He met the postman and the 

complainant on 16
th
 June 2011 at Post office Muzafarabad. Before the inquiry was held, Safia 

Bibi was pressured by village elders to state that she had received all her installments. She 

consented and provided a written statement witnessed by Mohamad Yaqub and Mohammad 

Sadique from the same village of Muslimabad. It stated that the complainant had received all her 

cash grants from the postman and that they were delivered in front of the said witnesses. The 

complainant’s statement which was recorded by the ASPS, Muzaferabd sub-division, had her 

thumb impression and was properly verified and witnessed by the two persons, Mohammad 

Sadique (a shop keeper in her village) and Mohammad Yaqub. Both of them stated that payment 

has been delivered in front of them. 

 

The concerned postman Raja Naseer stated that he has been delivering BISP MOs to various 

beneficiaries in village Muslimabad and has also delivered all MOs to the complainant at her 

doorstep. In response to the question of why the complaint was lodged if he had, in fact, delivered 

all the MOs he replied that he was unaware of the reason for it. He stated that he had been 

delivering BISP MOs in line with official instructions, i.e. after taking a copy of the beneficiary’s 

CNIC and after taking signatures from witnesses. 

 

The Postman was dismissed from service (the DSPS knew that Safia Bibi had given an incorrect 

statement due to social pressure) due to the allegation against him of late delivery of Money 

Orders to most beneficiaries. 

 

The redressal of this complaint at the Post Office took about three months and the inquiry report 

was submitted to the DPMG on the 16
th
 of June 2011. The DSPS recommended the dismissal of 

the postman to DPMG AJK. However, relevant BISP offices were never informed about the 

processing of the complaint or its resolution. BISP offices do not have a copy of complaint or 

enquiry report.  

 

6. Observations  
 

a. General Observations 

 

There is no computerized system available at the the post office and complaint registration 

process is based on hand written paperwork. Presently the staff is maintaining the complaints 

record in a register and file. They also prepare a summary of complaints for submission to 

higher offices. However, they suggested that BISP should hire or post a person who will only 

entertain, register and monitor the BISP payment complaints at the post office. 

 

Pakistan Post followed the complaint redressal process in line with their standard process for 

redressal of complaints regarding misappropriation of money orders. 

 

b. Observations at Beneficiary Level 

 

Safia Bibi is a widow and her brother-in-law is supporting her family. She was not satisfied 

with the result of the complaint because due to social pressure she had to give an incorrect 

statement in front of enquiry officer. She was assured that the postman will pay the 

misappropriated amount but this never happened.  
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c. Observations at BISP / Payment Agency Level 

 

Standard procedure was adopted by the post office in resolving the case. An inquiry officer 

was appointed and the inquiry was attended by the complainant and the respondent postman 

at the relevant post office. 

 

It has been observed that the enquiry of a complaint is usually completed in less than 2 

months but in this case it took about three months. In case of misappropriation, disciplinary 

action is taken against the accused postal staff which may lead to dismissal from government 

service like in this case postman Raja Naseer was dismissed due to the general allegation of 

late money order delivery after a thorough enquiry. The post man later complained against the 

DSPS on the grounds that he was dismissed even though Safia Bibi stated that she had 

received all her payments. 

 

7. Lessons Learnt/ Conclusion 
 

 In this case, the complainant submitted her complaint to Post office Muzafarabad and BISP 

Divisional or Tehsil Office Muzafarabad was not informed about the case. Pakistan Post has 

an established complaint redressal mechanism regarding non-payment of money orders and 

the same is being used for investigating complaints of non-recipient of BISP money orders. 

 It is possible that at times though formal complaint redressal procedure is followed and 

enquiry conducted but the complaint is actually not redressed. In this case, due to social 

pressure on the complainant she gave an incorrect statement before the enquiry officer that 

she has received her money orders and wants to withdraw the complaint. 

 

8. Recommendations 
 

 Joint Enquiry (conducted by officials of BISP and Pakistan Post) may help the complainant to 

present her case confidently and may help in reducing social pressure on her. 

 BISP should test-check some complaints after they have been closed, to ensure that 

misappropriated amounts have actually been paid to complainants. 
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Grievance Case Study Number G-Upper Punjab-01 

Nature of Case CNIC Update 

Complainant/ Beneficiary Rehana Kausar 

Wife/Widow/Daughter of: W/O Muhammad Ahmad 

Complainant, if not beneficiary herself N/A 

Address Mohallah Shaukat Hayat Colony, Sargodha. 

CNIC Number 38403-4237321-0 

PSC form number 18962169 

Date Study Conducted 6-Jan-2012 

 

1. The case summary: 
 

The beneficiary in this case has been declared 

eligible but due to a mismatch in her name she is 

unable to receive any cash grant from BISP. As a 

result, she has lodged a complaint in the BISP 

Divisional Office Sargodha for the correction of her 

name. 

 

Her name during the survey process or at the time 

of data entry has been mistakenly entered as Nusrat 

Kausar instead of Rehana Kausar (her original 

name). Her two married daughters have also been 

declared as BISP beneficiaries. 

 

This specific case has been lodged in BISP Divisional office Sargodha on 21
st
 October 2011 under 

complaint number 96. The case has not been forwarded so far for redressal. According to the 

concerned staff at Tehsil/Divisional Office Sargodha they are waiting for the CMS to launch and 

as per instruction from higher authorities they are just collecting and recording grievance cases 

without any further processing. The beneficiary has visited the offices of BISP 4 times and spent 

approximately Rs.600 in transport costs alone. 

 

2. Beneficiary’s Profile: 
 

Rehana Kausar is a 43 year old, primary educated 

married woman. She is the mother of eleven children 

(seven daughters and four sons). Her two daughters are 

married, while another two daughters and three sons 

are studying in a government school.The remaining 

three daughters stay at home and help her in household 

chores.  

 

Her husband, Muhammad Ahmad, and son earn their 

living as  greengrocers. They both used to sell fruits 

and vegetables by using a cart. They earn around 

Rs.7000 in a month. She said it is very hard for them 

to take care of and fulfil the financial needs of their 

family with this limited income. 

 

The house where she lives with her husband and nine children is on rent.The monthly rent for the 

house is Rs.2000/-. This 3 marla, pakka house comprises of one room, a baithak, a wash room and 

a small veranda that is also used as a kitchen. The family’s notable belongings, in the house were 

a colour television with satellite cable connection and a bicycle.  
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The area where she lives is known as Hayat Abad colony. Most of the houses in the area are well 

built. There are also some grocery shops, a market on the main road and a private primary school 

in their street. The street leading to her home is well paved, and has  around 30 houses. 

 

3. Beneficiary’s relationship with BISP: 
 

She was not surveyed in the first phase of BISP program. But, she was surveyed in the month of 

June 2011, almost five months ago. At that time, the enumerators visited her house and completed 

a PSC survey form. She provided most of the details to the survey team. After completing the 

PSC form the survey team gave her the survey acknowledgement slip for future reference. 

 

She also has a valid CNIC that she shared with the survey team. She was happy that nothing has 

been charged by the enumerators for filling her survey form. She didn’t receive any BISP letter 

regarding confirmation of her eligibility or discrepancy. 

 

She didn’t know much about the Benazir Income Support Program. She got what  information she 

had about BISP through the survey team i.e. enumerators. But, she considered this program as an 

NGO, as this program is helping the needy and the poor people. 

 

Although, she didn’t have any information about BISP eligibility criteria she considers herself as 

a BISP beneficiary. 

 

She has planned that she will utilize the money from this cash assistance to invest in her 

husband’s business, so that their monthly income can be increased.  

 

4. How did the Complaint/Grievance emerge? 
 

She was informed by the enumerators at the time of survey that in case of any query she may visit 

the concerned BISP office located at Stadium Road, Sargodha.  

 

Three months ago, when she observed that other women in the area, who were surveyed along 

with her, are getting cash assistance but she was not, she decided to visit the BISP Tehsil Office 

Sargodha to inquire about the status of her survey and to find out why she is not getting any cash 

assistance. She went to BISP office with the survey acknowledgement slip and her CNIC.  

 

She was not aware of the details of  the BISP complaint registration mechanism. She got the 

necessary information about the complaint mechanism by her visit to the BISP Tehsil Office, 

where she met with the staff, whom she found very courteous and cooperative. She hasn’t spent 

any money for getting information about her survey/payment or in lodging the complaint. 

 

5. Processing of the case: 
 

This particular case was filed by Rehana Kausar at BISP Divisional/Tehsil office Sargodha on 21
st
 

October 2011. She visited alone to register her complaint. The BISP Divisional office is at a 

distance of approximately 8 kilometres from her house.  

 

When she visited the BISP office for the first time she met there with Muhammad Adnan, 

Assistant Complaint Officer, with whom she discussed her problem regarding the delivery of cash 

assistance. The Assistant Complaint Officer took her CNIC and survey acknowledgement slip and 

checked the status of her survey from the BISP website. 

 

The ACO, after checking her status from the BISP website, informed her that her name has been 

wrongly entered as Nusrat Kausar instead of Rehana Kausar. He advised her that she needs to get 
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a copy of the survey result from a nearby internet café and submit an application for correction 

along with a copy of her CNIC.  

 

A week later, Rehana visited the internet café and got a printed copy of the survey result by 

paying Rs.20/-. She attached a copy of her CNIC and a copy of the survey acknowledgement slip 

along with that copy of the survey result and submitted it to the Assistant Complaint Officer. 

 

After getting the required documents (copy of survey acknowledgement slip, copy of CNIC and 

copy of survey result) from the beneficiary, the Assistant Complaint Officer noted down her 

complaint in a register and advised her to wait for an official response. The officer further 

explained to her that she didn’t need to visit the BISP office again and again, as he will inform her 

when the case will be resolved. The officer also noted down her cell phone number for further 

contact. She has not got any complaint or reference number for her complaint. 

 

This case has not been forwarded so far for further processing, however a copy of this case has 

been forwarded to Divisional Director Sargodha for information. The concerned officer said, they 

have been instructed to keep the record of grievance cases with them as the CMS is going to 

launch very soon and with the help of CMS the office, at Tehsil level, they can solve these cases 

without any hassle. At this moment, this case is waiting for the launch of the CMS in BISP 

Divisional office records. 

 

6. Observations 
 

a. General Observations 

 

As per BISP prescribed process the receiver woman should receive a notification regarding 

the discrepancy with respect to her form data with information that includes the address of the 

nearest BISP office or help desk phone number.  

 

In this particular case the beneficiary didn’t get any information regarding her eligibility or 

discrepancy from the BISP office in writing. The information update forms are also not 

available with the BISP Tehsil or Divisional office that facilitate recording of information that 

needs to be updated. 

 

The Tehsil office is  not able to identify at what stage the mistake occurred and are not 

authorised to correct such errors which have occurred at the data collection or data entry 

stage.  

 

The beneficiary, on the other hand visited the BISP office four times for this complaint, twice 

to lodge the complaint and twice for follow up. She used rickshaw, as a source of transport 

which cost her Rs.150 each time. 

 

She has no idea that there are other ways to register a complaint. Although she has the phone 

number of the BISP Tehsil Office Sargodha, provided by the staff, to check the status of her 

complaint she prefers personal visits for her satisfaction as she believes these are more likely 

to result in action.  

 

b. Observations at the beneficiary level 

 

The beneficiary looks very depressed these days because of her family problems. Two of her 

daughters got engaged to relatives a few months back but recently they refused to take this 

relationship any further.  

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-Upper Punjab-01 
 

J40252714 

GHK Consulting Ltd. 352 

She seems to be satisfied with the complaint registration process and behaviour of BISP staff 

as she has visited the BISP office frequently (four times in one and half months). She was 

also very happy with the TPE team visit to her house. 

 

She said, although the officer has advised her not to visit BISP offices as they will inform her 

when her case will be resolved, she is anxious and keeps following up for action. 

 

She was not aware about any bank branch located nearby to her house or any other payment 

mechanism. She thinks that the delivery of BISP cash assistance through Pakistan Post is a 

better mechanism than other options. She further explained that through the postman they can 

receive their money orders at their door step. Otherwise, she will have to go out from her 

house to receive the cash assistance. 

 

c. Observations at BISP 

 

The Tehsil office Sargodha is located in the same premises as the Divisional office. The total 

number of staff at Tehsil Office is four and includes one Assistant Director, one Assistant 

Complaint officer, one Naib Qasid and one Chowkidar.  

 

The office building comprises of six office rooms and a waiting room for the beneficiaries 

and visitors that can accommodate around 30 people. The assistant Director and Assistant 

Complaint officer can also accommodate around 10 visitors in their rooms.  

 

The office can’t afford to run a generator all the time during power cuts as they have limited 

budget for generator fuel. For other expense e.g. stationary, etc. staff pays from their own 

pocket which the accounts department reimburses after some time. 

 

According to observations, the Tehsil office is not very busy these days but the staff informed 

the TPE team that on average 50 people visit daily and most of them look for information 

regarding their payment or PMT status. Besides personal visits many beneficiaries tend to get  

information regarding their complaints on the phone, which Tehsil office staff answered very 

politely during our observation period. 

 

They have maintained a complaint register to record all complaints. When they receive the 

complaint from the beneficiary or from any other source, a particular complaint number is 

assigned to the complaint and then entered into the register. There is no practice to 

computerise complaint records. However, they are compiling the record of complaints 

regarding left out or missing households in MS Excel to share it with survey supervisors of 

the Partner Organisation (PO). 

 

The office is also observing the procedure to disaggregate the complaints into broad 

categories of payment and grievance cases and file them accordingly. These cases are then 

further divided into solved and unsettled cases. 

 

Grievance cases have not been forwarding to Divisional or any other office for further 

processing as the office received instructions that the CMS is about to launch, and all cases 

should be kept on hold till it was launched. However, the office forwards lists of left 

out/missing households to BISP Divisional office and survey supervisor of the Partner 

Organisation and these are usually solved between seven to ten days. 

 

Payment cases regarding embezzlement are forwarded to the office of the Divisional Director 

after the complaint is lodged by the beneficiary. The Divisional Director then forwards these 

cases to the concerned DSPS along with a copy to Director General Office BISP Lahore. 
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The concerned BISP officer guided and registered the complaint of this beneficiary. But, they 

didn’t forward this particular case to the higher office where some prompt actions could be 

taken to solve the issue. As a result, the beneficiary will have further delays in obtaining the 

cash assistance which could have led to addressing her hardships. 

 

7. Lessons learnt/conclusion 
 

 In this case the beneficiary didn’t receive any letter from BISP about the confirmation of her 

eligibility and the nature of the discrepancy. 

 An information update form was neither sent to the beneficiary nor available in the BISP 

Tehsil office to record correct information to update in the information system.  

 BISP Tehsil office is not processing grievance cases as they are waiting for the CMS to 

launch. 

 Required facilities e.g. printer/photocopier is not available to facilitate beneficiaries which 

forces them to visit more than once to record their complaint, and visit several vendors for 

photocopying, information etc.. 

 The Tehsil Office and beneficiary both are uncertain about when they would solve the 

complaint and when the beneficiary would get her money. 

 It seems that the problem arose due to negligence at the data collection/survey or data entry 

process which could be avoided with better trained staff and checks and balances. 

 

8. Recommendations 
 

 It is important that awareness should be created about where a beneficiary/complainant 

should file her complaint. 

 BISP letters should be sent to the beneficiaries regarding their eligibility or discrepancy along 

with an information update form where relevant. 

 Well trained staff should be deputed for the survey/data collection and data entry process to 

minimise information mismatch incidents. 

 The CMS should be launched as soon as possible for speedy complaint resolution process. 
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Grievance Case Study Number: G-Upper Punjab-02 

Nature of Case: Missing Household 

Complainant/ Beneficiary: Sadia Naveed 

Wife of: Naveed Ahmad 

Complainant, if not beneficiary herself: N/A 
Address: Street # 11, Rachna Town, nearby PSO petrol pump, 

Tehsil Ferozwala, District Lahore. 

CNIC Number: 35202-2519987-5 

PSC form number: 22465996 

Date Study Conducted 16
th
 December 2011 

 

1. Summary of the Case Study: 
 

Sadia Naveed, 24, is a resident of Rachna Town, Mureedkay-

Ferozwala Road, Lahore. This case was retrieved from the 

BISP Divisional Office Lahore, where she submitted a 

complaint to the BISP Tehsil office Ferozwala that her Poverty 

Score Card (PSC) Survey has not been conducted.  

 

The complaint was recorded on 26
th
 September 2011. The BISP 

office forwarded this case to the survey team supervisor 

(AHLN) for further processing. 

 

Later the survey was conducted in the month of October 2011 and as a result Sadia was declared 

ineligible as the PMT of household is 34.70, but the complainant didn’t know about her 

ineligibility. 

 

2. Beneficiary/Complainant’s Profile/Background Information:  
 

Sadia is 24 years of age, married and a matriculated woman. She is the mother of two children 

(two sons); both are too young to attend  school at the moment. Her husband (Naveed Ahmad) is 

a tailor and was previously employed in a garment factory. Due to financial constraints the factory 

downsized its staff and Naveed was one among those unfortunate staff whose services were 

terminated. He is now jobless as of the last six months and is facing a hard time in meeting his 

financial needs. 

 

Sadia lives in a three Marla pakka house which consists of two rooms, a kitchen and a bath room. 

The house is  rented and she is paying Rs. 2000 per month. The notable family belongings include 

a colour Television with satellite cable connection, bed set, sofa set and a bicycle. 

 

The area where she lives is called Rachna Town, which is adjacent to Mureedkay-Ferozwala road. 

There is a main market, a private hospital (Al-Sheikh Hospital) and a private school in the area. 

The street leading to her house is paved with brick soling and has a proper drainage system. The 

street consists of around fifty pakka houses. 

 

3. Beneficiary’s relationship with BISP: 
 

She was not a beneficiary in the 

first phase of BISP program. 

But she was surveyed for the 

Poverty Score Card phase 

around two months ago in the 
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month of October 2011. At that time, the enumerators visited her house and completed a Poverty 

Score Card Survey form. She provided most  details to the survey team. After completing the PSC 

survey form the survey team gave her the survey acknowledgement slip for future reference. She 

was happy that nothing had been charged by the enumerators for filling her survey form. Her 

husband was also at home the day when the survey team visited her residence. 

 

The beneficiary didn’t have a CNIC at the time of survey. The enumerators advised her to apply 

for a CNIC and submit a copy of it in the BISP Tehsil office Ferozwala. She applied for the CNIC 

to the NADRA mobile team who visited their locality two weeks after the PSC Survey. She was 

charged Rs. 200 and they also issued her a token number for future reference. She got her CNIC 

within 20 days from the NADRA office located at a distance of around 5 kms on Shahdara-

Lahore road. Both husband and wife went to the NADRA office to collect the CNIC on auto 

rickshaw and it cost them Rs. 150. 

 

She had heard about the Benazir Income Support Program from TV and also from the survey 

team. She said “ya program ghareeb aur kum amdani walay logon ki imdaad ka program hay”. 

Her husband (Naveed Ahmad) further remarked that this program is not a political or a 

government program but an NGO as this program is helping the poor and needy. He is also 

interested in getting a loan from the Waseela-e-Haq program. He has the information about the 

eligibility criteria for getting loans as his friend got a loan package from BISP Waseel-e-Haq 

program to establish his tailoring business. 

 

The complainant has planned that if selected she will utilize the cash assistance to support her 

husband’s business. 

 

4. How did the Complaint/Grievance emerge? 
 

During the month of September 2011, her husband (Naveed Ahmad) met with a notable (Haji 

Bashir Ahmad Mughal, Union Council President, PPP), who resides in the same locality. He 

advised him to visit the concerned BISP office and inquire about BISP program packages and 

eligibility criteria. He further advised him to apply for the BISP cash assistance and also for the 

Waseela-e-Haq program so that he could  manage his expenses such as  house rent and to enable 

him in starting his own business. 

 

Naveed told his wife (Sadia) to go to the BISP office to get the information about the monthly 

cash grant and Waseela-e-Haq program. She went to BISP office after 2 days. The BISP Tehsil 

office is located at a distance of around 2 kms from their house. She went there alone and on foot. 

She didn’t have her own CNIC at that time so she took her husband’s CNIC with her. 

 

5. Processing of the Case: 
 

At BISP Tehsil Office Ferozwala, she met with the BISP officer who was very courteous and 

cooperative. Sadia told the BISP Officer that she learnt about Benazir Income Support Program 

from Television that this program is helping the poor and needy, and she wants that her family 

should also be facilitated through BISP program for the monthly cash grant. The BISP officer 

(AD) asked her about the PSC Survey; and whether she had been surveyed or not? Sadia indicated 

her  ignorance about the survey and responded  that the survey team had neither visited their 

locality nor their house. To confirm  her survey status, the AD asked for her CNIC to which she 

responded that she doesn’t possess any. The BISP officer then advised her to apply in NADRA 

for a valid CNIC as it is compulsory for availing BISP program benefits. However, the BISP 

officer confirmed her PSC status using her husband’s CNIC to ensure that she had not been 

surveyed. 
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After this the BISP officer guided her further about the prerequisites for inclusion in the BISP 

program and the eligibility criteria. Sadia 

asked the BISP officer what she had to do 

for her survey to be conducted. The BISP 

officer referred her to another room where 

Assistant Complaint officer collected 

information about her address, cell phone 

number and her husband’s CNIC number 

and noted her complaint down in a 

register. The BISP staff advised her to wait 

for about 2 weeks and the survey team 

would visit her house. They further 

advised her to apply for her CNIC in the 

NADRA office, located at Shahdara- 

Lahore Road immediately. The officer 

provided her the landline number of the 

BISP office to contact in case she required 

further information or follow up. She was 

not given any complaint or reference 

number for her complaint. 

 

A week later, the BISP staff forwarded this 

case to the survey team supervisor of the 

PO AHLN along with other complaints 

regarding missed out households. The 

survey team conducted the survey of the 

complainant and their locality within 

fifteen days of the complaint being filed. 

 

6. Observations: 
 

a. General Observations: 

 

Sadia visited the BISP Office twice; once to get  necessary information and to lodge the 

complaint and the second time for  follow up. After that she never visited to follow up, as she 

believes that her repeated visits will not make any difference. She thinks that now she has 

fulfilled the criteria to be a BISP beneficiary as per the guidance of the BISP staff so she 

should be eligible for cash grant and other benefits. 

 

She considers herself as a BISP beneficiary as her husband is jobless, and they don’t have any 

regular source of income to support the expenses of the family. They are finding it very hard 

to make both ends meet and they have to borrow from their relatives and nearby shop-keepers 

from time to time.  

 

A check of the website indicates that she has since been declared ineligible in the BISP 

program but she is unaware of her status, as she received no notification to this effect. She 

had also submitted a copy of her CNIC in the BISP Tehsil office some two weeks before the 

case study was prepared. Her husband visited the BISP office to submit it on foot.  When he 

asked about the BISP instalment he was told by the staff that their survey result has not been 

declared yet and advised him to wait for a month. 
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At the time of survey process, the enumerator also told them that they will receive the cash 

assistance in the month of December 2011 (after Eid-Ul-Adha) and also advised Sadia to 

apply for her CNIC in NADRA at earliest and submit a copy of her CNIC in the BISP office. 

 

She has no idea that there is more than one way to register and follow up a complaint. 

Although she has a landline number of the BISP Tehsil office Ferozwala, provided by the 

staff to check the status of her complaint,  she prefers personal visits to assure herself that 

some action is being taken. . 

 

b. Observations at Beneficiary level: 

 

Sadia was dressed neatly, was looking confident and has completed her education till metric. 

From observations of their home, the family doesn’t seem sufficiently impoverished  to 

qualify for  the BISP cash grant. As she has no information about her ineligibility, she is 

anxiously waiting to receive the cash grant instalment in the near future. Sadia informed us 

that the Survey Team assured her that they will receive cash assistance right after Eid Ul 

Adha (in the December 2011) but it has not materialized yet. 

 

It was observed during the interview that the beneficiary was not entirely forthcoming about 

their financial circumstances, and  when asked about how she manages the daily financial 

needs since her husband, Naveed is jobless and  she is not generating income, she tactfully 

replied, “Bus guzara ho he jata hay, Allah ka sahara hay”. 

 

c. Observations at BISP/Partner Agency level: 

 

The BISP Tehsil office Ferozwala is difficult to find as 

there is no direction board indicating the office’s 

location. The total number of staff at the BISP Tehsil 

office is four i.e. Assistant Directors, Assistant 

Complaint, Naib Qasid and a Chowkidar. 

 

The office has one desktop computer with an internet 

connection operational. They also have a UPS for the 

computer, with power backup capacity of around half 

an hour, land line phone and a fax machine 

(operational). 

 

The office building comprised 6 rooms, of which three rooms were under the use of Assistant 

Director, Assistant Complaint office and a waiting room for beneficiaries, while the other 3 

rooms were under construction for minor changes and repairs. The waiting room can 

accommodate about fifteen people at a time. The Assistant Director and Assistant Complaint 

offices can also accommodate 7 – 8 visitors in their room at one time. 

 

Observation indicated that the Tehsil office was not very busy these days but the staff stated 

that on average 15-20 people visit daily and most of them visit for gathering information 

about their 2nd instalment and about their PMT status.  

 

The BISP staff maintains a complaint register to record all complaints. They  maintain three 

registers, one for grievance related complaints, a second for payment related complaints and 

the third for  recording Missed / Left out household complaints. 

 

When they receive  complaints from a beneficiary or from any other source, a particular 

number, usually a serial number is assigned to the complaint and then entered into the 

register. There is no practice to computerize the complaint record. However, they maintain a 
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soft record of left out household complaints in MS Excel, to share it with survey supervisors 

of the partner organization (AHLN). 

 

There is no practice of forwarding grievance cases for further processing as the office 

received instruction that the CMS (Case Management System) is about to launch. However, 

the office is forwarding the list of left out households to partner organization, the issue is 

usually resolved within a couple of weeks. 

 

Payment cases regarding embezzlement are forwarded to the Divisional Office Lahore after 

the complaint is lodged by the beneficiary. The Divisional Director then forwards such cases 

to the concerned Divisional Superintendent Postal Services (DSPS) for further processing. 

 

This particular complaint was lodged in the BISP Tehsil office Ferozwala on 26th September 

2011 bearing a complaint number 01.The Assistant Complaint (Shahid Ahmad)  noted this 

complaint on a complaint registers. The beneficiary’s correct name is Sadia Naveed W/O 

Naveed Ahmad but it was erroneously written as Sabiran W/O Naveed Ahmad who is 

actually the sister of Naveed Ahmad (Sadia’s husband). 

 

7. Lessons learnt and Conclusion: 
 

 The interaction between BISP and the complainant happened at the guidance of a notable 

(Haji Bashir Ahmad Mughal-President Union Council PPP). 

 She was informed by the BISP officer (AD) about the survey process, who also guided her 

that she needs to apply for a CNIC in NADRA at the earliest. 

 Beneficiary had not been informed about her ineligibility for the BISP program either through 

a BISP letter or by any other source. 

 The enumerator also advised the complainant to apply for a CNIC and submit a copy in the 

BISP office and further gave her the hope that she would receive the cash assistance after Eid-

Ul-Adha, in December 2011. 

 BISP Tehsil office is not processing grievance cases, except missed out households, as they 

were advised by the BISP authorities to wait for the CMS to launch. 

 

8. Recommendations: 
 

 There is a need to sensitize the public regarding BISP program outreach and also to encourage 

them in applying to NADRA for CNICs. 

 The concerned BISP officer should refer such beneficiaries who don’t have a valid CNIC to 

NADRA with a reference letter/slip so they should be treated on priority basis. 

 There is also a need to build awareness in beneficiaries regarding program packages and their 

criteria. For this, TV cable, radio and send community meeting can be used. 
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Grievance Case Study Number: G-Upper Punjab-03 

Nature of Case: Change in address 

Complainant/ Beneficiary: Shahnaz Bibi 

Wife of: Muhammad Hussain 

Complainant, if not beneficiary herself: N/A 

Address: House # 05, street # 31, near Brain way High School, 

Main Bazaar Ferozwala District Lahore. 

CNIC Number: 35401-5950648-0 

PSC form number: 22539085 

Date Study Conducted 19
th 

December 2011 

 

1. Summary of the Case Study: 
 

This case is about Shahnaz Bibi, who lodged a complaint for 

change of her address in the BISP records. She was selected as 

a BISP beneficiary in the Parliamentarian phase almost three 

years ago. At that time, she was residing in Main Bazaar 

Ferozwala but later on, she shifted to another house in the 

same locality about 2 kms away from her previous residence. 

She had received only a single (first) instalment of Rs. 2000 in 

the month of September 2009 at her old address and after 

shifting to the new residence she stopped receiving BISP 

money orders. 

 

She lodged a complaint in August 2011 in the BISP Tehsil office Ferozwala to change her address 

and regenerate her money orders. This particular case was forwarded to BISP Divisional Office 

Lahore by Assistant Director BISP Tehsil office Ferozwala for redressal. The complaint number 

and recording date was not found in the BISP records, however, a covering letter, which was 

forwarded to the Divisional office, shows the date of 17
th
 August 2011. The case is unresolved so 

far and beneficiary status is unchanged. 

 

2. Beneficiary/Complainant’s Profile/Background Information: 
 

Shahnaz Bibi W/O Muhammad Hussain is a 35 years old, 

primary literate married woman. She is the mother of seven 

children (two daughters and five sons). None of her children 

are married. Her two daughters are attending  school (one is in 

9
th
 class and another one in 7

th
 class) while her eldest son who 

is around 16 years of age, is learning the skill of Electric 

Motor Winding (motor electric assembly) from a nearby shop. 

He usually earns Rs. 3000 per month for the support he 

provides to the shop owner.  The rest of her children are not 

school going. Her husband (Muhammad Hussain) has a butchers shop and he earns around Rs. 

8000 a month. 

 

Shahnaz is a housewife and doesn’t contribute to the family’s income. She used to do tailoring 

and embroidery work from her house but now due to blurred vision and arthritis she is unable to 

continue it. She used to make Rs. 3000 per month from her tailoring job. 

 

She lives in a three Marla pakka house consisting of 2 rooms, 1 bathroom and 1 kitchen. The 

house, where she resides is owned by her father in law. The family also has a colour television, a 

motor bike, a sofa set, two functional cell phones and a refrigerator in the house. 
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The area where she resides is known as main bazaar Ferozwala. Most of the houses in the area are 

well constructed. There is a market at the start of the main road leading to her street. There is also 

a private school in their street (Brain way High School). The streets are paved with brick lining 

and contain  around thirty houses. 

 

3. Beneficiary’s Relationship with BISP: 
 

Shahnaz was selected as a BISP beneficiary in the Parliamentarian phase almost three years ago. 

She had received her  survey form from a notable of her locality. After the survey, she didn’t 

receive any eligibility letter from the BISP. She also had a valid CNIC at the time of Phase 1 

survey. 

 

She was again surveyed in the month of 

September 2011. At that time, the enumerators 

visited her house and completed a PSC Survey 

form. She herself related most of the details of 

the household to the survey team. After 

completing the PSC survey form the survey 

team gave her the survey acknowledgement slip for future reference. 

 

She has a valid CNIC that she shared with the survey team. She was happy that nothing had been 

charged by the enumerators for filling her survey form. She didn’t receive any BISP letter 

regarding  confirmation of her eligibility/ineligibility or about any discrepancy in her details as 

recorded for the BISP Program. 

 

She didn’t know much about Benazir Income Support Program but she stated that “Baita, ghareeb 

logan nou ki pata hoye ga, sanu tay bus aina pata a kay marrian nou paisay lab day nay Benazir 

program to”. She  didn’t have any knowledge about BISP complaint mechanisms. She was 

informed about this  when she visited the BISP office.  

 

She has utilized the one cash instalment she received for the school fee of her daughters and she 

has planned that she will invest the money from future cash assistance for the betterment of her 

husband’s business. 

 

4. How did the Complaint/Grievance emerge? 
 

The beneficiary was settled in her own 

house main bazaar Ferozwala (House 

number 19, street number 35 main 

bazaars Ferozwala) for over the last 10 

years. However, due to the economic 

downturn, low business activity and 

business losses, they decided to sell 

their house and invest the money to 

save their drowning business. 

 

Under these straitened circumstances she  thought of the cash instalment she once received from 

the Benazir Income Support Program. She discussed the matter with her husband suggesting that 

the cash assistance from BISP was better than borrowing from neighbours, relatives and 

shopkeepers. Her husband agreed and went about getting further information about the cash 

instalments his wife had received around a year ago. The next day he met with the same notable, 

Muhammad Hussain who had provided them the Survey Form for Phase 1.  
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He told Muhammad Hussain  that his wife received only a single instalment of  Rs. 2000 around a 

year ago. The notable listened to him sincerely and assured him he would  help him to get his 

BISP issue resolved. He immediately contacted  the Postman who was appointed in their locality 

for the delivery of BISP money orders. The notable made a phone call to post man and said “inn 

logon ka kya masla hay, inhain paisay kyun nahi mil rahay, agar tumhari taraf say koi garbar 

hay to abhibata do warna main tumhain ulta latka dunga”. The Postman assured him  that the 

post office did not give him any money orders to deliver to Shahnaz Bibi.  

 

After talking to the Postman, the notable advised Muhammad Hussain to visit the BISP office 

where they would properly guide him about the actual problem. The notable also informed him of 

the address and location of the BISP Tehsil Office. 2 or 3 days later, Shahnaz happened to meet 

the postman who once delivered a cash instalment at her doorstep. Shahnaz inquired about her 

further cash grants instalments. The Postman replied “mujhay iss baray main kuch nahi pata jo 

money order tumharay liy aaaya tha wo main nay tumhain day diya”.  
 

The next day she visited the BISP office. She went there alone on foot. The BISP Tehsil office is 

located at a distance of about three kms from her house. She had her CNIC, survey 

acknowledgement slip and a receipt of moneys paid voucher of her received money order 

(amounting to Rs. 2000) with her when she went to the BISP office. 

 

5. Processing of the Case: 
 

She met with the Assistant Director BISP Tehsil 

office Ferozwala on 17
th
 August 2011 and told her 

about the problem that she received a single 

instalment amount of Rs. 2000 in the month of 

September 2009 and after that she hadn’t received 

even a single penny from BISP.  

 

The concerned officer (AD) took her CNIC and 

checked the payment details from the BISP website. 

She then informed Shahnaz that Rs. 24,000 has been issued in her name by BISP. The officer 

(AD) asked her how much amount or how many instalments she has received. She told the officer 

(AD) that she has received only a single instalment of amount Rs. 2,000 about two years ago. 

Shahnaz also showed the receipt of the paid voucher amounting to Rs. 2000 which she received 

from the Postman. The BISP officer checked that receipt and returned it to her. 

 

The officer (AD) after checking the payment detail from the BISP website asked Shahnaz about 

her locality and address. Shahnaz stated she had been residing in main bazaar Ferozwala and she 

further explained that due to a financial crisis they had to sell their house and shifted to a new 

house some two years ago. 

 

At this, Shahnaz was   informed by the officer (AD) that “Tumharay paisay aaye thay lakin 

tumhara ghar na milnay ki wajah say (due to change in address) post man nay paisay wapis 

bhijwa diya thay” 

 

Shahnaz asked the officer, if anything could be done to get those money orders regenerated in her 

name? The BISP officer told her about the BISP complaint mechanism and advised her to submit 

a written complaint about non-delivery of payment and the change in address along with the copy 

of her CNIC.  
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Shahnaz requested the officer to write the complaint for her, which she did on a  piece of paper 

and obtained her  signature. Shahnaz got a copy of her CNIC made from a nearby photocopy shop 

and submitted it with the complaint. 

 

Shahnaz was not issued any complaint or reference number by the BISP office and was advised to 

wait for about a month. Shahnaz was quite happy and satisfied with the behaviour and 

cooperation of the BISP staff. She was pleased that she was not charged anything for lodging the 

complaint. 

 

About three weeks later, she again went to the BISP office with her CNIC to inquire about the 

progress of the complaint regarding her change in address and issuance of money orders. The 

officer told her that her complaint has not been resolved yet and advised her that she didn’t need 

to visit BISP frequently as she will receive the payment at her house after her address is changed 

in BISP system. 

 

6. Observations: 
 

a. General observations 

 

As per BISP prescribed procedure, “The receiver woman will receive the Information 

Updates Format the time of first payment to beneficiaries. She will use this form in case of 

change in address or change in the location of payment option. The receiver woman will 

request for change in address by using Information Updates Form. The request will be entered 

in the MIS within seven days after receiving the request from receiver woman. The receiver 

woman by herself or by other sources (relatives, notables etc.) reports the update in nearest 

BISP office. If the receiver woman contacts in any BISP office, either by telephone, email, or 

in person, it is mandatory that she will provide her valid CNIC number and relevant 

information.” 

 

However, in this particular case, neither had the beneficiary  received any BISP letter 

regarding her eligibility in BISP program nor had she been sent any Information Updates 

Form at the time of first payment. The information update forms were not available in BISP 

Tehsil or Divisional Offices either. 

 

Shahnaz visited the BISP Office more than 3 times for lodging the application and for follow-

up.  Although she didn’t incur any cost on travelling  she had to spare about 3 hours from her 

routine work for each visit. She expressed her annoyance that she has had to make frequent 

visits to BISP, after she had submitted an application and a copy of her CNIC as per the 

officer’s instructions.  She is unable to understand why she has not been paid yet and why it is 

taking so much time to resolve her issue. 

 

The beneficiary was not aware  that there is more than one way to register a complaint. 

Although, she has a landline number for the BISP Tehsil office Ferozwala and a cell phone 

number of the BISP Officer (AD) provided by BISP staff to check the status of her filed 

complaint,  she prefers personal visits to assure herself that action is being taken . 

 

b. Observation at beneficiary level 

 

The complainant seemed disappointed and was not sure whether she will get the BISP money 

orders or not after going through the whole process. She did not try to influence the process as 

she stated  that she did not know anyone who can help her in resolving this issue soon. She 

also said “ghareeban da Khuda si farshiaay”. 
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She considers herself a a deserving BISP beneficiary.  Observations however seemed to 

indicate that the household is reasonably well off  as they live in a cemented house with two 

earning persons to cater their family needs. 

 

Shahnaz was quite satisfied with the BISP staff behaviour and their manner of dealing with 

her. She was hopeful that she will receive cash grant soon and she will invest this cash to 

boost the business of her husband. 

 

c. Observations at BISP/Partner agency level: 

 

The BISP Tehsil office Ferozwala is situated in 

Imaamia Colony, adjacent to Mureedkay-Lahore Road. 

The office is difficult to find, as there is no direction 

board indicating it’s  location. The total number of staff 

at the BISP Tehsil office is four i.e. Assistant Director, 

Assistant Complaint, Naib Qasid and a Chowkidar. 

 

The office has one desktop computer with internet 

connection operational. They also have a UPS for 

computer, with power backup capacity of around half 

an hour, landline phone and a fax machine 

(operational). 

 

The BISP staff is maintaining a complaint register to record all complaints. They have 

maintained three registers, one for grievance related complaints, second for payment related 

complaints while the third register is maintained for the recording of complaints relevant to 

Missed / Left out households.  

 

When the office receives a complaint from the beneficiary or from any other source, a 

particular number is assigned to complaint and then the complaint is entered into the register. 

There is no practice to computerize the complaint record. However, they are maintaining the 

soft record of complaints regarding left out household in MS Excel, to share it with survey 

supervisors of partner organization (AHLN). 

 

Grievance cases are not being forwarded to Divisional or any other office for further 

processing as the office received instructions that the CMS (Complaint Management System) 

is about to launch. However, the office is forwarding the list of left out households to the 

partner organization, and this issue  is usually resolved within a couple of weeks. 

 

Payment cases regarding embezzlement are forwarded to the Divisional Office Lahore after 

the complaint is lodged by the beneficiary. The Divisional Director then forwards such cases 

to the concerned Divisional Superintendent Postal Services (DSPS) for further processing. 

 

This particular case was forwarded by the BISP Tehsil office Ferozwala to the BISP 

Divisional Director Lahore on 17
th
 August 2011. The Division Office responded to the Tehsil 

office  advising them not to forward  grievance complaints anywhere and to wait until the 

new Complaint Management System is operational, as that would enable the Tehsil Office to 

handle grievance complaints on their own. The Tehsil Office staff is hopeful that with the 

new CMS their work will be much easier and more productive. 

 

The Poverty Score Card survey of complainant was conducted in September 2011, about 4 

months before the interview date, but her PMT score has not been uploaded at the BISP 

website at the time of this study.. 
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7. Lessons Learnt/Conclusions: 
 

 The complainant was selected as a BISP beneficiary under the Parliamentarian Phase.  

 She didn’t receive any BISP letter regarding her eligibility in BISP. 

 The Information Updates Forms were neither sent to the beneficiary and nor are they 

available in the BISP Tehsil office to record information update request.  

 The beneficiary and the BISP Tehsil office both are uncertain about when the issue would be 

resolved and the beneficiary would get her money. 

 This particular case “change in address” has been lodged by a beneficiary about five months 

ago (around July-August 2011). The concerned BISP office forwarded a copy of this 

complaint to the Divisional Director Lahore with a covering letter on 17
th
 August 2011. But 

they have been instructed by their management that they didn’t need to forward grievance 

cases to the divisional office as the CMS (Complaint Management System) is not functional 

and it would be operationalised soon. Under these circumstances, this case is  pending in the 

BISP Tehsil office Ferozwala. 

 This complaint has been lodged by the beneficiary after two years of receiving the first 

instalments, when her husband needed some money to save his drowning business. 

 The complainant did not seem to deserve the BISP cash grant, as two members in the family 

are earning and their income seems enough to fulfil the family needs. They are living in her 

father in law’s house for which they don’t have to pay rent. In addition, no one in the family 

is facing any health issues for which they have to spend out of their regular income.  

 There seems to be a communication gap between the BISP and beneficiaries, as most of the 

beneficiaries don’t know how and what to do in case of any complaint. 

 

8. Recommendations: 
 

 It is important that awareness should be created about where a beneficiary/complainant 

should file her complaint. 

 BISP letter should be sent to the beneficiaries regarding their eligibility or discrepancy along 

with information update forms. 

 The CMS should be launched as soon as possible for a speedy complaint resolution process. 
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Grievance Case Study Number: G-Upper Punjab-04 

Nature of Case: Missing CNIC  

Complainant/ Beneficiary: Rizwana Khalil 

Wife of: Muhammad Khalil 

Complainant, if not beneficiary herself: N/A 
Address: House number P-16, street # 24, Basti Ghazi Abad, 

Lahore Cantt. 

CNIC Number: 35201-4951526-2 

PSC form number: 25291843 

Date Study Conducted 17
th
 December 2011 

 

1. Summary of the Case Study: 
 

This complaint has been lodged by a complainant, Rizwana 

Khalil stating that she has declared eligible in BISP cash 

grant program but at the time of survey she could not 

present her CNIC to the enumerators and she was advised 

by the survey team to submit a copy of her CNIC in the 

nearest BISP office at the earliest. 

 

In the BISP tracking system, she has been declared eligible 

but she could not receive the cash assistance due to the 

discrepancy regarding her CNIC. This particular case has been filed in BISP divisional office 

Lahore in the month of May 2011. It was later resolved, as the beneficiary received her 1st 

instalment of BISP cash grant amounting to Rs. 2000 in September 2011 and the 2nd in January 

2012. 

 

2. Beneficiary/Complainant’s Profile/Background Information: 
 

Rizwana Khalil is a 36 year old, primary literate married woman. She is 

the mother of 4 children (one son and three daughters).One son and two 

daughters are attending  school (her daughter is in class three and her son 

is in class one) while one daughter is too young to attend  school. Her 

husband Muhammad Khalil is a shoe-maker in a nearby shop at Lahore 

Cantt, earning his income on daily wages. He usually earns Rs. 7000 per 

month. She herself does nothing to contribute to the household income . 

 

She lives in almost a 4 Marla pakka house consisting of 8 rooms. There is 

also a wash room and 1 kitchen in their house. The house is owned by her husband. They have a 

colour television with satellite cable connection, washing machine, a functional cell phone and a 

bicycle. The street leading to their house is very narrow consisting of around 15 houses. 

 

The area where the beneficiary is residing is known by Basti Ghazi Abad, Lahore Cantt. The area 

comprises of a market, a mosque and a government school  opposite to their street. Most of the 

streets in the area are narrow and without any drainage system. 

 

3. Beneficiary’s relationship with BISP: 
 

She was not surveyed in the first phase of the BISP Program and she didn’t know much about the 

BISP Cash Grant Program under the Parliamentarian Phase. But, she was surveyed in the month 

of April 2011, around 8 months ago. 
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At that time, the 

enumerators visited her 

house and completed a 

Poverty Score Card (PSC) 

Survey form. After 

completing the PSC Form, the survey team gave her the survey acknowledgement slip for future 

reference. She also had a valid CNIC but she couldn’t share it with survey team as she was unable 

to find it at that time. She didn’t receive any BISP letter regarding her eligibility/discrepancy for 

the BISP Program. 

 

She knows about Benazir Income Support Program as the enumerators told her that she will 

receive a monthly cash grant of Rs. 1000 in case of her acceptance in the BISP Program. 

However, she considers BISP as a political program as she said “iss program ka naam Shaheed 

Benazir kay naam par rakha gaya hay to ya siyasi program he hua na”.Further she stated that 

“Khuda he janay peoples party ki hakoomat janay kay baad iss program ka kya hoga”. 

 

She said, after receiving cash grants she will use that money for participating in “Kamaytee” and 

she further planned to utilize this money for the education of her children. 

 

She didn’t know about the BISP complaint mechanism. She got the information by her personal 

visit to the BISP Divisional Office, located at Harbans Pura, Lahore Cantt. 

 

4. How did the Complaint/Grievance emerge? 
 

Her PSC survey was held in the month of April 2011 by the enumerators at her door step. She was 

asked by the enumerators to present her own CNIC which she could not present as she forgot 

where she had placed her CNIC. At that, the enumerators advised her that she needs to present her 

CNIC at the earliest to avail of the cash assistance. She was further guided to submit a copy of her 

CNIC in the BISP office located in Harbans Pura.  

 

Before the month of Ramadan (around July 2011) she went to the BISP office to submit a copy of 

her CNIC. The office is located at a distance of around 8 kms from her house .She was 

accompanied by seven other neighboring women who also wanted to inquire about the result of 

the PSC Survey. They went to BISP by using a Ching-Chi rickshaw. Each woman paid their share 

of Rs. 60 for the travelling cost to the BISP office. She had her CNIC and survey 

acknowledgement slip when she went to BISP. 

 

5. Processing of the Case: 
 

She visited the BISP Tehsil office Lahore and 

related her problem to the official. She was 

informed that she has been declared eligible  but 

there was a discrepancy regarding her CNIC as 

her CNIC number had not been entered in the 

survey form. 

 

The officer guided the beneficiary about the 

complaint mechanism. She was advised by the 

BISP staff to get a printed copy of the survey 

result from a nearby internet café and attach 

copies of her CNIC and survey 

acknowledgement slip and write down a 

complaint that her CNIC number has not been 
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entered in PSC survey (as she didn’t present it at the time of the survey to the enumerators). 

 

The BISP staff noted down the complaint on a paper at the request of the beneficiary and advised 

the beneficiary to complete all the documents and then visit the office at a later point. The BISP 

staff also handed over the written complaint to her. She also obtained the landline number of 

BISP Divisional Office from the BISP staff to contact for follow up. 

 

A week later she again visited the BISP office along with her sister in law. She went there by 

using an auto rickshaw that cost her Rs. 150 She then went to the nearby internet café and got a 

printed copy of the BISP survey result by paying Rs. 50. She also attached the copies of her CNIC 

and survey acknowledgement slip with the complaint. 

 

She handed over all the required documents to the BISP staff. The concerned BISP staff by taking 

documents noted down her complaint in a register and advised her to wait about a month. She was 

further advised  not to visit the BISP office as she would receive the cash assistance when her 

problem was resolved.  

 

Rizwana didn’t get any complaint number for future reference but was advised by BISP staff that 

she could contact the  office by telephone to enquire  about the status of her complaint by quoting 

her CNIC number. 

 

She was asked for any fee in the BISP office for getting information or for lodging the complaint 

and she was pleased and satisfied with the behaviour and cooperation of BISP the Staff. 

 

6. Observations: 
 

a. General Observations: 

 

In this case, the beneficiary didn’t receive any BISP letter regarding her discrepancy with 

respect to her CNIC. She visited the BISP office, on the guidance of enumerators, and 

submitted a complaint that her CNIC number was not entered during the survey process. 

 

The concerned BISP staff forwarded this case to the BISP HQs where the complaint redressal 

system is operational. However, the forwarding date with respect to this case was not 

available  and she was not provided  any updates with respect to the resolution of the case. . 

The case was also entered on a register maintained for the recording of grievance cases in the 

BISP office. The complaint was however written on the register without assigning any 

specific complaint number and date, which made it difficult to track. 

 

Rizwana visited the BISP Office twice (once to get information and second to lodge the 

complaint) which costs her Rs. 210, in total, as a fare and around 2 to 3 hours of her routine 

work for each visit. She was happy that she has received the cash assistance from BISP and is 

anxiously waiting to receive her  2
nd

 instalment. She has utilized this money to buy garments 

for her children. 

 

She said  that  the Postman had charged Rs. 200 for ‘Kharcha-Pani’ which she had happily 

paid  the first time. However, she felt  that a bank account in the name of her daughter should 

be opened in a bank and the BISP cash assistance should automatically be transferred to that 

account.  This would ensure that  at the end of this scheme (BISP Program) she would have  

reasonable savings for the wedding of her daughters and also for the emerging needs of her 

family. 
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She feels that the BISP is a political initiative that will immediately stop with any change in 

the current government. She had never tried to solve her problem within BISP through the use 

of  any influence nor did she know of anyone else who had solved their BISP related 

problems with the help of any political or other influence. 

 

b. Observation at beneficiary level 

 

Rizwana was selected as a BISP beneficiary in the PSC Survey 

phase.  She appears relatively financially stable as  she has her 

own house to live in and her husband has a regular source of 

income. She herself was in neat and clean clothing, talking 

with confidence and seems to be  literate. 

 

She didn’t know about BISP eligibility criteria but considered 

herself as a BISP beneficiary being a supporter and voter of the 

Pakistan People’s Party.  

 

Rizwana was quite satisfied with the BISP staff behavior and their public dealing. She was 

hopeful that she would receive the second instalment of the BISP cash grant soon with which 

she will invest in a “Kamaytee (committee)”. That saving will help her in catering for the 

emergency health and education needs of her family and also for the marriage of her 

daughters. 

 

The BISP updated record shows that there is another beneficiary, Tabasam Bibi, in the 

household who is eligible to receive the cash grant. During the second interview with the 

beneficiary, Rizwana and her husband Khalil both denied that they know any Tabasam Bibi. 

To demystify the situation the team thoroughly checked the household record from BISP 

Headquarter and from NADRA and again contacted  Khalil. It was determined through his 

cousin Ashfaq who answered the call,  that Tabasam is Khalil’s 2nd wife. 

 

c. Observations at BISP Tehsil office: 

 

The BISP Divisional office is located at Harbans Pura, Lahore. The office is  adjacent to the 

main road which is easy to find because there is a direction/sign board indicating the BISP 

office location. There is also a sign board outside the office building that helps visitors to 

identify the office building. The office building consists of 6 rooms, 1 kitchen, 3 wash rooms 

and a store room, with  seating arrangements for almost 30 visitors. 

 

The BISP Divisional Office Lahore and BISP Tehsil office Lahore Cantonment are housed in 

same building, and both the offices work in coordination with each other. 

 

The BISP Divisional office staff comprises of a Divisional Director, one Senior Auditor, one 

Assistant Auditor, 5 Field Supervisors, 3 Complaint Assistants, one Dispatch Rider, 1 Driver, 

2 Naib Qasid, 1 Sweeper and 2 Chowkidars. 

 

The BISP Tehsil office for Lahore Cantt comprises of 

four personnel staff i.e. Assistant Director, Assistant 

Complaint, Naib Qasid and a Chowkidar. 

 

This particular case was handled and forwarded by 

the Assistant Complaints of the Divisional Office. 

She stated  that BISP Head Quarters had marked 

discrepant letters to such household who had been 

declared eligible but with discrepancy. But, she was 
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not sure whether the beneficiary (Rizwana Khalil) received the discrepancy letter or not, as 

she had  observed that BISP Head Quarter  forward discrepancy letters to around 50 % to 60 

% of their beneficiaries only. 

 

Those beneficiaries who receive the discrepant letter are advised by BISP Divisional Staff 

Lahore to forward the required information (copy of CNIC) to the address (Room number 

209, F-Block, Pak Secretariat Islamabad) mentioned on letter forwarded to them by BISP HQ. 

However, those beneficiaries who have not received a discrepant letter are usually directed to 

submit a written complaint along with copies of their CNIC and survey acknowledgement 

slip. The BISP staff either forward these cases or email them to BISP HQ where the 

complaint redressal system is operational (as informed by the Assistant Complaint). The staff 

at BISP HQ usually resolve cases within a time frame of 1 month. 

 

The concerned BISP staff is recording  complaints (regarding grievance and payment) on a 

register and also in files. Each complaint is first entered in a register, and then the complaint 

along with a copy of the CNIC of the complainant, are placed in a separate file. 

 

7. Lessons learnt and conclusions: 
 

 The receiver woman was selected as a BISP beneficiary in the Poverty Score Card survey 

phase (and not Parliamentarian phase). 

 This particular case “Information Updates” has been lodged by the beneficiary around seven 

months ago (in May 2011) in the BISP Divisional Office Lahore. 

 The BISP staff forwarded/emailed a copy of this case to BISP HQ for further processing and 

around in a month, the case was solved and the beneficiary received the 1st instalment. 

 The receiver woman didn’t receive any BISP letter regarding her eligibility/discrepancy in the 

BISP program. 

 In this case the concerned household has a colour television with satellite cable connection, 

cell phone, washing machine, a bicycle and a self-owned house. Despite this  the PMT of the 

household is just 11.32. 

 There seems to be a communication gap between the BISP and beneficiaries as most of the 

beneficiaries don’t know about their eligibility or discrepancy status and, how and what to do 

in case of any complaint. This lack of awareness makes them vulnerable to exploitation at 

various levels. 

 It has  been observed that some internet cafés have established a flourishing business, by 

charging Rs. 20 – Rs. 50, to fill this communication gap by providing information about PMT 

or eligibility.  This would generally be considered the responsibility of BISP. 

 The receiver woman stated that she received a single instalment amounting to Rs. 2000 in the 

month of September 2011 and she purchased garments and shoes for her children for Eid-Ul-

Fitr. However the payment details are still not updated on the BISP website at the time of 

preparation of this case. 

 

8. Recommendations: 
 

 There is a need to ensure delivery of eligibility/discrepancy letter to the beneficiary. There is 

also a need to improve awareness in beneficiaries regarding program packages and associated 

eligibility criteria. 

 BISP staff  needs to be trained on complaint handling and recording mechanisms, an area 

which is their biggest concern at the moment. 

 Complaint Management System (CMS) should be launched at the earliest so that  grievance 

cases can be resolved either in Tehsil or Divisional Offices without any delays. 

 

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-Upper Punjab-05 
 

J40252714 

GHK Consulting Ltd. 370 

Grievance Case Study Number: G-Upper Punjab-05 

Nature of Case: Change in address 

Complainant/ Beneficiary: Musarat Bibi 

Wife of: Shaukat Ali 

Complainant, if not beneficiary herself: N/A 

Address: Mohallah Dargahi Gul Qadeem, Tehsil Ferozwala, 

District Lahore. CNIC Number: 35401-2381605-2 

PSC form number: 22530113 

Date Study Conducted 17
th
 December 2011 

 

1. Summary of the Case Study: 

 

This complaint regarding an address change was lodged by 

Musarat Bibi  in the BISP Tehsil office Ferozwala, Lahore. She 

was selected as a BISP beneficiary almost three years ago under 

the Parliamentarians programme. At that time, she was residing in 

mohallah Farooq Nagar (Kaalar) Tehsil Ferozwala. But, after that 

she had to shift her house from Farooq Nagar to Dargahi Gul 

Qadeem Tehsil Ferozwala, Lahore. When she didn’t receive the 

BISP cash assistance in their newly settled home, she lodged a 

complaint in the BISP Tehsil office as per instruction of the 

concerned BISP officer. 

 

She had received four cash instalment amounting to Rs. 12000 out of a total of Rs. 24000 that has 

been actually issued in her name. Each instalment she received was of Rs. 3000. 

 

She was also surveyed by the enumerators 6 months ago under Poverty Score Card (PSC) survey 

around in the month of July 2011. The BISP database shows that Musarat Bibi has been declared 

as an ineligible beneficiary under the PSC phase. 

 

2. Beneficiary/Complainant’s Profile and Background Information: 

 

Musarat Bibi W/O Shaukat Ali is 51 years old, married and an 

illiterate woman. She is the mother of nine children (four daughters 

and five sons). Four of her  daughters and 3 sons are married. Her 

husband is a labourer engaged in agricultural  work on the land of 

different farms. Two of her sons are working in a motor cycle 

workshop and three sons are labourers earning their livelihood by 

driving Ching-Chi rickshaws. The married children (sons) are 

living with the parents in the same premises. The monthly income 

of the household is around Rs. 15000. She herself is not  involved 

in any income generating activity to support her family. 

 

She lives in a 6 Marla katcha pakka house consisting of three rooms, a bathroom and a kitchen. 

The house where she is residing with her family is on rent. Her husband is working with a land-

owner who used to deduct house rent from his monthly income. Her husband (Shaukat Ali) 

usually gets Rs. 8000 to Rs. 10000 after rent deduction from the land owner. The household’s 

notable belongings were a colour television, two functional mobile phones and a bicycle. 

 

The area where she resides now is known as Dargahi Gul Qadeem which is located at a distance 

of around 5 kms from the main Mureedkay-Ferozwala Road. Most of the houses in the area are 
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paved and with a proper drainage system. The small branch street leading to her house was 

unpaved. 

 

3. Beneficiary’s Relationship with BISP: 

 

Musarat had her  survey form filled around three years ago through the Ameer of their Madrissa, 

as part of the Parliamentarian selection process. She didn’t get any BISP letter regarding her 

eligibility or any discrepancy. But, she received her first cash instalment of Rs. 3000, a year later 

under Parliamentarians programme. She also had a valid CNIC at that time. 

 

Musarat was also surveyed for the PSC phase by an enumerator’s team six months ago, around 

July 2011. At that time, the survey team visited her house and completed the form. She herself 

related  most of the details of the household to the survey team. After completing the survey form, 

the survey team also gave her the survey acknowledgement slip for future reference. 

 

She has a valid CNIC which she shared with the enumerators. She didn’t receive any letter from 

BISP regarding her eligibility/ineligibility/ discrepancy in BISP Cash Grant Program up till 8
th
 

December 2011. 

 

She didn’t know about Benazir Income Support Program as she says “unparh logan nou ki pata, 

aay program ki aay”. 
 

She didn’t know about the BISP complaint mechanism. However, she herself visited the BISP 

office and obtained the relevant information about complaint registration. 

 

She has utilized the BISP cash assistance for the wedding of her daughters and has purchased 

some dowry materials. She has planned to further utilize the cash grant instalments for the 

purchase of groceries. 

 

4. How did the Complaint/Grievance Emerged? 

 

Musarat settled in Dargahi Gul Qadeem area consisting of more than 5 localities. She was living 

in one of the localities of Dargahi Gul Qadeem in Farooq Nagar Kaalar for the past ten years as 

tenants. Around a year ago, she  changed her house due to some social problems. She along with 

her family shifted to another locality of Dargahi Gul Qadeem known as Mohallah Dargahi Gul 

Qadeem quite near to Dargahi Jadeed. The distance between Dargahi Gul Qadeem Farooq Nagar 

and in Mohallah Dargahi Gul Qadeem is around 2 kms. 

 

She received four instalments of the cash grants issued by the BISP in her name at her earlier 

residence from the postman. But, after shifting to another house she stopped  receiving payments. 

 

Before the  PSC survey, she happened to meet the same Postman (from whom she received cash 

grants in Farooq Nagar) who was disbursing the cash instalment by camping in the Madrissa in 

the presence of the Ameer. She inquired about her payment but the postman said “tumharay 

paisay abi nahi aaye jub aayen gain to tumhain be mil jaen gain”. The Ameer who was also 

sitting there at the time of disbursement asked about her problem. She explained this to him, 

indicating that she was earlier settled in Farooq Nagar but now she had moved to Mohallah 

Dargahi Gul Qadeem since the last  year. At this, the Ameer said “iss main dakiyaka koi kasoor 

nahi hay” and advised Musarat to visit the BISP office located in Imaamia Colony, Tehsil 

Ferozwala. The Ameer further explained to her that the Postman could not deliver her money 

orders to her in a newly settled home and she has to register a report about her shifting in the 

BISP office. 
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She, on the same day, discussed the matter with her husband and eldest son who advised her to 

visit the BISP office. A day later, she went to the BISP office along with her CNIC, survey 

acknowledgement slip and also with receipts of the paid vouchers. She went there alone  by  

Ching-Chi rickshaw and the journey cost her Rs. 100. 

 

5. Processing of the case: 

 

The complainant  went to the BISP Tehsil office Ferozwala located at a distance of around 10 

kms from her home. She met  the Assistant Director and told her about the problem stating that 

she was not receiving the cash instalments. She also explained about her shiftto a new house. The 

concerned officer by taking her CNIC checked the payment status on hercomputer. It was 

confirmed to Musarat by the officer that although money orders were issued in her name  due to 

the change in her address she could not receive the cash grant instalments until an amendment 

was made. 

 

The BISP officer told her about the BISP complaint mechanism and she was advised to get a 

photocopy of her CNIC and write down a complaint for change in address. At the request of the 

beneficiary, the BISP staff wrote an application for change in address on a plain paper and 

Musarat affixed her thumb impression on the application. Musarat got a photocopy of her CNIC 

from a nearby photocopy shop and attached it with the application. 

 

The BISP officer (AD) also checked her PSC Survey result by taking her survey 

acknowledgement slip and informed that her PSC survey result is yet to be declared and in this 

case, if the PMT is below 16.17, she can again become a beneficiary under the PSC programme.  

 

She was not given any complaint or reference number for registering the complaint but was 

advised to wait about a month. She was very happy with the behaviour and cooperation of the 

BISP staff. 

 

Two weeks later, she again went to the BISP office with her CNIC and asked the BISP officer 

(AD) about her payment. The officer responded that her problem was still not resolved and 

advised her not the visit the BISP office repeatedly as she will receive the payment when her 

address will be changed in the BISP record (MIS). She also obtained the landline number of the 

BISP Tehsil office Ferozwala for follow up of her complaint. 

 

Around a week later, she met the Ameer who asked her whether she had reported  her change of 

address in the BISP office or not. She informed him about her visit to the BISP office. After this, 

the Ameer further advised her to also visit the post office Shahdara to enquire about what they had 

to say  about the problem / matter. A week later, she along with her eldest son went to the post 

office Shahdara to inquire about her problem. They went there by  motor bike. The post office 

Shahdara is located at a distance of around 15 kms from Dargahi Gul Qadeem. 

 

No official met  Musarat in the Post Office except the Postman who told her that “Benazir 

program kay paisay band ho Gaye hain aur abb ya paisay nahi aayen gain”. From the Post 

Office, she again went to the BISP Tehsil office Ferozwala and informed  the Assistant Director 

what the Postman had told her. The AD consoled her and assured her that she will receive the 

payment but she will have to wait until the information is updated in the BISP record. 
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6. Observations: 

 

a. General observations 

 

Musarat visited the BISP Office around three times for lodging the complaint and  follow up 

on progress which cost her Rs. 100 as a rickshaw fare and around 2 to 3 hours of her routine 

work for each visit. She was upset that despite frequent visits to BISP and the post office, she 

has not been paid by the BISP and can’t understand why it is taking so much time to resolve 

her issue. 

 

She was disappointed and was not sure, because of the conflicting statements of the BISP 

staff and Post Office, whether she will get paid or not after going through the whole 

complicated and cumbersome process. She did not try to influence the whole process as she 

said that she did not know anyone (political figure or notable) who can help her in resolving 

this issue more speedily. 

 

She didn’t know about the BISP eligibility criteria but considers herself a BISP beneficiary as 

her husband is a labourer, earning income on daily wages and he doesn’t get enough income 

to meet the financial needs of the family. 

 

b. Observation at beneficiary level 

 

Musarat was concerned about the financial health of her family. She indicated that their 

income is very meagre and earning patterns are inconsistent but her husband and sons seem to 

be good workers and were reasonably happy with their earnings and work conditions.  

 

Their family’s notable belongings included a colour television, mobile phones and a bicycle. 

The house is equipped with electricity. All of her children are illiterate as none of them have 

attended  school. 

 

Musarat was quite satisfied with the BISP staff behaviour and their dealing with her. 

However, she disclosed that she has been charged Rs. 200, by a clerk, in Shahdara Post Office 

for providing information about payment details. Despite this she still considers Pakistan Post 

as a suitable option for the delivery of the cash grant at her door step. 

 

c. Observations at BISP Tehsil office: 

 

The total number of the staff at BISP Tehsil office is 

four i.e. Assistant Director, Assistant Complaint, Naib 

Qasid and a Guard. 

 

The office has one desktop computer with an internet 

connection operational. They also have a UPS for the 

computer, with power backup capacity of around half 

an hour, landline phone and a fax machine 

(operational). 

 

The office building comprised six rooms, of which 

three rooms were under the use of Assistant Director office, Assistant Complaint office and a 

waiting room for beneficiaries. The other  three rooms were under construction for minor 

changes and fixing. The waiting room can accommodate about fifteen people at a time. The 

Assistant Director and Assistant Complaint offices can also accommodate 7-8 visitors at a 

time. 
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As per observation, the Tehsil office is not very busy these days but the staff stated  that on 

average 15-20 people visit daily and most of them visit for  information about their second 

instalment and about their PMT status.  

 

The BISP staff  maintains a complaint register to record all the complaints. They have 

maintained three registers, one for grievance related complaints, second for payment related 

complaints while the third register is  for the recording of complaints relevant to Missed / Left 

out households.  

 

Grievance cases are not being forwarded to the Divisional or any other office for further 

processing as the office received instructions that the CMS (Complaint Management System) 

is about to launch. However, the office is forwarding the list of left out households to partner 

organizations, and the issue is usually resolved within a couple of weeks. 

 

This particular case was forwarded by the BISP Tehsil office Ferozwala to BISP Divisional 

Director Lahore on 17
th
 August 2011. Division Office responded to the Tehsil office and 

advised them not to forward the grievance complaints  and wait until the new Complaint 

Management System is operational, as that would enable the Tehsil Office to handle 

grievance complaints on their own. The Tehsil Office staff is hopeful that with the new CMS 

their work will be much easier and more productive. 

 

The PSC survey of complainant was conducted in July 2011, about six months before the 

interview date, but her PMT score has not been uploaded at the BISP website yet.  

 

7. Lessons learnt/conclusions: 

 

 The complainant was selected as BISP beneficiary under the Parliamentarian Phase.  

 She didn’t receive any BISP letter regarding her eligibility in BISP. 

 The Information Updates Forms were neither sent to the beneficiary nor are available in the 

BISP Tehsil office to record information update requests.  

 The beneficiary and the BISP Tehsil office are both  uncertain about when the issue would be 

solved and the beneficiary would get her money. 

 This particular case “change in address” has been lodged by a beneficiary about five months 

ago (around July-August 2011). The concerned BISP office forwarded a copy of this 

complaint to Divisional Director Lahore with a covering letter on 17
th
 August 2011. But they 

have been instructed by their management that they didn’t need to forward grievance cases to 

the divisional office as the CMS (Complaint Management System) is not functional and it 

would be operationalised soon. Under these circumstances, this case is  pending in the BISP 

Tehsil office Ferozwala. 

 The household had several assets and three earning members, but had qualified under the 

Parliamentarian phase. The later PSC survey had declared her ineligible.  Payments were 

pending from the Parliamentarian phase.   

 Most of the beneficiaries don’t know how and what to do in case of any complaint, which 

indicates a need for better communication. 

 

8. Recommendations: 

 

 It is important that awareness should be created about where a beneficiary/complainant 

should file her complaint. 
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 BISP letter should be sent to the beneficiaries regarding their eligibility or discrepancy along 

with information update forms. 

 The CMS should be launched as soon as possible for a speedy complaint resolution process. 
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Grievance Case Study Number: G-Upper Punjab-06 

Nature of Case: Declined interviews 

Complainant/ Beneficiary: Fouzia Dildar 

Wife of: Mohammad Dildar 

Complainant, if not beneficiary herself: N/A 

Address: House No.1521, Street.5, National town Dhok 

Khabba, Rawalpindi 

CNIC Number: 37405-2092855-8 

PSC form number: 24497018 

Date Study Conducted 31
st
 December 2011 

 

1. Summary of the Case Study: 
 

This grievance complaint about the declined interview was received at the BISP Divisional Office 

Rawalpindi via phone call from the complainant Fouzia Dildar in June 2011. Her complaint was 

noted and was forwarded to the Partner Organisation NRSP Islamabad with other complaints of 

missed out households in District Rawalpindi.  

 

Her survey was conducted in June 2011, within ten days after the complaint was lodged and the 

reference slip was also issued to her by the enumerators. Her PMT stood at 47.5 and her status is 

“ineligible household with discrepancy”. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Fouzia Dildar lives in Dhok Khabba with her husband, four daughters and a son. The three 

roomed, rented house she lives in is shared by two brothers and their families. She lives in one of 

the rooms at Rs. 3500 rent per month. The drawing room, bath room and the kitchen is common 

for both families. 

 

Her husband is a plumber by profession. He has remarried  another woman some seven years ago 

and is supporting two families out of his income from plumbing. His limited income is also 

affecting his children’s education as the eldest 14 year old son has joined his uncle (who also 

works as a Plumber) in sanitary fitting work after leaving the school in 9
th
 class. All her daughters 

attend the government school on monthly fee of Rs. 20, where books are provided by the school.  

 

The house is situated in a well paved street near Murree road Rawalpindi. It is a properly drained 

street, and is mostly occupied by the employed. 

 

3. Beneficiary’s Relationship with BISP: 
 

Fouzia was not a beneficiary under the parliamentarian phase of the BISP cash grant program. 

The survey team made two attempts to survey her under the PSC programme but she declined to 

fill out the PSC form. After the complaint, she was surveyed by the team of enumerators in the 

month of June 2011. The survey team issued a survey acknowledgement slip to her after 

completing the PSC survey form. At the time of the survey, she had a valid CNIC which she also 

shared with enumerators. She was not charged by the survey team for filling the survey form. 

 

Fouzia Dildar saw the advertising commercial about BISP on TV but did not pay much attention. 

She considers that the BISP is a good program by the government, and is satisfied with her PMT 

as she realizes there are many families, poorer than her, who are more deserving. She was 

interested in the cash grant program with the hope that she may get a chance for her son to enroll 

in the Waseela-e- Rozgar scheme to acquire some technical training and make his living. 
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She didn’t know much about the BISP complaint registration mechanisms. It was her sister in law 

who helped her by searching the BISP website for more information and she finally obtained the 

contact number of the BISP Divisional Office Rawalpindi to lodge the complaint.  

 

4. How did the Complaint/Grievance emerge? 
 

When a survey team visited her street for collecting household data by their door to door visit in 

April 2011, her house could not be included as she was not at home and the door was locked. Her 

sister in law, who lived with her, was also not at home that day. The survey team revisited her 

house after a few days but she was not aware of the program and thought it was some sort of 

election campaign so she refused to give her CNIC or any other information. Later when she 

heard from neighbours that it was an income support scheme, which is distributing money among 

poor women  she realized the importance of BISP. 

 

She noted that she had also seen a banner of BISP in Mohallah Ghareeb Abad, where her mother 

lives, and learnt about the BISP website. Her sister in law helped her in tracing the contact 

number of the BISP Divisional office Rawalpindi. She launched her complaint regarding the 

survey by phone at the BISP Division Office Chaklala III and in response her survey was 

conducted in June 2011, 10 days after the complaint. She called the office thrice to enquire about 

her PMT, which she finally received in December 2011. 

 

The problem was resolved by making only one phone call by the complainant and the household 

was surveyed within 10 days after the lodging of complaint. 

 

5. Processing of the Case: 
 

Fouzia launched her complaint about the missed out household at the BISP Rawalpindi Divisional 

Office via a phone call in June 2011. Her details were noted down and she was informed that the 

survey team would visit her house in June 2011. 

 

In fact her house had already been identified as a missed out household by the BISP Divisional 

Office Field Supervisor in early April 2011, and was included in the list of households forwarded 

to the Sub Coordinator Rawalpindi NRSP Islamabad, with a letter from BISP Divisional Director 

Rawalpindi requesting them to survey the complainants mentioned in list.  

 

A list of missing households was prepared by the Assistant Complaints BISP Divisional Office 

Rawalpindi with the coordination of the Field Supervisor and composed of the data of missing 

households in an MS Excel sheet. The household list was grouped District and Tehsil wise for  

convenience and the detailed information of each missed out household was entered in the list 

such as Name, CNIC, Contact Number and  Address. Some important contact numbers of local 

notables were also given for each Tehsil and Union Council for assisting  in tracing the addresses. 

 

The letter No. 6 (13) 2010 from Director BISP was issued to the Coordinator Sub-Cluster 

Rawalpindi, NRSP Islamabad on 9
th
 April 2011. The letter was sent as an immediate priority case 

and he was requested to address the complaint (survey the households) and report back to his 

office within a week. 

 

Copies of this letter were also forwarded to Director General BISP Punjab Lahore, Director to 

Federal Minister/Chairperson BISP Head Quarter Islamabad, Project Manager/DG Operation 

BISP HQ, Director Field Operations BISP Islamabad, RSPN Team Leader Cluster-A and Cluster 

Operation Coordinator RSPN Islamabad.  
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A reminder was made through a phone call by the Personal Assistant (PA) Divisional Director 

BISP to NRSP Islamabad regarding the survey of missed out household and the report about  

progress. 

 

The correspondence letter was kept in the file of missed out HHs for record. The particular 

complaint of Fouzia Dildar was also addressed along with other missed out households and her 

current status has been uploaded on the BISP website. 

 

6. Observations: 
 

a. General Observations 

 

As per BISP prescribed procedure, the concerned person who has not been surveyed (PSC 

Survey) will appeal in the BISP Tehsil office. She can appeal by the use of telephone, email 

or by his/her personal visit to the BISP office. Later, the BISP operations wing will decide the 

process and responsibility of pending interviews. If the volume of missed out household is 

more than 300 the activity will be outsourced otherwise BISP would carry out the pending 

interviews internally through its own resources. This process has been applied in the case of 

the  concerned complainant and she was surveyed by the survey team at her door step within 

10 days. 

 

The complainant later had acquired fair knowledge about the BISP procedures and objectives, 

which she gained from the internet and through communication with BISP on the phone. All 

her communication with BISP was carried out through telephone, and was satisfactorily 

responded to by the BISP staff. She called  thrice after the survey for information about the 

result of her survey which she finally received in December 2011.  

 

The complaint has been resolved within  ten days after its initiation, which is the standard 

required time for the Missing Household complaints. But the complainant has not received 

any ineligibility/discrepancy letter from BISP. She received information about the status of 

her complaint by  calling the BISP offices. 

 

b. Observations at the beneficiary level  

 

Fouzia Dildar is an educated woman and a housewife, she hails from a well off family and her 

siblings are settled abroad and provide her financial support. Her brother in law who shares 

the house with them is also working in Saudi Arabia and their living standard is  reasonable. 

The drawing room where the interview was conducted was carpeted and furnished with sofa 

sets and chairs. They have all  necessary facilities such as refrigerator, television, washing 

machine, computer with internet connection and other basic gadgets, some of which are 

shared by both families.  

 

Although the financial condition of the complainant’s household is tight as her husband’s 

income has to be divided into two families, which is why  her son has to start working at age 

15, she still thinks that the BISP decision about the PMT score was a correct one as she 

recognises there are those less fortunate than her. 

 

Both the women in the house are educated and have gained a thorough understanding of BISP 

after searching about it on the net. Her sister in law has refused to be included in the survey as 

she considers herself non deserving for the grant altogether. 
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c. Observations at BISP: 

 

The BISP office in Rawalpindi Chaklala Scheme III is situated on Street No.1, at a prominent 

place and a huge banner at the head of building is quite visible from a distance. The Tehsil 

Office and the Division Offices are housed in the same building. The space is adequate for the 

different units i.e. NADRA, Summit Bank and U Phone franchise for mobile phone banking 

operating there and to accommodate a fairly  large number of visitors.  

 

Divisional office staff comprises a Divisional Director, a PA to Director, two Assistant 

Complaint, two Field Supervisors, Account officer, a Naib Qasid and a Security Guard. 

 

The Tehsil office comprises an Assistant Director, an Assistant Complaint, a Naib Qasid and 

a Chowkidar. The Tehsil office was established in January 2011 and both the offices operate 

in collaboration. 

 

The Office deals with a large number of complainants visiting regarding different issues daily 

and on average around 100 visitors per day are being served. Most of the visits are regarding 

the mobile banking offer and registration for the Waseela-e-Rozgar scheme. 

 

The staff training for the Complaint Management System (CMS) has been initiated at BISP 

Divisional office and the staff believe  that now that complaints will be handled at the Tehsil 

offices this will make the process more effective and efficient. For now the complaints are 

being filed manually and are recorded separately according to the nature of complaint at the 

Divisional office. 

 

7. Lessons learnt/Conclusion: 
 

 The complainant initially refused access to the enumerators to give or share her household 

information. When she heard about BISP from her neighbour she filed her complaint in the 

BISP office that the household should be surveyed to be included in the programme. 

 She didn’t have any information about how to lodge the complaint accordingly she traced the 

contact number of the BISP Divisional Office Rawalpindi from the BISP website. 

 The complaint was lodged by the complainant in the BISP Divisional Office Rawalpindi 

through telephone. 

 The complainant didn’t receive any BISP letter regarding her ineligibility in the BISP 

program. 

 The date and the complaint number for this complaint is not available in the BISP records. 

 The complainant was not interested in receiving cash assistance from BISP but she wished to 

enroll her eldest son in the BISP Waseel-e-Rozgar Program. 

 The Complainant didn’t consider herself as a deserving woman for the BISP cash grant. 

 The standard BISP procedure and protocols has been followed and the resurvey has been 

conducted within the standard time. 

 The Assistant Complaint Officer at BISP Tehsil office Rawalpindi  expressed his views about 

the general irresponsible behaviour of the beneficiaries who don’t even bother to inform them 

back about the result of the complaint.   This implies that BISP staff prior to the CMS do not 

have full information about the status of complaints. 

 The Tehsil office staff believe that their work will be much effective and efficient with the 

launch of the CMS system which will enable them to deal with general grievance issues 

independently. 

 People generally appreciate the BISP program when they really understand the objectives of 

the cash grant scheme. 
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8. Recommendations: 
 

 There is a need to ensure delivery of eligibility/ineligibility/discrepancy letter to the 

beneficiary.  

 There is also a need to bring awareness in beneficiaries regarding the program packages and 

associated eligibility criteria.  

 BISP staff  needs to be trained in complaint handling and recording mechanisms, as this has 

been identified as  their biggest concern at the moment. 

 Sufficient budget should be allocated for the concerned staff so that they may visit and 

oversee the field level activities/follow up of complaints etc. 
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Grievance Case Study Number: G-Upper Punjab-07 

Nature of Case: Discrepancy in CNIC 

Complainant/ Beneficiary: Kausar Bibi, Nasra Bibi D/O Amjad Ali 

Wife of: Amjad Ali 

Complainant, if not beneficiary herself: N/A 
Address: Mohallah Hassan Pura, Pindi Bhattian District Hafiz 

Abad. 

CNIC Number: 34302-3549045-6, 34302-3662958-6 (Nasra Bibi) 

PSC form number: 23187263 

Date Study Conducted 30
th
 December 2011 

 

1. Summary of the Case Study: 
 

The beneficiary, Kausar bibi has been declared eligible in the 

Poverty Score Card (PSC) survey programme but with 

discrepancy. The BISP records show that the discrepancy was in 

her CNIC but the exact cause of the discrepancy was not clear. 

The PMT of the household is 10.16.  

 

After obtaining  information from the BISP Tehsil office Pindi 

Bhattian, the beneficiary submitted a copy of her daughter’s CNIC 

to the BISP office. The case has been lodged around  the month of 

September 2011. 

 

The BISP Tehsil office forwarded the case to BISP headquarter during the same month. As of 

now, Kausar’s grievance has been resolved and she has been delivered her first payment on 12
th
 

January 2012 under the cash grant programme.  

 

2. Beneficiary/Complainant’s Profile and Background Information: 
 

Kausar is 40 years old, and an illiterate married woman. She is the mother 

of seven children (five sons and two daughters). None of them are married. 

Her eldest daughter, Nasra is 25 years of age and works as a house maid 

and she has also been declared as a BISP beneficiary. 

 

Two younger children attend school and a son who is around 15 years of 

age also works in an auto workshop in Pindi Bhattian and earns Rs. 50 a 

day. The rest of her children spend most of their time playing in the streets 

as they can’t attend the school due to income constraint. 

 

Her husband, Amjad Ali is a driver who is earns Rs. 6000 per month. She 

herself is a housewife. She said it is quite hard for them to take care of and 

fulfil the needs of their family with this limited income. 

 

The house where she lives with her husband and seven children is an approximately three Marla 

semi pakka, self-owned house. The house comprises of two rooms, with no wash room and an 

open kitchen. The family’s notable belongings in the house are a colour television, a bi-cycle and 

a functional cell phone. 

 

The area where she lives is known as Hassan Pura. Most of the houses in this particular area are 

semi pakka. There are also some grocery shops and a market on the main road. The street leading 

to her house is not paved and has five other houses. 
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3. Beneficiary’s relationship with BISP: 
 

Kausar was also selected as a BISP beneficiary in the first phase of the BISP program. She 

received Rs. 31000 directly from the Postman at her doorstep. She was surveyed for the PSC in 

the month of June 2011, almost six months ago. At that time, the enumerators visited her house 

and completed a PSC survey form. Kausar provided most of the needed details to the survey team. 

After completing the PSC form the survey team gave her the survey acknowledgement slip for 

future reference. 

 

She also has a valid CNIC that she 

shared with survey team. She was 

happy that nothing has been 

charged by the enumerators for 

filling her survey form. She didn’t 

receive any BISP letter regarding confirmation of her eligibility or discrepancy in the BISP 

program. 

 

She didn’t know much about the Benazir Income Support Program. She got  information about 

the BISP initially through  the survey team i.e. enumerators. But, she considered this program as a 

Government initiative that is helping the needy and the deserving people by providing cash 

assistance. 

 

She utilized the cash grant instalments she received in the first phase for the purchase of 

groceries. Kausar and Nasra said, after receiving cash grant they will use the money for 

participating in “Kamaytee” and they further intend to utilize this money for the wedding of 

Nasra.  

 

The current status of kausar Bibi in the BISP record shows that she has started to receive the cash 

grant from the BISP but Nasra’s instalments are still not issued. 

 

4. How did the Complaint/Grievance emerge? 
 

Kausar was informed by the 

enumerators at the time of the 

survey that in case of any query 

she may visit the BISP office 

located at Hassan Pura, almost 

100 meters away from her house.  

 

As her house is very near to the 

BISP Tehsil office, she started 

casual visits to the office to get 

her status checked. The complaint 

assistant told her every time that 

her status is not available on their 

information system and he will 

inform her if he got any 

information later on.  

 

Kausar also discussed her 

financial problems with the BISP 

Tehsil office Chowkidar and told 

him that she lives at the next street 
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across the road and whenever he gets any information he should inform her.  

 

In the middle of September 2011, the guard from the BISP Tehsil Office visited her and told her 

that she needs to visit the BISP office. When she went there the Assistant Complaint told her that 

there is some problem in her daughter’s CNIC so she needs to submit a copy of the CNIC, which 

she submitted immediately. The concerned officer told her that they both (Kausar and Nasra) will 

get the money due to them soon and there is no need to worry now.  

 

The beneficiary had visited the BISP office many times to follow up  her complaint. She doesn’t 

know that there is more than one way to register and follow up  her complaint. Although she has 

the contact numbers of BISP Tehsil Office  she prefers personal visits as the office is very near to 

her house. 

 

5. Processing of the Case: 
 

This particular case was filed by Kausar Bibi at 

the BISP Tehsil office Pindi Bhattian in 

September 2011. She visited  the office alone 

as it  was very near to her house. The Assistant 

Complaint Officer recorded her complaint. 

During same month, the BISP Tehsil Office 

received a list of eligible beneficiaries that had 

CNIC related discrepancies from the concerned Divisional office. The AD assigned his staff to 

find out the addresses of the beneficiaries and contact  them.  

 

Kausar immediately went to the BISP office with her survey acknowledgement slip, her CNIC 

and her daughter’s CNIC. The Assistant Complaint Officer took her CNIC and survey 

acknowledgement slip and checked the status of her survey from the BISP website. 

 

She was informed by the Assistant Complaint Officer that although she and her daughter has been 

declared eligible in the BISP program  there is some discrepancy in Nasra’s CNIC and she needed 

to submit a copy to resolve the problem, which she submitted the same day. 

 

The complaint Assistant after getting the required documents i.e. copy of Nasra’s CNIC and her 

family’s contact number put this case in a folder bag which they used for maintaining records of 

missing CNICs. 

 

The officer further explained to her that she doesn’t need to visit the BISP office, as they will 

inform her when the case will be resolved. The officer also noted the cell phone number of the 

beneficiary for further contact. She didn’t get any complaint or reference number. 

 

This case was later forwarded to the BISP headquarters through the concerned Divisional office 

for further processing. This office followed the practice of prepareinga complaints summary and 

sending it to the Divisional Office as part of their weekly reporting. At this moment this case is  in 

process at the BISP Tehsil office as a pending case. 

 

6. Observations: 
 

a. General Observations 

 

As per the BISP prescribed process that the receiver woman should receive a notification 

regarding the discrepancy with respect to her form data with the information which should  

include the address of the nearest BISP office, help desk phone number or address.  
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In this particular case, the beneficiary did get information regarding her eligibility and 

discrepancy in the CNIC from the BISP Tehsil Office (though not officially in writing). 

Although, the information update forms were not available with the BISP Tehsil Office  they 

were facilitating the beneficiaries by securing a copy of their CNICs to try and resolve the 

complaint. The beneficiary, on the other hand visited the BISP office many times for 

information and follow up. 

 

Kausar didn’t try to influence the complaint redress mechanism and she has no idea whether 

this would have worked or not. She is  satisfied with the behaviour of the staff and doesn’t 

feel the need to influence the process. 

 

Kausar doesn’t know about any bank branch located nearby. She thinks that the delivery of 

cash assistance through the Pakistan Post is a better mechanism as compared to other options 

as she can receive the money at their door step. Otherwise, she will have to go out to receive 

the cash instalment. The other preferred option she gave was that her money can be delivered 

at the BISP Tehsil Office which is accessible to her and from where she could collect it.  

 

b. Observations at the beneficiary level: 

 

Although the family owns their house  Kausar is worried about Nasra’s wedding which is 

approaching soon. Kausar and Nasra seem to be a deserving family with limited income. She 

was satisfied with the complaint registration process and the behaviour of BISP staff as she 

has visited the BISP office frequently and she believes that the staff is working hard to 

resolve her discrepancy. 

 

Kausar said, although the officer had advised her not to visit the office as they would inform 

her when her case was resolved,  she frequently visits because in this way she gets an update 

on her case and sometimes the officers there also help her by giving some money for cleaning 

their office and washrooms. She didn’t have any information about the BISP eligibility 

criteria but she considers herself as a BISP beneficiary. 

 

c. Observations at BISP: 

 

The BISP Tehsil office is located in Hassan Pura around 4-5 

kilometres from Faisalabad-Pindi Bhattian motorway 

interchange and around 1 km from the main road. The road 

approach to the office is very dusty. There is no directional 

sign on the main road that facilitates visitors in locating the 

office. The total number of staff at the Tehsil office is four 

that includes one Assistant Director, one Assistant Complaint 

Officer, one Naib Qasid and one Chowkidar. 

 

The office building comprises of three office rooms, a veranda, a kitchen and two wash 

rooms. The veranda is used as a waiting area that can accommodate around 10 visitors and 

one wash room was dedicated for the visitors.  

 

The staff at the BISP Tehsil office uses their mobile phones for official correspondence and 

for responding to beneficiary’s enquiries as their land line had not been working for the last 

three to four months. The mobile numbers of Assistant Director and Complaint Assistant 

were also written on the main entrance of the office to facilitate the visitors. The staff is  

unable to use the fax machine and internet in the absence of a phone land line. Recently they 

have purchased PTCL Evo to resolve the internet problem after getting approval from the 

Divisional Office. The office is also facing long hours of power cuts and in the absence of any 
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alternative the Assistant Director completes most of official reporting at his house in the 

evening. 

 

It was stated by the Complaint Assistant that in their respective area there are around 700 

beneficiaries who have been declared eligible but with some discrepancy i.e. Missing CNIC, 

Name Mismatch, etc. The concerned Assistant Director discussed this matter with the 

Divisional Director Gujranwala.  

 

It was  advised by the Divisional Director that  a meeting should be arranged with the area 

manager of NADRA district Hafiz Abad requesting him to facilitate the BISP beneficiaries on 

a priority basis. The BISP officer (Assistant Director) met with the NADRA’s Area Manager, 

who showed his willingness to provide special facilitation to BISP beneficiaries. It was 

decided in that meeting that the BISP Tehsil officer Pindi Bhattian will release a reference 

letter either on a simple paper or printed and duly signed and stamped by the concerned BISP 

officers and NADRA will prepare their CNICs without any fee. 

 

The BISP officer is now practicing this and around 250 beneficiaries have applied in NADRA 

for their CNIC without any fee. The concerned BISP office, although, maintaining a record on 

the register for payment related cases  didn’t have a proper record for grievance cases like 

Missing CNICs, etc. Instead of recording the grievance cases in a register or file they are just 

securing copies of CNICs in a small folder bag which is almost full to its capacity now.  

 

7. Lessons learnt/conclusion: 
 

 In this particular case the beneficiary didn’t receive any letter from the BISP about the 

confirmation of her eligibility and nature of discrepancy but the Tehsil Office staff visited her 

house to deliver the information regarding her eligibility status and discrepancy in her 

daughter’s CNIC. 

 The information update form was neither sent to the beneficiary nor available in the BISP 

Tehsil office to record the correct information to update in the information system.  

 Required facilities e.g. landline phone, fax machine, internet and printer were not available or 

functional in the office which made it difficult for staff to properly facilitate the 

complainants/beneficiaries who largely visit to check their status. 

 Long hours of electric load shedding force visitors to wait for hours or visit again to get any 

information e.g. PMT, eligibility status, discrepancy etc. 

 The Tehsil Office and the beneficiary both have no information about when they would be 

able to solve the complaints and when the beneficiary will get their money. 

 The family is very excited about the cash grants under BISP as they have planned to utilize 

this cash assistance partially for the business and partially for the marriage of their eldest 

daughter. 

 

8. Recommendations: 
 

 BISP letter should be sent to beneficiaries regarding their eligibility or discrepancy along with 

an information update form. 

 Well trained staff should be deputed for the survey process and required information can be 

disseminated through them so in case something is missing the beneficiary can be instructed 

to provide this in due time and the cash disbursement can be initiated without undue delays. 

 Complaint Management System should be launched at the earliest so  minor issues may be 

solved without any long processing and delay. 
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Grievance Case Study Number: G-Upper Punjab-08 

Nature of Case: Missed out Household  

Complainant/ Beneficiary: Naheed Firdous 

Wife of: Naeem-ul-Hassan Amir 

Complainant, if not beneficiary herself: NA 
Address: House No. 37, Block-D, Abu Bakkar Street, Dhok 

Choudrian, Chaklala Rawalpindi 

CNIC Number: 38403-2091248-6 

PSC form number: 24732978 

Date Study Conducted 31
st
 December 2011 

 

1. Summary of the Case Study: 
 

Naheed Firdous  lodged her complaint at the BISP Division Office Rawalpindi as a missed out 

household. Her household was missed out in the survey, completed in May 2011 in Rawalpindi 

Division. She visited the BISP Divisional Office Rawalpindi for some information about a soft 

loan program to start a home-based vocational training centre for women. There she learnt about 

the procedure of enrolment in the BISP programme and realized that only those households can 

be included in the program which had been included in the survey.  

 

Naheed realized the importance of the programme and immediately initiated her application for 

survey of her household in May 2011. The survey team visited her house in June 2011 and issued 

her a survey reference slip. Issued a survey acknowledgment slip, the BISP website does not 

reflect Naheed’s records. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Naheed Firdous is a 33 year old house wife, living in a self-

owned house with her husband, three daughters and a 

younger sister. Two of her daughters are pre-schoolers and 

the youngest one is two years old. Her sister has come to live 

with her to complete her education. Her husband is an In-

charge of City Police Station (Thana) Rawalpindi. 

 

Naheed has shifted to this house in late 2010 from her old 

residence in Jhanday. This is a 6 Marla new, well-furnished 

tiled and carpeted house comprising two bed rooms, a 

drawing/dining and a TV lounge. There are three attached 

bathrooms and a modern kitchen in the house and a small car 

porch at the entrance. The house depicts the status of upper 

middle class and indicates the prosperity of the owners. 

 

Abu Bakkar Street Dhok Choudrian, where the house is located, is mostly occupied by the 

employed class and most of the people are related to the driving profession or the small 

businessmen. The street is paved and has a proper drainage system. 

  

3. Beneficiary’s Relationship with BISP: 
 

Naheed Firdous was not included in the parliamentarian phase of the BISP cash grant program. 

She was surveyed by the team of enumerators around six months ago probably in the month of 

June 2011, as a result of her complaint for missed out household at the BISP Divisional Office 

Rawalpindi. The survey team issued a survey acknowledgement slip to her after completing the 
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PSC form. At the time of survey, she had a valid CNIC which she also shared with enumerators. 

She wasn’t asked for any money by the survey team for filling her survey form. She hasn’t 

received any BISP letter regarding her eligibility/discrepancy in BISP Program, neither her details 

have been updated at BISP website.  

 

Naheed had little knowledge about the BISP or  about the complaint registration mechanism. She 

personally visited the BISP Divisional Rawalpindi office to obtain  information about the BISP 

Program and the various schemes on offer, where they briefed her about the complaint redressal 

process. 

 

4. How did the complaint/grievance emerge? 
 

Naheed wanted to start a home-based business of vocational training (Sewing and Stitching 

Centre) for women, and was searching for  financial assistance  such as a microcredit scheme. She 

did not have much knowledge about micro financing banks or any other institutions providing 

micro credit. Meanwhile, in May 2011, she came across the BISP banner on a building in 

Chaklala Scheme III, Rawalpindi which caught her eyes.  

 

She was visiting her mother and saw it on the way. On the same day, she visited the BISP Office 

and inquired about the program, with the hope to get some credit for her training centre. There she 

was briefed about the BISP programs and procedures. 

 

When the complainant discerned by discussion with the BISP staff that the survey is the basic 

process for eligibility for the BISP loan program, she realized that her household had not been 

surveyed. Sensing the importance she immediately initiated an application for the survey at BISP 

Rawalpindi office. Her verbal request was accepted by the BISP office and was noted in the 

record along with other applications of missed out households. Her full name with her CNIC, 

husband name and current address was noted down in the complaint register for missed out 

households. She didn’t get any complaint or reference number.  

 

5. Processing of the Case: 
 

In fact her household had already been identified as a missed out household by the BISP 

Divisional Office Field Supervisor in early April 2011, and was included in the list of households 

forwarded to the Sub Coordinator Rawalpindi NRSP Islamabad, with a letter from the BISP 

Divisional Director Rawalpindi requesting them to survey the complainants mentioned in list.  

 

A list of missing households was prepared by the Assistant Complaint BISP Divisional Office 

Rawalpindi with the coordination of the Field Supervisor and  the data of missing households was 

compiled in an MS Excel sheet. The household list was grouped District and Tehsil wise for  

convenience and the detailed information of each missed out household was entered in the list 

such as Name, CNIC, Contact Number and the Address. Some important contact numbers of local 

notables were also given for each Tehsil and Union Council for assistance in tracing the 

addresses. 

 

The letter No. 6(13) 2010 from Director BISP (Rawalpindi) was issued to the Coordinator Sub-

Cluster Rawalpindi, NRSP Islamabad on 9
th
 April 2011. The letter was sent as an immediate 

priority case with a request to address (through the survey the households) and report back on the 

issue to his office within a week. Copies of this letter were also forwarded to Director General 

BISP Punjab Lahore, Director to Federal Minister/Chairperson BISP Head Quarter Islamabad, 

Project Manager/DG Operation BISP HQ, Director Field Operations BISP Islamabad, RSPN 

Team Leader Cluster-A and to Cluster Operation Coordinator RSPN Islamabad.  
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A reminder was made through a phone call by the PA of the Divisional Director (Rawalpindi) to 

NRSP Islamabad regarding the survey of missed out households and reporting on progress. 

 

The response to this letter was submitted by the Sub Cluster Coordinator NRSP Islamabad within 

a week on the same letter with a ‘new’ column for the ‘status’ added to the same list of missed out 

households issued by the BISP. The ‘Status’ column included the latest information about the 

households after the re-survey process by the NRSP; new information such as ‘already filled’, 

‘Mobile Off’, ‘Wrong Address’, and the new survey form numbers issued during survey. 

 

The record of correspondence (letters) was kept in the file of missed out households for the 

record. The particular complaint of Naheed Firdous was also addressed along with other missed 

out households. However, her current status has not been updated on the BISP website. 

 

The survey team visited her house in June 2011, and provided her with the survey slip. Her PMT 

has not been uploaded on othe BISP website yet.  

 

She also inquired about the loan facility provided by BISP from the survey team, who told her 

that if her form gets passed by BISP, she will be eligible for the BISP loan (probably Waseela-e-

Haq). Naheed stated that she has visited the BISP Divisional Office Rawalpindi twice after the 

survey to get  information about the loan but the staff told that they have no idea whether her loan 

will be accepted or not (as her PSC Survey Result had not been declared yet). 

 

6. Observations: 
 

a. General Observation: 
 

As per the BISP prescribed procedure, the concerned person who is not PSC surveyed, will 

appeal in the BISP Tehsil office concerned. He or she can appeal by the use of telephone, 

email or by his/her personal visit to BISP office. Later, the BISP operations wing will decide 

the process and responsibility of pending interviews. If the volume of missed out household 

will be more than 300 the activity will be outsourced otherwise the BISP would carry out the 

pending interviews internally through its own resources. This process was followed as per 

guidance  and she was surveyed by the survey team at her door step within fifteen days of her 

complaint. 

 

It seemed as if the understanding of the complainant about the BISP cash grant programme 

was still limited as in her interview she again inquired about and requested for  any help the 

BISP could provide regarding acquiring  microfinance. She said she was informed by the 

survey team that her name has been included in the survey now and she was  eligible for a 

scheme which provides the beneficiary with easy term loans of amounts from Rs. 50000 to 

Rs. 300000.  She was convinced that she is in a suitable financial position to return the loan 

with prescribed terms and conditions and BISP should have considered her for the loan. 

 

She has visited the BISP Division Office three times to inquire about and to convince the staff 

that she should be selected for the ‘loan program’. She says the staff always told her that her 

eligibility for the loan would be decided once her PMT score is uploaded, which still is not 

done yet. Other than this agonizing wait for the PMT, she is satisfied with the staff behaviour 

and conduct with her. 

 

As far as the standard procedure for the missed out households is concerned, the BISP 

followed the standard protocols and time to solve the complaint. The complaint has been 

resolved in fifteen days. 

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-Upper Punjab-08 
 

J40252714 

GHK Consulting Ltd. 389 

b. Observations at the beneficiary level: 

 

Naheed Firdous belongs to a well 

off and educated middle class 

family. She has completed 

intermediate level education and 

has done a one year diploma from 

a vocational centre and has 

acquired skills in sewing and 

dressmaking. She aspires to start 

her own home based training 

centre for women, and that was the reason for her visit to BISP Divisional office Rawalpindi.  

 

When she saw the BISP banner at a building in Chaklala Scheme III while visiting her mother 

in Jhanday, she went in for further information about the program. There she learnt about a 

program of her interest within  BISP, related to lending the amount of Rs. 300,000 to  women 

for establishing their own businesses. She went there with a set mind to get the loan, hence 

she was not open to understanding  clearly  the BISP program and eligibility criteria.  She 

only understood  that her survey was necessary for being eligible for the loan. She also thinks 

that BISP should consider her a beneficiary as she is in a position to return the loan within the 

due time.  

 

Her status is not uploaded on the BISP website yet. The tracking system available on the 

BISP website, to check the status of the PSC Survey, shows that “information does not exist 

against her CNIC or PSC form number”. 

 

Naheed has misunderstood the BISP cash grant program and was focusing on the loan 

scheme, she thus went to the BISP office in search of a soft loan program. Even after a 

briefing by the staff she did not clearly grasp the BISP procedures for obtaining a loan. She 

even made inquiries of the survey team about any micro lending by BISP, and what she 

understood was that there are loan programs of Rs. 50,000 to Rs. 300,000 offered by BISP for 

the eligible beneficiaries. She does not know anything about the cash grant of Rs. 1000 per 

month, nor  about the eligibility criteria. 

 

She indicated that she even visited the BISP office twice after the survey to find out whether 

her loan request has been approved or not. The staff there told her that they cannot approve or 

disapprove her request. They can only let her know if her survey form has been approved or 

not. 

 

c. Observations at BISP/Partner agency level: 

 

The BISP office in Rawalpindi Chaklala Scheme III is situated on street No.1, at a prominent 

place and a huge banner at the head of building is quite visible from a distance. The Tehsil 

Office and the Division Offices are housed in the same building. The space is adequate for the 

different units i.e. NADRA, Summit Bank and Ufone franchise for mobile phone banking 

operating there and to accommodate a fairly large number of visitors.  

 

Division office staff comprises a Divisional Director, a PA to Divisional Director, two 

Assistant Complaint, two Field Supervisors, an Account Officer, a Naib Qasid and a Security 

Guard. 

 

The Tehsil office staff comprises of an Assistant Director, an Assistant Complaint, a Naib 

Qasid and a Chowkidar. Tehsil office has been established in January 2011 and both the 

offices operate in collaboration. 
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The Office deals with a large number of complainants regarding different issues daily and on 

average around 100 visitors per day are being served, most of them with issues regarding  

mobile banking and registration for the Waseela-e-Haq scheme. 

 

The staff training for the Complaint Management System (CMS) has been initiated at BISP 

divisional office and the staff believes that after the launch of the CMS complaints will be 

handled at the Tehsil offices which will make the process more effective and efficient. For 

now the complaints are being filed manually and are recorded separately according to the 

nature of complaint at the division office. The office is also following the procedure of  

forwarding grievance complaints to Head office for redressal. 

 

7. Lessons learnt/Conclusion: 
 

 The complaint was filed in BISP Divisional office Rawalpindi by a personal visit of the 

complainant. 

 She is looking for a micro loan package to set up her own business of a Sewing and Stitching 

Centre. 

 Despite her frequent visits to BISP she didn’t get a clear understanding about the BISP 

Waseela-e-Haq program or about the BISP monthly cash grant program. 

 The complainant was surveyed by the enumerators within fifteen days of the complaint. 

 She didn’t receive any BISP letter regarding her eligibility/discrepancy in the BISP Program. 

 The complainant’s PSC Survey results have not been declared so far. 

 The standard BISP procedure and protocols have been followed and the resurvey has been 

conducted within the standard time. 

 It seems like the complainant has been treated like other illiterate complainants and was not 

clearly told that her chances to become a cash grant beneficiary are minimal, or given an  

explanation of basic objective and procedures of BISP. 

 

8. Recommendations: 
 

 There is a need to raise awareness among beneficiaries regarding program packages and  

criteria for eligibility. TV dish cable, radio and announcements can be used. 

 There is a need to ensure delivery of eligibility/ineligibility/discrepancy letter to the 

beneficiary. 

 BISP staff needs to be trained on complaint handling and recording mechanisms which is 

their biggest concern at present.  

 Brochures regarding BISP programs and packages should be available in BISP offices that 

can be distributed among visitors and beneficiaries for their awareness and understanding. 
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Grievance Case Study Number: G-Upper Punjab-09 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Nasreen Bibi 

Wife of: Farman Masih 

Complainant, if not beneficiary herself: N/A 
Address: Aziz Colony, nearby Daira Shahzad Pehalwan, City-

District Gujranwala. 

CNIC Number: 34101-0764714-7 

PSC form number: 16805931 

Date Study Conducted 26
th
 January 2012 

 

1. Summary of the Case Study: 
 

This particular complaint was picked from a list of beneficiaries who were declared eligible but 

with discrepancy of “Missing CNICs”. The BISP Divisional office Gujranwala received a list of 

such beneficiaries (declared eligible with discrepancy) from the office of the BISP Director 

General Punjab Lahore.  

 

Nasreen has been declared as an eligible BISP beneficiary but with discrepancy, as she didn’t 

possess a valid CNIC at the time of the PSC survey, held in August 2011. She, at the intimation of 

the BISP staff, applied in NADRA for obtaining her CNIC in early January 2012. She had not 

received her CNIC at the time this case study was developed. Her record at the BISP website was 

also not updated as the CNIC number is still missing before her name. 

 

2. Beneficiary/Complainant’s Profile and Background Information: 
 

Nasreen Bibi W/O Farman Masih is an illiterate, 45 year old housewife, living with her five 

children (three sons and two daughters). None of her children have ever attended  school. Her 

husband (Farman) works as a labourer (Pallay Daar) in a nearby vegetable market (Sabzi Mandi). 

He usually gets Rs. 6000-7000 per month for his work. Her two sons (one is twelve years old and 

a second is five years old) are learning the skill of electric motor winding and repairing from a 

nearby shop. They both get three thousand rupees per month as a stipend. 

 

Her two daughters stay at home for helping with household chores. She herself is doing nothing 

as part of generating income as she is suffering from arthritis for over a year. One daughter is 15 

while the other is 10 years of age.  

 

She lives in a semi pakka house of three Marlas consisting of two rooms without any wash room 

or kitchen. However, an earth yard is used as a kitchen. The house is located at the daira of 

Shahzad Pehalwan, the owner of the farm, where Farman also works in the season of harvesting 

and cultivation. The farm owner neither pays any wage to him for his work in fields nor charges 

any house rent. The family’s notable belonging are a colour television, a functional mobile phone 

and also a bicycle. 

 

The locality where she is residing for the past  five years is named  Aziz Colony and is near Daira 

Shahzad Pehalwan. Most the streets are paved with brick soling and have an open drainage 

system on both side of the street. The street leading to her house is semi paved with a drain lining  

both sides of the street. 
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3. Beneficiary’s Relationship with BISP: 
 

She was surveyed for the PSC survey in the month of August 2011 by the enumerators. At that 

time, the enumerators visited her home and filled a PSC survey form. She provided details to the 

survey team. After completing the survey form, she was issued a survey acknowledgement slip 

for future reference. She said that she had received no information from the enumerators about the 

purpose of filling the survey form.  

 

The survey team also demanded her CNIC but she provided her husband’s CNIC as she had never 

applied for her own CNIC. Nobody from the survey team  told her that she needed a CNIC at a 

later stage if her survey form was accepted in the BISP Cash Grant Program. 

 

She didn’t know much more about the Benazir Income Support Program but she said “Ghareeb 

logan di imdaad da program aay”. She wasn’t sure about the exact nature of BISP; whether BISP 

is a government or Political programme or an NGO as she had not been guided by the 

enumerators at the time of the survey. 

 

She has planned to utilize the cash assistance partially for the purchase of groceries and partly for 

her medical treatment. She was also unaware about the BISP complaint registration mechanism. 

 

4. How did the Complaint/Grievance emerge? 
 

In December 2011, the beneficiary 

(Nasreen) received a phone call from the 

BISP Divisional Office Gujranwala.  

 

The BISP staff congratulated her by 

telling that her survey form has been 

accepted in the BISP cash grant 

program. The staff further informed her 

about a discrepancy in her form and that 

she couldn’t get the cash grant 

instalments till she settled the 

discrepancy. On asking about the nature 

of the discrepancy and how it would be 

removed, the BISP staff instructed her to 

submit her CNIC to the concerned 

Tehsil office. The BISP staff also 

advised her to apply in NADRA for her 

CNIC so this could then be submitted. 

 

The staff also informed her that her upcoming BISP Cash Grant instalment would be released by 

the mid of January 2012 and further advised her to apply and submit a copy of her CNIC at the 

earliest to avail of the cash assistance.  

 

The BISP staff provided her the address and landline number of the BISP office to obtain further 

guidance if she needed. . 

 

Nasreen went to the NADRA office in the second week of January 2012, along with her eldest 

son. This was located at Katchehry Road, Jalil Plaza, Gujranwala, which is  10 kilometres 

distance from her house. They went there by using an auto rickshaw and incurred a cost of Rs. 

200. She applied for her CNIC in NADRA and also got a token number from NADRA officers for 

future reference. She didn’t pay any charges in NADRA for processing the application for her 
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CNIC. The NADRA officers informed her she should visit the NADRA office after fifteen days to 

collect her CNIC. She was also advised by the NADRA staff to bring the token when  she came to 

collect her CNIC. 

 

5. Processing of the Case: 
 

Nasreen was informed by BISP staff that after getting CNIC from NADRA, she needs to submit a 

copy of her CNIC in the BISP office for further processing and resolution of the discrepancy. . At 

the time of the case study, she awaited receipt of her CNIC. 

 

6. Observations: 
 

a. General observations 

 

As per BISP prescribed procedure, the receiver 

woman will receive the notification regarding 

the discrepancy with respect to her CNIC or 

form data with address, location and landline 

numbers of nearest BISP Tehsil or Divisional 

Offices. The receiver woman will request the 

update with respect to her CNIC by using 

Information Updates Form which have been sent 

and are available in BISP Tehsils and Divisional 

Offices. When a request will be received, the 

officer if having direct access to the MIS will 

enter the update otherwise a request will be 

forwarded to an office with MIS access. The receiver woman by herself or by other sources 

(relatives, notables etc.) reports the update in the nearest BISP office. If the receiver woman 

contacts  any BISP office, either by telephone, email, or in person, it is mandatory that she 

will provide her valid CNIC number and relevant information. 

 

However, in this particular case, the beneficiary didn’t receive any BISP letter regarding her 

eligibility under the BISP program but she was informed about her eligibility and the 

discrepancy i.e. Missing CNIC. The information update forms were not available in the BISP 

Tehsil or Divisional Offices either. 

 

Nasreen along with her eldest son visited the NADRA office only once to apply for her 

CNIC. The visit to the NADRA office cost her Rs. 200 and around three to four hours off 

from  her routine work. 

 

Nasreen was not aware  that there is more than one way to register a complaint or to get 

information about BISP. However, she has a landline number for the BISP Divisional office 

Gujranwala provided by BISP staff to obtain  information and updates. 

 

While she  knows little about the BISP eligibility criteria she considers herself as a BISP 

beneficiary as her husband is a labourer and they do not own their own house. The house 

where she resides is owned by the farm owner and they fear that if they make him unhappy he 

can order them to evacuate their house at any time. From the monthly income, which is 

around Rs. 10,000, she has to pay utility bills and also fulfil the daily needs of her family. She 

also has to spend some money on her treatment and she is determined to work and to 

participate in the family’s income generating activities when she is cured of her illness. 
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b. Observation at beneficiary level 

 

Nasreen stated that the day she will get her CNIC she will go along with her son to submit a 

copy to the BISP Divisional office. But, she seemed to be unclear and wanted to know from 

the TPE team whether  after going through the whole process  she would really receive  the 

BISP money orders? 

 

She did not try to influence the process as she said that she did not know anyone who can help 

her in resolving this issue more speedily. She says about the value of the BISP Cash Grant 

“puttar, jee rajj kay khawan gain tay far ey dabb kay wakhawan gain”. (Eat to the full and 

then plough the fields with full effort i.e. work hard) 

 

She didn’t know much about commercial banking systems and considers the Pakistan Post as 

a better mechanism for the delivery of the cash grant at her door step. 

 

c. Observations at BISP Tehsil office: 

 

The BISP Divisional office Gujranwala is situated in 

Zia-ul-Haq Road, Civil Lines, near Civil Hospital, 

Gujranwala. The office is difficult to find, as there is no 

directional sign at the main road indicating the office 

location.  

 

The BISP Tehsil office City Gujranwala and BISP 

Tehsil office Saddar Gujranwala are housed in the same 

building as the BISP Divisional Office Gujranwala. 

 

The total numbers of staff at each Tehsil office is four i.e. an Assistant Director, Assistant 

Complaint, Naib Qasid and a Chowkidar. 

 

The total number of staff at the BISP Divisional office is 16 including a Divisional Director, 

Account Officer, Assistant Account Officer, Personal Assistant, one Assistant Complaint, 

three Field Supervisors, two Naib Qasids, two Chowkidars, two Dispatch Riders and a Driver. 

Two positions for Assistant Complaints and a single position for Field Supervisor is vacant at 

the moment in the BISP Divisional office Gujranwala.  

 

The BISP Divisional Office Gujranwala looks after six districts and twenty Tehsils. The six 

districts falling under the jurisdiction of the Divisional Office are Gujranwala, Sialkot, Hafiz 

Abad, Mandi Baha-Ud-Din, Narowal and Gujrat.  

 

The Divisional office has seven desktop computers with internet connection, which are 

operational. They also have a Power Generator, which serves as an alternative electric power 

supply, landline phone and a fax machine, all of which are operational. 

 

The office building comprised of around twelve rooms and a veranda served as a main 

waiting hall for the beneficiaries /visitors which could 

accommodate around thirty visitors at a time. The office of 

the Divisional Director could also accommodate around 

eight visitors. 

 

Observations indicate the Divisional office is not very busy 

these days but the staff noted that on average 30-40 people 

visit daily and most of them visit for  information about 

their second instalment and about their PMT status.  
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The BISP staff is not maintaining any records of grievance related complaints.  They feel that 

in the absence of any  mechanism for resolving complaints there is little point in piling up 

paperwork related to complaints. 

 

The staff explained that usually the BISP HQ issues discrepancy letters to the concerned 

beneficiaries. When those beneficiaries visit our offices, they stated, we advise them to mail a 

copy of their CNIC or whatever is required (usually mentioned in the BISP letter) to the BISP 

Secretariat and towait for the response. The staff at BISP Divisional Office Gujranwala had 

no records indicating  how many grievance cases they have dealt with.  However, they have 

developed an in-house Database for the recording of payment related complaints. According 

to them the Database is capable of generating monthly reports/statement about 

misappropriation/embezzlement and distortion in BISP payments. The database includes 

Reporting Date, Case Number, Nature of Case, Postal Unit Involved, To Whom Reported, 

Amount Embezzled in Each Case, Amount Recovered, Final Outcome and Remarks. There 

are a total of 320 payment related complaints registered in the database, at the moment, 

received from different BISP Tehsil offices (working under BISP Divisional Office 

Gujranwala) and also received in the BISP Divisional office directly from the receiver 

woman. 

 

When they receive the payment related complaints from the beneficiary or from any other 

source, a particular number is assigned to the complaint and then entered into the register. The 

received complaint is  uploaded to the database maintained for the recording of payment 

related complaints.  

 

The office is also maintaining  electronic records of complaints regarding left out households 

in MS Excel, to share  with survey supervisors of the partner organization (AHLN). 

 

With respect to this case, the office of the Director General BISP Lahore  forwarded a letter to 

BISP Divisional Director Gujranwala  dated 24
th
 September 2011, letter number {DG (P) 

Ops-CNICs/BISP/20114887}. In the letter the total numbers of beneficiaries were reported in 

the jurisdictional area of BISP Divisional office Gujranwala who had declared eligible but 

with the discrepancy of Missing CNIC. 

 

In response to this letter, the Divisional Director BISP Gujranwala requested  DG BISP 

Lahore  to forward union council wise lists of such beneficiaries who have been declared 

eligible but are discrepant for their convenience and follow up with these beneficiaries. This 

request was forwarded to the office of DG BISP Lahore dated 30
th
 September 2011, letter 

number (DIR/BISP/GRWDN/Admn/2011). 

 

Around a week later, the office of the DG BISP Lahore emailed a list of beneficiaries to the 

Divisional Director BISP Gujranwala. The list was categorized into Districts and Tehsils 

falling under the jurisdiction of the BISP Divisional office Gujranwala.  

 

After this, the Divisional Director BISP Gujranwala  arranged a meeting on 4
th
 October 2011 

in the office of DG BISP Lahore with field staff (including ADs and Field Supervisors) for all 

the Districts and Tehsils falling under the BISP Divisional office Gujranwala. It was decided 

in the meeting that each field staff will trace and follow up with one hundred beneficiaries in 

each month in relation to those who have been declared eligible with discrepancy.  The field 

staff members were instructed  to report back to his office on a daily basis. 

 

The BISP staff (including Divisional office and Tehsil offices staff) started practising what 

was decided in the meeting but a week later, the priority changed and the BISP Divisional 

office Gujranwala initiated work on the Waseela-e-Rozgar, a task assigned by the DG BISP 

Lahore. It was also advised by the DG and further by the Divisional Director Gujranwala that 
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the work on follow up of discrepant beneficiaries should be paused while there was a focus on 

the  identification of beneficiaries for the Waseela-e-Rozgar scheme.  

 

The case is picked from the above mentioned list. The beneficiary did what was advised by 

the BISP staff and she is waiting for  her CNIC from NADRA, at the moment, to further 

submit it to the BISP office  for the resolution of the discrepancy. 

 

7. Lessons learnt/Conclusions: 
 

 The receiver woman was selected as a BISP beneficiary as a result of Poverty Score Card 

Survey processing but didn’t receive any BISP letter regarding her eligibility/discrepancy in 

BISP cash Grant Program. 

 The receiver woman was informed by the BISP staff about her acceptance in the BISP 

Program and they advised her to apply in NADRA for a CNIC. 

 The enumerators at the time of survey didn’t inform and sensitize the receiver woman about 

the importance of her CNIC. 

 The information update form was neither sent to the beneficiary nor available in the BISP 

Tehsil office to record the correct information to update in the information system.  

 The BISP staff is not maintaining a record of grievance cases due to the absence of a 

“Complaint Management System”. 

 Many beneficiaries, in the list, are still unaware about the current status of their survey and 

discrepancy.  While  lists are  with the office  they are not taking any action due to being 

preoccupied with the identification of existing beneficiaries to enrol in the Waseela-e-Rozgar 

scheme. 

 There seems to be a general communication gap between the BISP and beneficiaries as most  

beneficiaries studied don’t know about their eligibility or discrepancy status and, how and 

what to do in case of any complaint. This lack of awareness makes them vulnerable to 

exploitation at various levels. 

 

8. Recommendations: 
 

 There is a need to ensure delivery of eligibility/discrepancy letter to the beneficiary. In this 

particular case the staff has a list of beneficiaries but they are unable to follow up individually 

due to other work related commitments. The delivery of eligibility/discrepancy letters to the 

beneficiaries can reduce their workload considerably. 

 BISP staff also needs to be trained on grievance related complaint handling and recording 

mechanisms.  This is their biggest concern at the moment. 

 The necessary information can be disseminated through enumerators during the survey which 

would reduce the future workload of BISP regarding complaint handling and redressal.  

 The CMS (Complaint Management System) should be launched as soon as possible for a 

speedy complaint resolution process. 
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Grievance Case Study Number: G-Upper Punjab-10 

Nature of Case: Missed Out household 

Complainant/ Beneficiary: Shaukat Ali Khan  

Son of: S/o Baboo Ali Muhammad 

Complainant, if not beneficiary herself:  
Address: House # 280- Band Gali # 03, Androon Mujahid 

Colony nearby Dr. Aslam Rana Clinic Sargodha.  

CNIC Number: 38403-24190795 

PSC form number: Not Surveyed 

Date Study Conducted 2
nd  

December 2011  

 

1. Summary of the Case Study: 
 

The complainant, Haleema Bibi w/o Shaukat Ali, was 

seeking financial assistance for her husband’s medical 

treatment. To explore the possibilities of financial 

assistance, her husband visited the office of Bait-ul-Mal in 

Sargodha, who directed him to the BISP office. 

 

On Shaukat’s visit to the BISP, he discovered that he has 

not been surveyed which was necessary to obtain any cash 

assistance. Accordingly, he lodged a complaint in the BISP 

Tehsil Office Sargodha as a missed household.  

 

The particular case was lodged in the BISP Tehsil office 

Sargodha in early November 2011. But, at the time of preparation of this case study  this case has 

not been resolved. 

 

2. Beneficiary/Complainant’s Profile and Background Information: 
 

Haleema Bibi is a 45 year old, illiterate woman. She is the 

mother of five children (one son and four daughters). Her 

husband Shaukat Ali Khan is 58 years old, married and a 

primary educated man. He doesn’t have any job  or income 

generating activity because he has been suffering from a 

Hernia for a year. Two daughters, after passing their 

intermediate exams, are teaching in a nearby private school. 

One of them is 24 and another one is 21 years old. The other 

two daughters (one is 17 years and another is 12 years old) 

and a son (age 15 years) are studying in school. The 

combined earning of the family is around Rs. 5000 per month.  

Halima herself is not involved in any income generating activity to support her family. 

 

The family lives in a rented pacca house, of three marla, which consists of two rooms, a wash 

room and a small courtyard. They don’t pay any house rent at the moment as the house owner is a 

generous person. Earlier Shaukat was paying Rs. 1,600 as monthly rent for this house but since 

the time he has not been working, the land owner is neither charging nor forcing him to pay the 

rent. The family’s notable belongings are a colour  television with satellite cable connection, two 

functional mobile phones and a bicycle. 
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The area where she is residing is known as Mujahid Colony which is a slum area. There was 

stagnant water in their street overflowing from gutters. The street leading to the house is narrow 

and has  around eight to ten houses. 

 

3. Beneficiary’s relationship with BISP: 
 

The household was not surveyed either in the first or second phases of the BISP cash grant 

programme. Shaukat was suffering from a Hernia  and visited the Bait-ul-Mall office in Sargodha 

for some financial assistance. The staff at Bait-ul-Mall refused to help him but directed him to 

contact the BISP Office. On their guidance he visited the BISP Divisional/Tehsil office, 

Sargodha, and asked for financial assistance.  

 

On his visit to the BISP Office he discovered that he has not been surveyed which was necessary 

for the cash assistance. Accordingly, he lodged a complaint in the BISP Tehsil Office Sargodha 

on behalf of his wife about the Survey to be conducted. He also has a valid CNIC. 

 

Shaukat doesn’t have any information about the BISP complaint registration mechanism. He 

received the information about the complaint mechanism on his visit to the BISP office. 

 

What he knows about  BISP is “Benzir program ki taraf say Rs. 1000, 2000 ki maali muaawanat 

ki jaa rahe hay”.He thinks that the Benazir Income Support Program is an NGO and stated “ya 

program to ghareeb logon kay saharay ka program hay”. 

 

He has planned to utilize the cash grant for his treatment. According to him his disease is a hurdle 

in his work, and he wishes to get rid of this as soon as possible. 

 

4. How did the complaint/grievance emerge? 
 

The grievance for the said case emerged when Shaukat faced a shortage of finance for the 

treatment of his chronic disease. He wants to get a surgical treatment for  his Hernia so that he 

may physically get better to work and to earn as well. 

 

The doctors have recommended immediate treatment and told him that the delay can be 

dangerous. But, he doesn’t have enough resources to go through with the  surgical process 

recommended by the doctors, which . He needs around thirty thousand rupees for his treatment as 

recommended by the doctors. 

 

Two weeks later, he went to Bait-ul-Mal 

office, Sargodha, to get some financial 

assistance for his treatment. But, the 

officers there responded that there were 

no funds available to assist him with. 

The officers at Bait-ul-Mal referred him 

onwards by advising him go to the BISP 

office located at Stadium Road 

Sargodha, around two kms from there. 

 

On their directions, he straight away 

went to the BISP office by  bicycle. He 

met with the BISP staff and told them 

about his problem, requesting the provision of financial assistance. The staff at BISP asked him 

whether  his PSC survey had been conducted or not. He explained that the survey team had 

neither visited his home nor his locality.  
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The BISP staff took his CNIC and checked his survey status from the BISP website. After this, 

the concerned officer explained to him that they didn’t have a way to help him except through 

completing the survey process which could make him eligible for  the financial assistance from 

BISP.  

 

Shaukat inquired about the survey process and asked that what he had to do for his survey to be 

conducted at the earliest. The BISP staff told him about the complaint mechanism available at 

BISP and on his request noted down his complaint about the survey in a complaint register by 

recording his CNIC and address. The staff assured him that his survey would be conducted within 

two weeks and the result would likely  be announced within a month.  

 

He was not given any complaint or reference number for the complaint. The officers  advised 

Shaukat to wait for the arrival of the survey team at their door step. 

 

The BISP staff also gave him the landline number of the BISP Divisional office to obtain 

information and to follow up  his complaint. 

 

5. Processing of the case: 
 

This particular complaint has been lodged in the BISP Tehsil office Sargodha, housed in the same 

building as the BISP Divisional office, around a month before case study investigations,  on 1
st 

November 2011. The BISP Tehsil Office Sargodha (City) staff guided the complainant about the 

PSC Survey.  As he was seeking financial assistance he resultantly lodged the complaint for the 

survey. 

 

This complaint was noted down in a register and also recorded in an Excel sheet by the concerned 

officer. The complaint was not assigned any particular number or date on the complaint register. 

However the complaint register for recording complaints of missed out household was separate 

from the register that was used to record regular/other grievance cases. 

 

The concerned BISP staff prepared the summary list of missed out households and forwarded the 

list, including this case, to the survey team supervisor AHLN in Sargodha. The copy of the 

complaint has also been forwarded to Divisional Director Sargodha for information. 

 

According to the Assistant Complaint Officer they followed up with the survey team and the 

AHLN resource person informed them that the survey team is busy in some other areas and they 

will survey the said complainant at their earliest. But so, far the complainant has not been 

surveyed as of 31
st
 January 2012. 

 

6. Observations: 
 

a. General Observations: 

 

As per BISP prescribed procedure, the concerned person who has not been surveyed (PSC 

Survey) will appeal in the BISP Tehsil office. He can appeal by the use of telephone, email or 

by his/her personal visit to BISP office. The same has been done by the concerned 

complainants but they have not been surveyed by the survey team after three months of the 

complaint being recorded.  

 

The complainant has no idea that there is more than one way to register/follow up the 

complaint. Although he has the landline number of the BISP Tehsil office Sargodha, provided 

by the staff to check the status of his complaint,  he prefers personal visits for his own 

reassurance that action is being taken. 
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He has tried to influence the program with the help of the MPA-SGD who did not offer any 

assistance . He also met with the MPA’s brother who also refused to expedite the process for 

him. 

 

b. Observations at beneficiary level: 

 

The complainant visited the BISP office twice, once to lodge the complaint and second time 

for follow up. He visited the BISP office by using his bicycle .The office is located at a 

distance of around five kms from his house. Two weeks later, after registration of his 

complaint, he again visited the BISP office. The BISP staff told him that his complaint has 

been forwarded to the survey team and advised him to wait around a week. 

 

His wife Haleema didn’t visit the BISP office due to socio-cultural constraints although she 

attended the case study meeting held on 29
th
 November 2011. 

 

She is of the view that delivery of cash grant instalment through the Pakistan Post is a better 

option than any other delivery system. Through Postman she will be able to receive the cash 

assistance at her door step otherwise she will have to go out of her house which is not allowed 

in her family. 

 

With respect to the BISP Cash Grant instalment she stated that as the cash assistance will be 

of Rs. 1000 per month,  when they will be confirmed as benefiaries they will borrow the 

required amount from their landlord for the operation and then they will then repay the 

borrowed money on a monthly basis.  

 

c. Observations at BISP: 

 

The BISP office Sargodha is located at Stadium Road 

which is  quite a familiar location to those who belong to 

Sargodha and its adjoining areas. The Tehsil office 

Sargodha is located in the same premises as the Divisional 

office. 

 

The total number of staff at BISP Tehsil Office is four and 

includes one Assistant Director, one Assistant Complaint, 

one Naib Qasid and one Chowkidar. 

 

The office building comprises of six office rooms and a waiting room for the beneficiaries 

and visitors that can accommodate around 30 people. The assistant Director and Assistant 

Complaint officer can also accommodate around 10 visitors in their rooms.  

 

The office can’t afford to run the generator all the time during power cuts as they have a 

limited budget for generator fuel. For other expense e.g. stationary, etc, the staff pays from 

their own pocket and the BISP accounts department reimburses this after some time. 

 

According to observations, the Tehsil office is not very 

busy these days but the staff informed the researchers that 

on average 50 people visit daily and most of them seek 

information regarding payment of their second instalment 

or their PMT status. Besides personal visits many 

beneficiaries tend to get  information regarding their 

complaints/survey status/PMT by phone, which Tehsil 

office staff answered very politely. 
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They have maintained a complaint register to record all complaints. When they received the 

complaint, from the beneficiary or from any other source it was entered into the register 

maintained for the recording of complaints .Payments and grievance cases are recording 

separately i.e. in separate files and registers. There is no practice to computerize  complaints 

records. However, they are compiling the record of complaints regarding left out or missing 

household in MS Excel to share it with survey supervisors of the Partner Organization 

(AHLN). 

 

The office is also  segregating the complaints into broad categories of payment and grievance 

cases and filing them accordingly. These cases are then further divided into solved and 

unsettled cases. 

 

Grievance cases are not being forwarded to Divisional or any other office for further 

processing as the office received instructions that the CMS was about to launch. However, the 

office forwards lists of left out/missing households to the BISP Divisional office and survey 

supervisor of the Partner Organization and these are usually solved within seven to ten days. 

 

Payment cases regarding embezzlement are forwarded to the office of Divisional Director 

after the complaint is lodged by the beneficiary. The Divisional Director then forwards these 

cases to the concerned Postal Authority along with a copy to the BISP Director General 

Lahore. 

 

The Assistant Complaints at the BISP Divisional Office composes all the complaints 

regarding missed out household on an MS Excel Sheet to share it with the Partner 

Organizations. 

 

7. Lessons Learnt and conclusion: 
 

 The interaction between BISP and the complainant was as a result of guidance provided by 

the staff of the Pakistan Bait-ul-Mal. 

 The complainant was guided by the BISP staff (AC) about the survey process and as a result 

he lodged the complaint. 

 The complainant was given a time period of around two weeks but after three months his 

survey is still pending.  

 The BISP Tehsil office is not processing grievance cases, except missed out households, as 

they are advised by the BISP authorities to wait for the CMS to launch. 

 It has been observed that the complainant was trying to hide some facts about his income. He 

informed the research team that he was not earning anything but his daughter disclosed on the 

phone that he is working in a factory.  

 

8. Recommendations: 
 

 It is important that awareness should be created about where a beneficiary/complainant 

should file his/her complaint. 

 The survey organisation should take prompt action for the resolution of complaints regarding 

missed out households, as the filed complaint is still pending after a considerable period of 

time i.e. not surveyed. 

 The BISP staff also needs to be trained on complaint handling and recording mechanisms, an 

area of major concern at present. 

 The CMS should be launched as soon as possible for a speedy complaint resolution process. 
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Grievance Case Study Number: G-Upper Punjab-11 

Nature of Case: Eligibility Appeal 

Complainant/ Beneficiary: Samina Nadeem 

Wife of: Muhammad Nadeem 

Complainant, if not beneficiary herself: Muhammad Nadeem 

Address: Jinnah Gate, near Landda Bazaar, Tehsil Pasrur. 

CNIC Number: 3460207625685(Complainant),33401-0600711-4 

(Beneficiary) 

PSC form number: 22024805 

Date Study Conducted 26
th 

December 2011 

 

1. Summary of the Case Study: 
 

This particular case has been lodged by the complainant 

(Muhammad Nadeem) on behalf of his wife, Samina 

Nadeem, as an appeal that his family should be declared as 

an eligible household. Currently, the household has been 

declared an ineligible household as the PMT score is 18.30, 

which is above  the cut off score i.e. 16.17.  

 

The complainant has filed the complaint in the BISP Tehsil 

office Pasrur, district Sialkot and requested that his survey 

should be conducted again. The complainant is of the view 

that his survey has not been conducted properly and as a result he has been declared ineligible. 

 

This particular appeal was filed in the BISP Tehsil office Pasrur in June 2011 but the complaint 

has not been processed or forwarded to any office so far. The complaint was filed on 28
th
 June 

2011 in the BISP Tehsil office Pasrur under complaint number 612 but as yet no results have been 

conveyed to the beneficiary. 

 

2. Beneficiary/Complainant’s Profile/Background Information: 
 

Muhammad Nadeem is 37 years of age, married and 

educated to matric level. His wife (the ineligible beneficiary) 

is around 33 years old and a house wife. She is the mother of 

three children, all sons. Her eldest son attends  school while 

the other two are infants. 

 

Nadeem himself is a sales man in a soap factory (Guay Soap) 

by profession and his monthly earning is approximately Rs. 

5000. He doesn’t work on a fixed salary but on commission 

which is linked with meeting certain sales targets. His earning pattern is quite inconsistent as 

often it becomes hard for him to meet the assigned targets. 

 

Nadeem lives in a six Marla pakka house consisting of ten rooms, a baithak, two wash rooms and 

a kitchen. This house is owned by his father (Muhammad Sharif). His six married brothers also 

live in the same premises. All the married brothers live as separate households .There is a colour 

television with satellite cable connection, a functional cell phone and a bicycle in the 

beneficiary’s home. 

 

The area where the complainant resides is known as Jinnah Gate, which is part of the old city, and 

is  paved with well furbished houses. The street leading to his home is paved with brick soling 
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and a proper drainage system runs along the street. There are more than ten houses in the street. 

There is also a Landda Bazaar (second hand market) on the road leading to his home. 

 

3. Beneficiary’s relationship with BISP: 
 

Samina, the complainant’s wife, was not selected as a BISP beneficiary under the parliamentarian 

phase and has no information about that phase of BISP. However, she and her six brothers in law 

were surveyed, for the Poverty Score Card (PSC) phase by the enumerators, six months ago most 

probably in the month of May/June 2011. She also received a survey acknowledgement slip from 

the survey team. She was not charged anything by the enumerators for filling her survey form. 

She hadn’t received any BISP letter regarding her eligibility/ineligibility in the BISP program up 

till 21
st
 December 2011. 

 

She doesn’t know much about the Benazir Income Support Program. She said that after the survey 

process, her husband received some information about BISP from his sales manager who told  

him that “ghareeb logon ko unn kay paon per kharra karnay aur sahara dainay kay liya shaheed 

Bhutto nay ya program shuru kia”. He further added “yaha koo matka program to hay lakin iss 

main kis ikisam ki siaysat ya kisi ka mafaad nahi hay”. 

 

She doesn’t have any knowledge of the BISP complaint redressal mechanism. Her husband learnt 

about this when he visited the BISP Tehsil office Pasrur to enquire about the status of his poverty 

survey result.  

 

Samina has planned to utilize the cash grant for the better education of her children. She knows 

the importance of education as she stated that “rupaay paisay insaan ko azeem nahi banatay 

balkay taleem insaan ko azeem banati hay”. 

 

4. How did the Complaint/Grievance Emerge?  
 

In the month of Ramadan (August 2011), 

Nadeem’s sales manager asked him about his 

survey process and result. He responded that 

he didn’t have any information  as nothing 

had been told to him at the time of the survey 

by the enumerators. At this, the sales 

manager advised him to visit the BISP Tehsil 

office Pasrur to find out about the status of 

his survey. The sales manager also guided 

him about the location of the BISP Tehsil 

office Pasrur which was located at Shah 

Malook Road. 

 

A week later, he went to the BISP Tehsil 

office, which is at a distance of around three 

kms from his house, to inquire about his 

survey result. He went there on his bicycle.  

 

On his visit to the BISP Tehsil Office Pasrur, 

he met with the Assistant Director, who was 

courteous and cooperative and asked about his survey result. The officer asked Nadeem about the 

survey acknowledgement slip which he didn’t have at that moment. However, the officer used his 

CNIC to check the information from the internet and informed him that“tumhary survey form ka 
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score ziada hay issliya tumhain paisay nahi mil saktay, tumhara form namanzoor ho gaye 

hain”. 

 

Nadeem was also guided by the officer about the PMT. He didn’t know about the exact figure of 

PMT. However, he said “aik score rakhagaya hay, jiska survey score uss score say kumhoga 

ussay paisay milay gain baqi log reject hojaen gain”. 

 

His wife (Samina) didn’t visit the BISP office due to cultural restrictions. However, she was 

present there at the time of the interview for this case.  

 

5. Processing of the case: 
 

After getting confirmation from the BISP officer (AD) that he had been declared ineligible as the 

PMT for his household was higher than the cut off value, Nadeem was upset and asked the officer  

how BISP had declared him ineligible when he doesn’t have enough monthly income to meet his 

family’s basic needs, neither does he have a motor bike, refrigerator or any other luxuries of life.  

 

The concerned officer (AD) consoled him by saying that if he wasn’t satisfied with the result of 

survey then he may lodge a complaint/appeal for eligibility. The officer also explained  the 

criteria of complaint/appeals regarding eligibility. The officer further advised the complainant to 

register his complaint and wait for about four to five months. At the willingness of the 

complainant the BISP officer (AD) referred him to another room where BISP staff, by recording 

his CNIC and contact number, registered his complaint/appeal for eligibility. He was not given 

any reference/complaint number for future reference. The BISP staff also provided him a landline 

number of the BISP office to contact in order to follow up  his complaint. 

 

He visited the BISP Tehsil office Pasrur twice; once to get  information and to register his 

complaint and then to follow up on progress. He used his bicycle, every time he visited the BISP 

office. He was very satisfied with the behaviour and dealing of the BISP staff. He was happy that 

nothing has been charged or demanded by BISP staff to record and process his complaint. 

 

At the BISP Tehsil office, there was no formal application submitted by the complainant. The 

complaint was entered in the grievance complaint register as an appeal. The information recorded 

on the register included his CNIC Number, complainant’s name, address and also a contact 

number. No acknowledgement or complaint number was issued to the complainant for future 

reference. 

 

While discussing this case with the concerned Assistant Director, he informed the research team 

that they had been guided by their Divisional Director that at present there was no possibility for 

addressing   eligibility appeal cases. The Tehsil Office is directed by the Divisional office to 

record these cases in the register and not to forward them to the Divisional Office or any other 

BISP office for processing. So, this specific case has not been forwarded or processed so far and 

is still pending.  

 

6. Observations: 
 

a. General Observations: 

 

As per BISP prescribed procedure , such households which have been declared ineligible in 

the PSC  survey result but consider themselves eligible after receiving notification, can appeal 

in the BISP office through email, mail, telephone or in person. The household can appeal 

through filling the Eligibility Forms sent to receiver woman. After receiving the complaint 

from the receiver woman, the system (MIS) compares the score of the complainant with a 
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range between the eligibility cut off point and appeal cut off point. If the household’s score is 

above the appeal cut off point, the system will mark the appeal as rejected. The system (MIS) 

will also check the following designed criteria: 

 

 Presence of one or more members with disability in complainant’s household. 

 Presence of one or more senior citizens (over 65 years of age). 

 Size of concerned household is 3 or less. 

 Household with 4 or more children under 12 years of age. 

 

In case the household fulfills any one of these criteria, it will be considered as an eligible 

household and if the household is declared eligible the receiver women will be identified for  

payment. 

 

In the concerned household there were no senior citizens or disabled persons. However, the 

concerned family has three children less than 12 years of age .If BISP adopted the above 

mentioned criteria set for eligibility appeal cases then there is a chance that the concerned 

household may be declared as eligible and the receiver woman starts receiving cash grant 

instalments. 

 

Nadeem indicated that he didn’t try to influence the process as he didn’t know any political 

figures who could mediate on his behalf. But, he also believes that  political figures cannot do 

anything to solve his problem. His six brothers have also been surveyed by the enumerators 

and all of them have been declared ineligible. His wife didn’t visit the BISP office due to 

cultural restrictions. She didn’t know about the BISP eligibility criteria but she considers 

herself as a deserving BISP beneficiary due to the inconsistent income pattern of her husband.  

She wishes that her children could acquire an education in private schools. Nadeem didn’t 

have any bank account but knows a lot about bank branches  in his locality. He and his wife 

think that the delivery of BISP money orders through the Pakistan Post is, however, a better 

option than any other system. 

 

b. Observations at beneficiary level: 

 

Samina dreams of a proper desk job for her husband and a better future for her children. She 

has planned to utilize the cash grant installments for the education of her children and also for 

the purchase of groceries. 

 

All of Nadeem’s married brothers who were also surveyed by the enumerators have been 

declared ineligible as their PMT is also higher than the cut off score. The youngest son of 

Nadeem is studying in class two.  He is also fascinated by the thought that his family may get 

cash assistance from a programme such as BISP. 

 

c. Observations at BISP: 

 

It was observed that initially the complainant did not visit 

to file the complaint. The purpose of his visit was to get 

information about the result of his survey. The Assistant 

Director there guided him about the appeal and gave him 

the hope that there is a possibility that he could be 

included as an eligible beneficiary. Consequently, the 

complainant agreed and the Assistant Complaint Officer 

recorded the complaint.  

 

The concerned BISP officers at Tehsil level are 
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completely ignorant about the further processing of this specific case. The Assistant Director 

discussed this particular case with the Divisional Director Gujranwala on the phone and he 

stated that he would discuss this case when he visited the Tehsil office next time. The 

Divisional Director also instructed the concerned AD to note that at the moment there was no 

procedure defined to address eligibility appeal cases. 

 

BISP Tehsil office Pasrur have maintained a 

register used for the recording of daily 

activities undertaken by the Assistant 

Complaints. When any 

beneficiary/complainant visits the BISP office 

to find out about their PMT score, upcoming 

cash grant instalment or to register any 

complaint, they record the details of all such 

visitors on a register. Complaints regarding 

grievances are also noted down on the same 

register. All the activities carried out or  

complaints received in a day, are assigned a 

particular number with date, complete name, 

CNIC number, address/caste, contact number of the beneficiary and also about status of 

activity i.e. whether the PMT score was conveyed to beneficiaries, complaint received 

regarding missed out household, eligibility appeals etc. 

 

This  case has been picked from the above register maintained for recording daily activities. 

 

There is a functional computer, UPS and Fax machine in the office. They are manually 

recording the complaints  for correspondence with their Divisional Director and Payment 

Agency. These are compiled  on an MS Excel sheet and then forwarded to the concerned 

person in the Divisional Office. 

 

The Tehsil office Pasrur is not a very busy office these days as most of the complainants came 

to find out about their PMT and release of upcoming BISP instalments. There was enough 

space and seating arrangements made available in office to accommodate around 15 to 20 

visitors. The office has four  staff members which includes the Assistant Director, Assistant 

Complaint, Naib Qasid and a Chowkidar. 

 

7. Lessons learnt and conclusion: 
 

 The complainant was surveyed by the enumerators under the PSC survey phase. 

 The complainant has lodged an appeal for considering his family as eligible but his house and 

living conditions would indicate that he doesn’t fall in the category of the very poor. 

  

 The BISP staff has registered this complaint by taking his CNIC. The correct name of the 

complainant is Muhammad Nadeem while his name on complaint register has been written as 

Nadeem Ahmad. 

 

8. Recommendations: 
 

 There is a strong need to create awareness among beneficiaries regarding the cash grant 

programme and eligibility criteria based on the PMT. 

 The concerned BISP office should maintained the record of grievance cases and forward these 

cases to appropriate levels for redressal.  
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 BISP staff  needs to be trained on complaint handling and recording mechanisms, which is 

their biggest concern at the moment. 
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Grievance Case Study Number: G-Upper Punjab-12 

Nature of Case: Quality of Service/General Complaint/Mistreatment 

Complainant/ Beneficiary: Shehnaz Rani Widow of Mohammad Iqbal(Late) , 

Shehnaz Begum widow of Amjad Shehnaz 

Widow of: Shehnaz Rani Widow of Mohammad Iqbal(Late) , 

Shehnaz Begum widow of Amjad Shehnaz 

Complainant, if not beneficiary herself: N.A 

Address: House No.MCB-4/1006, Street No.5 Mohallah 

Siddique Abad, Chakwal 

CNIC Number: 37201-1750156-8,37201-1694363-2 

PSC form number: 17104845,20917812 

Date Study Conducted 25
th 

January 2012 

 

1. Summary of the Case Study: 
 

Shehnaz Rani Widow of Amjad Shehnaz lodged this complaint on 8
th
 August 2010 at the BISP 

divisional Office Rawalpindi against the mistreatment by a Postman. Shehnaz was declared as a 

BISP beneficiary during the parliamentarian phase in 2008 but in the PSC survey held in January 

2011, she has been declared ineligible.  

 

The inquiry report by the ASPO Chakwal Sub Division revealed that there were two beneficiaries 

of the same name in the same mohallah, and the name of one complainant Mst. Shehnaz is mixed 

up with the details of the other, as the husband’s name and the CNIC of one of the Shehnaz Ranis 

were put with the name of the other Shehnaz in the application.  

 

But the more important fact that the inquiry revealed was that both the beneficiaries have shown 

complete ignorance about the complaint in their statements. The Inquiry report declared that the 

complaint against the Postman was not based on facts and the case has been filed in the BISP 

records. The case was resolved in twenty days and has been filed in the BISP Division Office. A 

copy of the inquiry report was also submitted to the PMG N/P circle Rawalpindi. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

The complainant Shehnaz Rani is an educated housewife of 36 years, has two children, a daughter 

and a son, both of whom are higher secondary level students. Both of her children are bright 

students and have always won scholarships throughout their academic careers. She had been 

widowed some eleven years ago and is dependent on the financial and moral assistance of her 

siblings who are fairly well off. She lives in her own independent house left by her husband in 

Tarka. She had also rented out a portion of house to  tenants for additional income. The house is 

rented out for around Rs. 3000 a month. 

 

Shehnaz Rani is a resident of mohallah Siddique Abad House No. MCB- 4/1006, Street No.5 

Tehsil and District Chakwal. The area is situated in the main Chakwal city and is about half a kms 

distance from the main road. The street leading to her house is a broad, well paved street with a 

proper drainage system. The houses in the street are mostly simple, well maintained and clean and 

depict the status of a middle class population. 

 

3. Beneficiary’s Relationship with BISP: 
 

Shehnaz Rani was a BISP cash grant beneficiary during the parliamentarian phase and was 

receiving the cash grant through the postman. She has also been included in the PSC survey in 

January 2011. At that time, the enumerators visited her place and filled a PSC form. Sheprovided 
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most of the details to the enumerators and also got a survey acknowledgement slip for future 

reference. She also has a valid CNIC which she shared with the enumerators.  

 

She was happy that nothing has been charged by the survey team for filling her PSC form. Her 

status at the BISP website has been declared as an ineligible house hold as her PMT is 54.3, 

which was not communicated to her by the BISP, since she was a beneficiary under the 

Parliamentarians phase. 

 

She learnt about the BISP cash grant program from the newspaper and the television 

advertisements.  She first obtained the BISP form from a relative during the parliamentarian 

phase, who also submitted it at the local tehsil councillor’s office on her behalf. 

 

She thinks of BISP as a good venture by government to curb the poverty levels in the country, and 

she especially appreciated its core idea of targeting the poor women as this segment has always 

been marginalized in any development program in a developing country like Pakistan. She has 

spent the money on her children’s education. 

 

4. How did the Complaint/Grievance emerge? 
 

Before establishment of the Tehsil Offices, the BISP Field Supervisors were assigned the task of 

field monitoring of the BISP activities. During their field visits they used to conduct meetings 

with the beneficiaries and asked them about their problems regarding the BISP payments. The 

beneficiaries would discuss their issues and the field supervisor used to advise them accordingly. 

The field supervisor also used to collect applications about the problems of a serious nature. In 

this particular case too, the field supervisor while during his regular field visit in the area, was met 

by the beneficiaries who discussed their issue about the misbehaviour of the postman. The field 

supervisor wrote their application and got it signed from the complainants and submitted it at the 

BISP division office Rawalpindi. 

 

According to the complaint submitted at the BISP Division Office Rawalpindi, she has stated that 

the Postman Fida Husain misbehaved with her and has requested an enquiry be instituted against 

him for his unacceptable behaviour with the beneficiary. There is a thumb impression of the 

complainant on the application. 

 

5. Processing of the Case: 
 

The handwritten complainant, dated 8
th
 February 2010, against the behaviour of postman was 

received at the BISP Division Office Rawalpindi addressed to the BISP Divisional Director 

Rawalpindi. The complaint was assigned a reference number and was kept with other complaints 

in the general Grievance file. 

 

On 13
th
 February 2010, the Divisional Director BISP Rawalpindi forwarded the application to the 

DS (PS) Chakwal, through a letter (No. F-6.BISP Comp/09), requesting to inquire into the matter 

and take disciplinary action against the concerned postman. A copy of the letter was sent to PMG 

Office Northern Punjab Rawalpindi. 

 

The DS (PS) Chakwal submitted his detailed inquiry report to the BISP Divisional Director 

Rawalpindi through a letter (No.F-6/BISP comp/09)  on 20
th
 February 2010.  The following 

documents were also attached with the inquiry report: 

 

 Two intimation letters by the ASPO sub division dated 16
th
 and 17

th
 February 2010 

consecutively.  
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 Written statement of Mst. Shehnaz Rani Widow of Muhammad Iqbal dated 15
th
 February 

2010. 

 Written statement of Mst. Shehnaz Begum w/o Amjad Shehnaz dated 17
th
 February 2010. 

 Written statement of Mr. Fida Muhammad postman No.1 of Chakwal GPO dated 15
th
 

February 2010. 

 A photocopy of BISP MO voucher (Paid Voucher) in name of Shehnaz Begum w/o Amjad 

Shehnaz paid on 11
th
 February 2010. 

 

In his report the DS (PS) wrote the details of the inquiry conducted by the ASPO. According to 

the report the inquiry officer visited the residential address of complainant Shehnaz Rani CNIC 

73201-1694263-2 on 15
th
 February, but there was another Shehnaz Rani w/o Mohammad Iqbal 

(late) residing at the address and her CNIC number was 73201-1750156-8. She stated that 

Shehnaz Rani (original name Shehnaz Begum) w/o Amjad Shehnaz had been living in that 

mohallah on rent near her house, but now she has shifted to Jahangir Town. She further stated that 

the other Shehnaz (Begum) had put her (respondent’s) home address for the BISP MO delivery as 

well as noted on her CNIC, she didn’t have any permanent resident and hence has no permanent 

address so she requested to let her (respondent) address be mentioned for the money order 

delivery. However she stated that she (Shehnaz Rani) has been the BISP beneficiary since 2009 

and that she has no complaint against the Postman (Fida Mohammad). 

 

The next day, on 17
th
 February the enquiry officer contacted the other Shehnaz Rani (S>Begum) 

at her home in Jahangir Town and recorded her statement. According to her statement, her name 

is Shehnaz Begum w/o Amjad Shehnaz, CNIC 73201-1694263-2. She had been living in street 

No.5 Mohallah Siddique Abad Thandeel Phatak Chakwal near the house no. MCB-4/1006 owned 

by Mst Shehnaz Rani Widow of Mohammad Iqbal, both the neighbours enjoyed a good 

relationship and she had been allowed by Shehnaz Rani to give the said address for the BISP 

money orders as well as in her CNIC. 

 

She said that her name is Shehnaz Begum Widow of Amjad Shehnaz which is mentioned in her 

CNIC and also on BISP money orders, while the name mentioned in the complaint is Shehnaz 

Rania and she might have used her CNIC number. About the behaviour of the postman she said 

that on 11
th
 February 2010 she went to Chakwal GPO and asked the said postman to give her the 

BISP money order, but the postman said he will bring it to her house. On which she told him that 

she has  shifted to another mohallah hence he should give this instalment in the post office. The 

post office staff gave her the amount of her issued money order. There was no issue and no one 

misbehaved with her. She further stated that she has no complaint against the postman (Fida 

Mohammad) or any other staff of GPO Chakwal neither has she launched any complaint against 

any one and the postman Fida Muhammad paid all her money orders correctly and well in time. 

The statement was witnessed by her neighbor Mushtaq Ahmed. 

 

In his final remarks, The DS (PS) stated that the complaint against Postman Chakwal GPO (Mr. 

Fida Mohammad) is not based on facts as both beneficiaries i.e. Mst Shehnaz Begum and Mst 

Shehnaz Rani have stated they have no complaint against the postman. 

 

The case was resolved in twenty days and has been filed in the BISP Division Office. A copy of 

the inquiry report was also submitted to PMG N/P circle Rawalpindi.  

 

6. Observations: 

 
a. General Observations: 

 

The particular case is dated before the establishment of the Tehsil office Chakwal, which 

started from January 2011. Before that, the BISP Field Supervisors were assigned in the 
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Tehsils for monitoring survey and post survey activities and report to BISP Divisional 

Director Offices. The case under study has been selected from the BISP Division Office 

Rawalpindi and was submitted by the complainant through the BISP field supervisor. 

 

When contact was made with the complainant Shehnaz Rani, the owner of the house whose 

address was mentioned in the complaint, she indicated that she has good family terms with 

the Postman (Fida Mohammad); and that she calls him by his nickname (Usama Bhai). She 

said about the other beneficiary Shehnaz that she allowed her to write her address for money 

order because it was not an issue and was a convenience for her to receive her money orders 

easily. She expressed her disgust at the exploitation of her kindness for such malicious 

purpose. 

 

In this case about the misbehaviour of the postman, it seems that the confusion has been 

created deliberately and the real complainant is reluctant to come forward for some reason. 

When the Assistant Complaint (AC) at Division Office Rawalpindi, who dealt with the 

complaint, was consulted, he explained that it is the general behaviour of the beneficiaries 

when it comes to follow up of  complaints. They submit the complaint but when the inquiry 

proceeds, they either withdraw the complaint by stating their issue has been resolved or in 

some cases they deny that they have submitted the complaint at all. About the confusing 

information mix up of two women in the complaint, the AC explained that at time of the 

survey when the BISP field supervisor met the beneficiaries in the field or recorded any 

complaint, the other women of the mohallah would gather and start telling him their own 

issues all at the same time, and it could be confusing for the Field Supervisor to record the 

information from the target complainant. The same seems to have happened in this very case 

as well. The AC further confirmed that the particular complaint was recorded by the field 

supervisor in the presence of both  Shehnaz Begum and the real complainant Shehnaz Rani 

and other beneficiaries  as well .As usual they all wanted to share their issues. And while he 

was recording the complaint of Shehnaz Rani and asked for her CNIC, she presented the 

CNICs of both the women (Shehnaz Rani and Shehnaz Begum). The CNIC of Shehnaz 

begum in the application was also written by mistake by the field supervisor. 

 

b. Observations at the beneficiary level: 

 

Shehnaz Rani comes from an educated and well off family. She is also an active party worker 

of the local level People’s Party and her family has good political terms with the local 

influentials. She, by no means, seems a deserving beneficiary for the cash grant. She has her 

own house, has a well off back ground and both her children are college students. More so, 

she is an educated lady and can find ways to earn a living way better than the cash grant of 

Rs. 1000 from the BISP. 

 

The other woman Shehnaz Begum Widow of Amjad Shehnaz is a poor lady in her 50s, lives 

in rented houses, and her only source of income is her 19 year old son who has started  work 

as a building painter since the last two year. Her younger daughter is ten years old and studies 

at a primary school. Her husband had died some 10-12 years ago and she had been depending 

on the financial assistance of philanthropists’ till her son started to work. She stated that she 

never had any complaint regarding the payment of her money orders; neither does she have 

any idea about any complaint. 

 

Both the complainants have denied  submitting any complaint against the postman .The 

master mind behind the whole plot seems to have some grudge with the postman and s/he 

made use of the confusing names of two beneficiaries who also share the same postal address. 

This would not appear to have been simply a mistake. However, it may be the  typical 

behaviour of women complainants who are intimidated by the process and withdraw from  the 

complaint once an enquiry is initiated. . 
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c. Observations at BISP/Partner agency level: 

 

The complaint under observation has been resolved according to the standard BISP procedure 

and protocol. Other than that the BISP manual prescribed that the concerned receiver woman 

will file her complaint on the quality of service by using a Complaints Form in the nearest 

BISP office. The complaints form should be sent to beneficiaries at the time of first 

disbursement. In practice, neither were complaints forms  sent to beneficiaries nor were they 

made available in BISP office for the beneficiaries to lodge the complaint against 

mistreatment  by postmen or other issues. 

 

7. Lessons learnt/Conclusion: 
 

 The receiver woman was selected as a BISP beneficiary under the Parliamentarian Phase and 

she was declared ineligible in the PSC Survey 

 The case has been resolved in twenty days, which is the standard BISP period for dealing with 

the Quality of Service grievances. 

 The negative aspect of such “disowned” or bogus complaints is the wastage of resources and 

inconvenience for beneficiaries, but on the other hand, they also help to improve the quality 

of service of the postal staff, and serve as a  deterrant which makes them aware about the 

BISP complaint redressal system before thinking of any misconduct. 

 

8. Recommendations: 
 

 The BISP staff should arrange meetings with beneficiaries during field visits and an adequate 

level of interaction between them is necessary to develop an environment of trust so that the 

beneficiaries feel at comfort and share their problems without any apprehensions. This will 

check the issue of beneficiaries’ withdrawing from the complaint during inquiry.  

 The local notables should also be involved in the complaint registration process. This will 

make the complainant accountable for their submitted application and may also result in 

resolving the minor issues locally without taking them to a complaint cell. 

 At Tehsil levels, when the complaint is submitted, the initial fact finding should be conducted 

at Tehsil level to avoid useless exertion of time and energy. 
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Grievance Case Study Number: G-Upper Punjab-13 

Nature of Case: Change in Address 

Complainant/ Beneficiary: TajaBibi 

Wife of: Muhammad Amin 

Complainant, if not beneficiary herself:  
Address: Street no.1, Bilal Town NaiAbadi Post Office 

Khanna, Islamabad 

CNIC Number: 15401-4382626-2 

PSC form number: 24769285 

Date Study Conducted 23
rd 

December 2011 

 

1. Summary of the Case Study: 
 

Taja Bibi originally belongs to Sankot, PO 

Jharray, Tehsil Dargai, Malak and this same 

address was written on her CNIC as her 

“permanent Address". She had moved to 

Islamabad some 20 years ago, and both the 

permanent and the current addresses are also 

mentioned in her CNIC. 

 

When she was selected as the BISP cash 

grant beneficiary during the parliamentarian 

phase in 2008, her money orders did not start 

to come to her home in Islamabad like other 

beneficiaries in the neighbourhood whose forms were submitted with her. When she inquired 

about the matter from the Post office, it transpired  that her money orders had been sent to her old 

“permanent’ address written on the CNIC.  

 

She then submitted an application with a copy of her CNIC to change the address in March 2011 

so that the money orders could be sent to  her current address in Islamabad, mentioned on the 

CNIC. She was guided by the Chairman Zakat Committee Khanna to visit the BISP Rawalpindi 

office in Chaklala Scheme. She went to the BISP Tehsil Office Rawalpindi where her complaint 

was received on a prescribed format issued by the office.  

 

According to the BISP office record, the issue was resolved  online via the CMIS and her money 

orders were directed to her Islamabad address. The CMIS had been effective in the Divisional 

Office Rawalpindi at the end of the parliamentarian phase (June 2011). 

 

As per the latest website records, her address has been changed in accordance with her CNIC 

record. 

 

2. Beneficiary/Complainant’s Profile and Background information: 
 

Taja Bibi is a resident of Bilal Town Islamabad. She is an illiterate old lady in her 60s, a house 

wife and has one married son. She lives in a kachi abadi in Bilal Town. This is a newly started 

housing scheme where  construction is being initiated. Old houses are also seen in scattered Kachi 

Abadi mohallahs. Taja lives in one of those old houses, where two other families also share the 

same double storey house .Taja has rented the ground floor of the house for which she pays Rs. 

4000. It’s a 5marla, pacca house with a kitchen and a bath room and a small covered yard. 
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She lives there with her husband, a son with his wife and two children. There are five other 

houses in her street and almost all the houses in the unpaved street are occupied by the Pathanmi  

from different areas of Khyber Pukhtoonkhwa.  

 

Her husband and son are fruit vendors. All the Pathan families in that street are connected to 

professions such as fruit vendors, drivers and labourer etc. They don’t usually send their children 

to school.  The whole neighbourhood has a similar socio economic profile.  

 

The small street where the house is situated is unpaved and is adjacent to empty plots which are 

used as a playground by the children. 

 

3. Beneficiary’s Relationship with BISP: 
 

Taja Bibi was a beneficiary during the parliamentarian 

phase. Her form was submitted by the Chairman/Admin 

Zakat and Usher Committee Khanna Post Office 

Islamabad. There was an issue of non-payment of 

money orders for which she had repeatedly visited the 

Khanna Post Office, BISP Office Islamabad and finally 

she had gone to the BISP Divisional Office Rawalpindi. 

She visited all these offices many times regarding the 

issue of her money order payments that were being sent 

at her old address in Dargai.  

 

She went to the Post office to inquire about the payment 

where she learnt about her problem. They also guided 

her about the submission of an application at BISP 

Islamabad along with the copy of her CNIC. 

 

She stated that the BISP office Islamabad did not cooperate with her at all. Their behaviour was 

not very welcoming and they did not even listen to her complaint. She also went to the BISP 

Divisional Office Rawalpindi thrice. It cost her Rs. 20 on van and then Rs. 150 on taxi to get to 

the office each time. She used to go there with other beneficiaries of her mohallah. She has made 

many visits to the post office and the BISP Head Quarter for about a year regarding her money 

order payment issue but it was not of any help. She learnt about the complaint cell at BISP Tehsil 

Office Rawalpindi through the Chairman/Admin Zakat and Usher Committee Khanna post office 

Islamabad.  

 

Her PSC survey was conducted probably in the month of June or July 2011. The survey team 

filled her form at her doorsteps and gave her the survey slip. She had a valid CNIC which she 

presented to the enumerators at the time of survey. Her PMT is 41.8. However she did not receive 

any letter from BISP informing her about her ineligibility for the program, neither did she know 

about her PMT or ineligibility. 

 

She used the money she had received previously on daily groceries. She and other women in her 

mohallah think that the BISP  is not a success as the real beneficiaries are not being considered 

and the non-deserving ones are getting the cash grant.  

 

4. How did the complaint/grievance emerge? 
 

Taja Bibi did not receive any of the first five money orders of total amount Rs. 15000 issued in 

her name till the date of application submission. She lodged the application at the BISP Divisional 
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Office Rawalpindi on 13
th
 March 2010 requesting changes in her postal address so that her money 

orders could be directed to her house in Islamabad. 

 

Taja Bibi had been declared BISP cash grant beneficiary in 2008 as per her beneficiary details. 

Her first money order was issued 

on 1
st
 March 2009 and was sent 

for delivery on 27
th 

March 2009 at 

Dargai, Malakand Post Office. 

Her next three instalments were 

also sent at the same address in 

Dargai which were returned 

undelivered. But the beneficiary 

was totally unaware that the 

money orders are being sent to her old address. When she contacted  the Post Office Khanna to 

inquire about her money, she came to know that money orders are being sent at the address in 

Dargai ,Malakand. She had made many visits to the post office Khanna, some 3 kms away from 

her house to check about her money orders and it cost her Rs. 20 round trip. The Post office staff 

advised her to go to the BISP Head Office Islamabad. 

 

She then went to the BISP Head Office Islamabad 3 to 4 times but it was not of much help. She 

was not facilitated about her issue and was even turned away from the gate. Desperate to get her 

problem solved, she also met with the Chairman of the Zakat and Usher Committee for help, who 

then wrote her application and guided her to visit the BISP Rawalpindi office. She finally lodged 

her complaint at the BISP Tehsil office Rawalpindi. In the written complaint dated 14
th 

March 

2010, it was stated that the beneficiary Taja is a resident of Bilal Town, Nai Abadi Khanna Post 

Office Islamabad, but her money orders are being sent at her permanent address mentioned on her 

CNIC. She has requested the Director BISP Islamabad that her money should be sent at her 

current address in Islamabad. Her thumb impression is affixed on the application. 

 

The BISP Tehsil office Rawalpindi checked her payment details and it  transpired that three of her 

money orders had been marked as undelivered, one as ‘sent for reconciliation’ and the first money 

order of Rs. 5000 as delivered, which she did not receive either. BISP tehsil Office Rawalpindi 

filled her complaint on a pre-designed application form issued by the office and submitted her 

application on 13
th
 March 2010. 

 

5. Processing of the Case: 
 

At the BISP Rawalpindi, she discussed the matter with the AD and presented a hand written 

application stating that her money orders are being issued but are sent to her permanent address in 

Dargai ,Malakand. As she was not present there her money orders were returned to the Islamabad 

address, but she still had not received them. She requested that  her money orders be sent to  the 

present address in Islamabad.  

 

BISP Office Rawalpindi received the hand written application from the complainant on 13
th 

March 2010, with an attached copy of her CNIC. The Assistant Complaint Officer checked her 

payment details and filled her application form on a prescribed format issued by the office. Her 

details were updated at complainants’ online account. The case was launched and further 

processing was carried out and changes in her address for the postal delivery were made in her 

record. 

 

The application of the complainant with attached copy of CNIC and a beneficiary detail form was 

kept in the complaints file. The complaint was assigned a “launched ID” for further reference. 

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-Upper Punjab-13 
 

J40252714 

GHK Consulting Ltd. 416 

The complaint was launched at the BISP Divisional office Rawalpindi on 13
th 

March 2010 and 

was resolved through the online Complaint Management System operating at that time. The two 

money orders (of amount Rs. 2000 and Rs. 3000) were re-generated after resolution of the 

problem at her new address on 1
st
 April 2010. The whole process from launching the application 

to the resolution of the problem was completed in nineteen days. The next three money orders 

were smoothly delivered at her address in Islamabad. 

 

6. Observations: 
 

a. General Observations: 

 

Taja looks like an old lady in her 60s, but it is interesting to note  that her date of birth as 

written on her CNIC is 1978. She is an illiterate Pashto speaking old lady who knows very 

little Urdu. She has a married son with two children. Her living standard was of a typical low 

income house, with the standard furniture (chorpoyees) and utensils. They have a TV set and 

a bicycle in the house. The house did not fully depict the low poverty level of the residents. 

 

The health of the beneficiary at this age was remarkably good and so was that of everyone 

else in her household which would indicate the nutritional requirement of the family are being 

fulfilled adequately. The husband and the son of the beneficiary are both working as fruit 

vendors at the Islamabad fruit market and it seemed like they were earning enough to support 

the family of 6 people. 

 

b. Observations at the beneficiary level:: 

 
Taja Bibi lives in a rented, old house of a kachi abadi of Bilal Town. Bilal Town is a new 

housing scheme in Tehsil Tarlai of Islamabad near Khanna Bridge. The housing scheme is 

being initiated and the site is plotted and is being prepared for  construction. The existing 

houses in the kachi abadi are inhabited mostly by  tenants who have migrated from other 

areas in search for earning opportunities. Taja’s family is one among those migrants who 

came to Islamabad from Malakand agency some 20 years ago and have been living in rented 

houses in kachi abadis. The men are mostly involved in the driving profession or take odd 

labour jobs. Education is not very popular, and  language is the biggest barrier to 

communication especially with the women.  

 

Taja Bibi is a typical Pakhtoon woman who knows little Urdu, but despite the cultural and 

language barriers, she has been struggling hard to resolve her problem and has been visiting 

various offices and has met many people in this regard. She had been travelling on public 

buses, vans and taxis to reach the BISP offices in Islamabad and Rawalpindi. She seemed 

very disappointed at the behaviour of the BISP HQ Islamabad having been turned away from 

the office gate twice. But she indicated that the behaviour of the Tehsil Office Rawalpindi 

staff was very polite with her. 

 

She has little knowledge about any bank branch nearby or any idea of mobile banking or the 

ATM. She said that she would prefer any payment system which is able  to get her money at 

her doorsteps as she already had to struggle hard to get her money. 

 

c. Observations at BISP/Partner agency level: 

 

The BISP Divisional Office Rawalpindi is located at Street No.1, Chaklala Scheme III and is 

quite easily accessible. The BISP Tehsil office Rawalpindi is also housed in the same building 

as the BISP Divisional Office. There is enough seating arrangement available in the office 

and a washroom is also accessible to beneficiaries. There is also a power generator available 
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and operational to serve as a mechanism for alternative electricity supply. The Division 

Office is well equipped and the building has enough space to host various units i.e. NADRA, 

Summit Bank and the U Phone franchise are operating in the same compound. 

 

BISP Divisional office staff comprises a Divisional Director, PA to Director, Account 

Officer, Two Assistant Complaint Officers, two Field Supervisors, a Naib Qasid, and a 

Chowkidar. 

 

At the Tehsil Office, the staff comprises an Assistant Director (AD), anAssistant Complaint 

(AC), a Naib Qasid and a Chowkidar.  

 

There are new BISP programs being initiated in the Rawalpindi Division. The active 

beneficiaries are being converted from postal delivery to mobile banking since June 2011. It 

has been very successful and no major complaints have been registered so far. Only a few 

issues about SMS deletion by the beneficiary are seen to which they provide immediate 

assistance. Waseela-e-Rozgar scheme has also been initiated and the office is being visited by 

the beneficiaries to get their forms registered. Three month training programs have  been 

initiated for the selected beneficiaries of the Waseela-e-Rozgar program.  

 

The missed out households were a major cause for complaints in the division. .  This  has 

been addressed through re survey by the survey partner organisation NRSP.  

 

7. Lessons learnt/Conclusion: 
 

 The receiver woman was selected as the BISP beneficiary under the Parliamentarian phase 

and she stands ineligible in the PSC Survey. 

 She didn’t receive any letter from BISP either for the first or second phase.  

 The complaint was recorded on a prescribed format issued by the BISP. 

 No acknowledgement slip/token to the complainant was issued by the BISP office. 

 The complaint was solved in around nineteen days and she received instalments issued by 

BISP in her name is Islamabad. 

 The beneficiary had received only three money orders of amount Rs. 9000, out of the total 

money orders issued and regenerated for delivery in her name. 

 

8. Recommendations: 
 

 A payment schedule by BISP to the receiver woman should be sent in advance so that she can 

plan  accordingly. 

 In case of two addresses on the CNIC, It should be clarified from the beneficiaries to  what 

address they want their money orders to be sent. 

 Regular monitoring of the beneficiaries regarding payment of money orders should be 

conducted. 

 BISP should send a welcome letter along with all necessary forms such as complaint form, 

information update form etc. in order to maximise facilitation to the beneficiaries. 

 The first BISP letter to the beneficiary should mention the amount of the first instalment that 

she will receive – and the expected month when she will receive the amount and what address 

will it be sent. In case the beneficiary knows when and what she will receive, the possibility 

of misappropriation can be minimized. The letter should also suggest some method of 

keeping the record of MO receipts securely. 
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Grievance Case Study Number: G-Upper Punjab-14 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Shabana Bibi 

Wife of: Muhammad Arshad 

Complainant, if not beneficiary herself: N.A 
Address: Ikraam Town, near Jinnah City, City and District 

Gujranwala. 

CNIC Number: 34501-2021233-5 

PSC form number: 16811579 

Date Study Conducted 25
th 

January 2012 

 

1. Summary of the Case Study: 
 

This particular complaint has been picked from a list of beneficiaries who have been declared 

eligible but with discrepancy of “Missing CNICs” .The BISP Divisional office Gujranwala 

received a list of beneficiaries from the office of BISP Director General Lahore.  

 

On receiving a list of beneficiaries, the BISP Divisional Director Gujranwala arranged a meeting 

with the field staff and advised them to mobilize and sensitize the enlisted beneficiaries at the 

earliest to apply in NADRA for a CNIC.  

 

Shabana Bibi was declared as an eligible BISP beneficiary with discrepancy as she didn’t possess 

a valid CNIC at the time of the PSC survey, which was held in July 2011. She, at the intimation of 

the BISP staff, applied in NADRA for getting her CNIC. 

 

She obtained her CNIC from NADRA on 23
rd

 January 2011 but at the time of interview with the 

TPE team, she hadn’t submitted a copy of her CNIC in the BISP Divisional office for the 

resolution of the discrepancy. The BISP website, checked in May 2012, also reflects that her 

CNIC details are not updated. 

 

2. Beneficiary/Complainant’s Profile and Background Information: 
 

Shabana Bibi w/o Muhammad Arshad is a woman who has studied only at the primary level, and 

seems to be 30 years of age, living with her three children (two sons and a daughter). All her 

children are too young to attend  school at the moment. She is a housewife and doesn’t involve 

herself in any income generation activity to support her family. 

 

Her husband (Muhammad Arshad) is a mason whose monthly income is around Rs. 8000. The 

beneficiary says that it is quite hard for them to fulfil the needs of her family with this limited 

income. 

 

The rented house where she lives with her husband and three children is around two and half 

Marlas and a pacca house. The monthly rent for the hired building is Rs. 3000. The house 

comprises of two rooms, a bathroom and a kitchen. There is also a small brick layered yard in the 

house. The family’s notable belongings are a colour television with satellite cable connection, a 

functional mobile phone, steel chorpoyees, a bed set and a few chickens. 

 

The locality, where she resides since the last five to seven years is named  Ikraam Town, and is 

near Jinnah City, Gujranwala. All the streets are well paved with brick soling and have an open 

drainage system on both side of the street. The street leading to her house is also paved with a 

drain lining either side . 
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3. Beneficiary’s Relationship with BISP: 
 

Shabana was not a beneficiary in the first phase of the BISP Program, but she was surveyed for 

the Poverty Score Card (PSC) in the month of July 2011. At that time, the enumerators visited her 

place and filled a PSC survey form. She related most of the details to the survey team. After 

completing the survey they also issued her a survey acknowledgement slip for future reference. 

She said no information was provided to her  about the purpose of filling the survey form and also 

about the BISP programme .Nothing was charged by the enumerator for filling her survey form. 

 

The survey team also demanded her CNIC but she provided her husband’s CNIC as she had never 

applied for her own CNIC. Nobody from survey team  told her that she needed a CNIC at a later 

stage if her survey form was accepted in the BISP Cash Grant Program. 

 

She didn’t know much about the Benazir Income Support Program as she again lamented that she 

is completely ignorant about BISP as nothing has been told to her and no guidance given by 

the survey team”. She was unaware about the complaint mechanism available at BISP for the 

facilitation of BISP beneficiaries and complainants. 

 

She has planned to utilize the cash grant instalment partially for the purchase of groceries and she 

will also save some amount to cater for emergency needs. 

 

4. How did the Complaint/Grievance emerge? 
 

In the month of November 2011, the 

beneficiary’s husband (Muhammad 

Arshad) received a phone call from the 

BISP Divisional Office Gujranwala. The 

BISP staff congratulated him by saying 

that their survey form had been accepted 

in the BISP Cash Grant Program. The 

staff further informed him about the 

discrepancy in his form and that they 

couldn’t avail the cash grant instalments 

till the resolution of the  discrepancy. 

On asking about the nature of the 

discrepancy and how it could be 

removed the BISP staff asked about the 

CNIC of his wife, and whether she at the 

time of PSC Survey shared it with the 

enumerators or not. At this, Muhammad 

Arshad told them that his wife didn’t 

possess a CNIC and they haven’t 

applied for her CNIC yet. The BISP 

staff advised him to apply in NADRA 

for the CNIC of his wife and submit a 

copy of her CNIC to the BISP office. 

 

Muhammad Arshad was also informed that the upcoming BISP Cash Grant instalment will be 

generated in December 2011 and further advised  to apply and submit a copy of his wife’s CNIC 

at the earliest to avail of the cash assistance. 

 

The BISP staff also told him the address and landline number of the BISP office in case they 

needed any information or assistance. 
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Around a week later, Muhammad Arshad with his wife went to the NADRA office located at 

Katchehry Road, Jalil Plaza, Gujranwala, around 7 kms from their dwelling. They went there by 

using an auto rickshaw that cost them Rs. 150. His wife applied for the CNIC with NADRA and 

she also got a token number for future reference. She didn’t pay any charges in NADRA for 

processing and registration of her application for her CNIC. Around three week later they both 

went to the NADRA office to get her CNIC and finally they received it (on 23
rd

 January 2012). 

This time they went there by using Ching-Chi rickshaw that cost them Rs. 80. 

 

The beneficiary could not submit her CNIC in the BISP Tehsil office at the time this interview 

was conducted by the TPE team. The BISP records also reflect the same status. 

 

5. Processing of the Case: 
 

The BISP Divisional Office Gujranwala received a list of beneficiaries, who have been declared 

eligible but with CNIC related discrepancy, from the office of BISP, Director General Punjab, 

Lahore, with the direction to resolve the issue by guiding the beneficiaries.  

 

After receiving the list the BISP Divisional Director Gujranwala arranged a meeting with field 

staff and advised them to mobilize and sensitize the enlisted beneficiaries at the earliest to apply 

in NADRA for a CNIC and submit a copy in the BISP office for record.  

 

Shabana Bibi was one of the beneficiaries in the list. Her husband, Muhammad Arshad, received a 

phone call from BISP Divisional Office Gujranwala and was informed by BISP staff that the 

household has been declared eligible to receive the BISP Cash Grant but had some discrepancy in 

the CNIC of his wife. Arshad stated that his wife didn’t have a CNIC at the moment. The staff 

advised him to get her CNIC from NADRA and after getting the CNIC, submit a copy of her 

CNIC in the BISP office for further processing and resolution of the discrepancy.  

 

Arshad got the new CNIC of Shabana processed in three weeks but, despite the advice of BISP 

staff the household didn’t submit a CNIC copy  in the BISP office. Arshad neither contacted to 

BISP office nor visited  BISP (to inform them that his wife has got her CNIC.  This was due to the 

pressures of  work. Shabana alone could not visit BISP due to socio-cultural restrictions. 

 

6. Observations: 
 

a. General observations 

 

As per the BISP prescribed procedure, the 

receiver woman will receive the notification 

regarding the discrepancy with respect to her 

CNIC or form data with address, location and 

landline numbers of nearest BISP Tehsil or 

Divisional Offices. When a request will be 

received, the BISP officer if they have the direct 

access to the MIS will enter the updating 

information or otherwise the request will be 

forwarded to the office with MIS access. The 

receiver woman by herself or by other sources 

(relatives, notables etc.) reports the update in the 

nearest BISP office. If the receiver woman 

contacts  any BISP office, either by telephone, email, or in person, it is mandatory that she 

will provide her valid CNIC number and relevant information. 
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However, in this particular case, the beneficiary didn’t receive any BISP letter regarding her 

eligibility in the BISP program but her husband was informed about their eligibility in the 

BISP Program and also about discrepancy i.e. Missing CNIC of Shabana. The information 

update forms are not available in BISP Tehsil or Divisional Offices too. 

 

Shabana along with her husband visited the NADRA office twice. Once to apply for her 

CNIC, and second to collect it .They   incurred a cost of Rs. 230 in their visits to the NADRA 

office and had to  around four to five hours from their routine work. 

 

They have no idea that there is more than one way to register a complaint or to get 

information. Although, they have a landline number for the BISP Divisional office 

Gujranwala provided by BISP staff to check the status of the filed complaint and also to get 

information. 

 

Shabana didn’t know much about BISP eligibility criteria but considers herself a BISP 

beneficiary as her husband is a mason whose monthly earning is around Rs. 8000. From this 

limited income she has to pay the house rent, utility bills and fulfil the daily needs of her 

family. So, it becomes quite hard for her to manage the house budget. She said, in the winter 

season the work pattern becomes inconsistent, and accordingly they have to borrow from the 

shopkeepers, neighbours and relatives for daily needs. 

 

b. Observation at beneficiary level 

 

Shabana says that she will request her husband  to go and submit a copy of her CNIC in the 

BISP Divisional within a week. But, she seemed disappointed and was not sure whether she 

will get the BISP money orders or not after going through the whole process. She did not try 

to influence the process as she  did not know anyone who can help her in resolving this issue.  

 

Shabana was in neat and clean clothing; and was very aware of and concerned about  the 

financial health of her family .She also quoted a Hindi phrase about the importance of the 

BISP Cash Grant “Ram Vadhawaye So Waadhay, BalKar Wadhay Na Koye”. (Prosperity, 

success and riches can be gained only if God wishes them upon a person; man cannot gain 

these by sheer force). 

 

Their rented  house consists of two rooms. One room is in used by Shabana and her family 

while the other room is used by her sister. Her sister was also surveyed by the enumerators 

and she was also declared eligible with discrepancy regarding Missing CNIC.  

 

c. Observations at BISP Tehsil office: 

 

With respect to this case, the office of the Director 

General BISP Lahore forwarded a letter to the BISP 

Divisional Director Gujranwala dated 24
th
 September 

2011, letter number {DG (P) Ops-

CNICs/BISP/20114887. In the letter the total numbers of 

beneficiaries were reported in the jurisdictional area of 

BISP Divisional office Gujranwala who have been 

declared eligible but with a discrepancy due to  missing 

CNICs. 

 

In response to this letter, Divisional Director BISP Gujranwala requested DG BISP Lahore  to 

forward union council wise lists of such beneficiaries who have been declared eligible but 

discrepant for their convenience and follow up of such beneficiaries. This request was 
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forwarded to the office of DG BISP Lahore dated 30
th
 September 2011, letter number 

(DIR/BISP/GRWDN/Admn/2011). 

 

Around a week later, the office of the DG BISP Lahore emailed a list of beneficiaries to 

Divisional Director BISP Gujranwala. The list was categorized by  Districts and Tehsils 

falling under the BISP Divisional office Gujranwala. The total number of beneficiaries who 

are discrepant in the jurisdictional area of BISP Divisional office Gujranwala is 89,391.  

 

After this, the Divisional Director BISP Gujranwala arranged a meeting on 4
th
 October 2011 

in the office of DG BISP Lahore with field staff (including ADs and Field Supervisors) for all 

the Districts and Tehsils falling under BISP Divisional office Gujranwala. It was decided in 

the meeting that each field staff will trace and follow up  one hundred beneficiaries who have 

been declared eligible with discrepancy.  The field staff were instructed to report back to his 

office on a daily basis. 

 

The BISP staff (including Divisional office and Tehsil offices staff) started  practising what 

was decided in meeting but  a week later the BISP Divisional office Gujranwala initiated 

work on Waseela-e-Rozgar, a task assigned by the DG BISP Lahore. It was  advised by the 

DG and further by the Divisional Director Gujranwala to all the field staff that to temporarily 

pause activities related to CNIC discrepancies and focus on the identification of beneficiaries 

for Waseela-e-Rozgar. Accordingly, the BISP staff abandoned the practice.  

 

The reviewed case is picked from the list prepared by the office. The complainant has 

partially followed the adviceof the BISP staff but she didn’t submit a copy of her CNIC.  The 

case thus remains unresolved.  

 

7. Lessons learnt/Conclusions: 
 

 The receiver woman was selected as a BISP beneficiary as a result of PSC survey processing. 

 The receiver woman didn’t receive any BISP letter regarding her eligibility/discrepancy in the 

BISP cash Grant Program. 

 The receiver woman was informed by the BISP staff, through phone call, about her 

acceptance in the BISP Program and advised  to apply in NADRA for the CNIC. 

 The receiver woman applied in NADRA for CNIC at the guidance of BISP staff. 

 The enumerators at the time of survey didn’t inform and sensitize the receiver woman about 

the importance of her CNIC. 

 The information update form was neither sent to the beneficiary nor available in the BISP 

Tehsil office to record the correct information to update in the information system.  

 BISP staff is not maintaining the record of grievance cases due to the absence of “Complaint 

Management System”. 

 There seems to be a communication gap between the BISP and beneficiaries as most of the 

beneficiaries don’t know about their eligibility or discrepancy status and, how and what to do 

in case of any complaint. This lack of awareness makes them vulnerable to exploitation at 

various levels. 

 

8. Recommendations: 
 

 There is a need to ensure delivery of eligibility/discrepancy letter to the beneficiary. There is 

also a need to bring awareness amongst beneficiaries of program packages and related 

eligibility criteria. For this, TV dish cable, radio and announcement in villages can be used so 

that people don’t have to suffer and wait. 

 BISP staff also needs to be trained on complaint handling and recording mechanisms, which 

is their biggest concern at the moment. 
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 The Enumerators must be trained well and they should sensitize the beneficiary in case  they 

don’t have CNICs. 

 The CMS (Complaint Management System) should be launched as soon as possible for a 

speedy complaint resolution process. 

 The BISP staff should keep a backup of grievance cases forwarded to the BISP HQ by the 

complainants at the guidance of BISP. 

 BISP should coordinate with concerned NADRA authorities and request them to send their 

mobile van in the areas where substantial numbers of discrepant beneficiaries are available. 

 NADRA should also maintain a record of those BISP beneficiaries who apply for CNIC and 

such records should be shared with BISP for updating their records (for the removal of 

discrepancy).  

 

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-Upper Punjab-15 
 

J40252714 

GHK Consulting Ltd. 424 

Grievance Case Study Number: G-Upper Punjab-15 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Sumaira Bibi 

Wife of: Muhammad Muneer 

Complainant, if not beneficiary herself: N/A 
Address: Daira Gujraan, nearby Ratta Qabarstaan, City-District 

Gujranwala. 

CNIC Number: 34101-8381222-7 

PSC form number: 16807279 

Date Study Conducted 27
th
 January 2012 

 

1. Summary of the Case Study: 
 

This particular complaint of Sumaira bibi was picked from a list of beneficiaries who have been 

declared eligible but with discrepancy of “Missing CNICs”. The BISP Divisional office 

Gujranwala received a list of beneficiaries from the office of BISP Director General Lahore.  

 

At the receiving a list of beneficiaries, the BISP Divisional Director Gujranwala arranged a 

meeting with field staff and advised them to mobilize and sensitize the enlisted beneficiaries at 

the earliest to apply in NADRA for a CNIC.  

 

Sumaira Bibi was declared as an eligible BISP beneficiary but with discrepancy as she didn’t 

possess a valid CNIC at the time of thePSC survey, which was held in June 2011. She, on the 

advice of survey team, applied in NADRA for getting her CNIC. 

 

After the interview by the TPE team, she was issued the CNIC from NADRA, which she 

submitted to the BISP Tehsil office Gujranwala for updating. Her CNIC has also been updated by 

the BISP but her payments are not yet generated as of May 2012. 

 

2. Beneficiary/Complainant’s Profile and Background Information: 
 

Sumaira W/O Muhammad Muneer is a primary educated woman, 30 years of age, living with her 

five children (one daughter and four sons). Her three children (one daughter and two sons) are 

attending  school while two children are too young to attend  school at the moment. She used to 

stitch footballs while sitting at her home. The material for stitching footballs she receives from a 

contractor of a sports company. She usually receives Rs. 18 per small football and Rs. 22 per 

large football. On average she manages to stitch around 20 footballs and accordingly earns around 

Rs. 300 per day. 

 

Her husband (Muhammad Muneer) is a labourer earning his livelihood by white washing. He 

earns around Rs. 5000-6000 monthly. Sumaira says that often it becomes quite hard for them to 

fulfil the needs of her family with this limited income. 

 

The house where she lives, on rent, with her husband and five children, is around three marla 

pacca house. The monthly rent for the hired building is Rs. 1300. The house comprises of one 

room, a bathroom and a kitchen. The family’s notable belongings are a colour television with 

satellite cable connection, a functional mobile phone, a goat and a few hens. 

 

The locality where she is residing for the last three years is named  Daira Gujraan, near Ratta 

Qabarstaan, City Gujranwala. All the streets are well paved with brick soling and have a proper 

drainage system. The street leading to her house is paved with drains at one side of the street. 
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3. Beneficiary’s Relationship with BISP: 
 

She was not the beneficiary in the first phase (Parliamentarian Phase) of the BISP cash grant 

program, but she was surveyed by PSC in the month of June 2011 by the enumerators. At that 

time, the enumerators visited her place and filled a PSC survey form. After completing the survey 

form the survey team also gave her a survey acknowledgement slip for future reference. She said 

no information was imparted by the enumerators about the purpose of filling the survey form. She 

was happy however that nothing has been charged by the enumerators for filling her survey form. 

 

The survey team also demanded her CNIC but she provided her husband’s CNIC as she had never 

applied for her own CNIC. At this, the enumerators informed  Sumaira and also  her husband that 

she needs to apply in NADRA for her CNIC, to get the cash grant instalments. 

 

She didn’t receive any BISP letter regarding her eligibility or discrepancy for the BISP Cash 

Grant Program through BISP Staff or by other any other communication. 

 

She didn’t know much about Benazir Income Support Program as she says “Marray logan nou 

paisay milan gain lakin sanu hajay tak kuj nahi labya”. 

 

She is also unaware about the BISP complaint mechanism for the facilitation of the beneficiaries 

and the complainants. 

 

She has planned to utilize the cash grant instalment partially for the purchase of groceries and 

partially for savings to purchase a stitching machine for sewing of footballs. 

 

4. How did the Complaint/Grievance emerge? 
 

Sumaira didn’t share her CNIC with enumerators at the time of the PSC survey because by that 

time she neither had a valid CNIC nor had she applied for it. At this, the enumerators advised her 

to apply in NADRA at the earliest for her CNIC and she was also advised by the survey team to 

submit a copy of her CNIC in the BISP office located in Zia ul Haq road, Civil Lines, 

Gujranwala. 

 

5. Processing of the Case: 
 

Sumaira at the time of my meeting on 

21
st
 January 2012 said that the NADRA 

mobile van camped in their area near  

Daira Gujraan. There was also an 

announcement done, a day before, about 

the arrival of the NADRA mobile van. In 

the announcement, it was advised to all 

those who didn’t have their CNIC that 

they should come tomorrow with their 

husband/guardian’s CNIC at Daira 

Gujraan where NADRA mobile team 

would facilitate them for the processing 

of CNICs without any fee/charges. 

 

The very next day after the  

announcement, she along with her 

husband went there.  This  was at a 

distance of around thirty meters from her 
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dwelling and she got the information about processing the application in NADRA for obtaining 

her CNIC. The concerned NADRA staff advised them to come along with their Nikaah Nama and 

also CNIC of Muhammad Muneer (Her Husband). They managed to provide the required 

information and documents to NADRA staff who after some processing gave them a token 

number for future reference. She was not charged there for processing and submitting an 

application for the CNIC. The NADRA staff advised them to wait around two months and further 

informed them they have to get their CNIC from NADRA main office located at GT Road, Jalil 

Plaza, Gujranwala. She was also advised by the NADRA staff to come along with the token 

number issued to them for getting their CNIC. 

 

Around mid-January, she along with her husband (Muhammad Muneer) went to the NADRA 

office with the token number issued to them to follow up the progress. But, they after three/four 

hours waiting for their turn in queue were informed that their CNIC is in progress and advised 

them to wait around two week. They went there by Xing-Chi rickshaw that cost them Rs. 120. 

The NADRA main office is located at a distance of around 6 kilometres from their house. 

 

According to the BISP website checked in May 2012 her CNIC has been updated but she has not 

started to receive the cash grant instalments. 

 

6. Observations: 
 

a. General observations 

 

As per BISP prescribed procedure, the receiver woman 

will receive the notification regarding the discrepancy 

with respect to her CNIC or form data with address, 

location and landline numbers of the nearest BISP 

Tehsil or Divisional Offices. The receiver woman will 

request the update with respect to her CNIC by using 

Information Updates Forms which have been sent and 

are available in the BISP Tehsils and Divisional 

Offices. The receiver woman by herself or by other 

sources (relatives, notables etc.) reports the update in 

the nearest BISP office. If the receiver woman contacts  

any BISP office, either by telephone, email, or in 

person, it is mandatory that she will provide her valid CNIC number and relevant information. 

 

However, in this particular case, the beneficiary didn’t receive any BISP letter regarding her 

eligibility in the BISP program but she was informed by the enumerators that she needs to 

apply in NADRA to avail of the BISP cash grant instalments. The information update forms 

are not available in the BISP Tehsil or Divisional Offices. 

 

She didn’t know BISP eligibility criteria but considers herself a BISP beneficiary as her 

husband is a labourer and they didn’t own their house. The house where she resides is on rent. 

The monthly income of her husband is around Rs. 6,000 and from this limited income she has 

to pay the house rent, utility bills and fulfils the daily needs of her family. So, it becomes 

quite hard for her to manage the house budget. 

 

b. Observation at beneficiary level 

 

The complainant seemed disappointed and was not sure whether she will get the BISP money 

orders or not after going through the whole process. She did not try to influence the process as 

she stated that she did not know anyone who can help her in resolving this issue speedily.  
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She wasn’t very aware of the commercial banking system but she considers delivery of the 

BISP cash grant will be better thorough the Pakistan Post rather than any other alternative 

mechanism. 

 

c. Observations at BISP office: 

 

With respect to this case, the office of the Director General BISP Lahore forwarded a letter to 

the BISP Divisional Director Gujranwala dated 24
th
 September 2011, letter number {DG (P) 

Ops-CNICs/BISP/20114887}. In the letter the total numbers of beneficiaries were reported in 

the jurisdictional area of the BISP Divisional office Gujranwala who had been declared 

eligible but with a missing CNIC discrepancy. 

 

In response to this letter, Divisional Director BISP Gujranwala requested  the DG BISP 

Lahore to forward a union council wise list of such beneficiaries, who have been declared 

eligible but discrepant, for their convenience and follow up. This request was forwarded to 

the office of DG BISP Lahore dated 30
th
 September 2011, letter number 

(DIR/BISP/GRWDN/Admn/2011). 

 

Around a week later, the office of the DG BISP Lahore emailed a list of beneficiaries to 

Divisional Director BISP Gujranwala. The list was categorized in Districts and Tehsils which 

fall under the BISP Divisional office Gujranwala. The total number of beneficiaries who were 

discrepant in jurisdictional area of BISP Divisional office Gujranwala was 89,391.  

 

After this, the Divisional Director BISP Gujranwala arranged a meeting on 4
th
 October 2011 

in the office of DG BISP Lahore with field staff (including ADs and Field Supervisors) for all 

the Districts and Tehsils falling under BISP Divisional office Gujranwala. It was decided in 

the meeting that each field staff will trace and follow up on one hundred beneficiaries who 

have been declared eligible with discrepancy, and they were also instructed  to give an update 

on a daily basis. 

 

The BISP staff (including Divisional office and Tehsil offices staff) started practising what 

was decided in the meeting but a week later the BISP Divisional office Gujranwala changed 

its priority and started working on Waseela-e-Rozgar, another task assigned by the DG BISP 

Lahore. It was then advised by the DG and further by Divisional Director Gujranwala to all 

the field staff to set aside the follow up on discrepant CNICs and focus on identification of 

candidates for for the Waseela-e-Rozgar. Accordingly, the BISP staff abandoned the practise.  

 

The beneficiary, on the other hand, has done what was suggested and recommended by the 

survey team but their problem has still not been solved as she hadn’t received her CNIC from 

NADRA. The beneficiary didn’t receive any call from the BISP divisional Office as the staff 

stopped calling the beneficiaries regarding discrepancy in the CNIC as they are busy with 

Waseela-e-Rozgar scheme.  

 

7. Lessons learnt/Conclusions: 
 

 The receiver woman was selected as a BIS beneficiary as a result of the PSC survey. 

 The receiver woman didn’t receive any BISP letter regarding her eligibility/discrepancy for 

the BISP cash Grant Program. 

 The receiver woman applied in NADRA for the CNIC at the guidance of enumerators. 

 The enumerator, at the time of survey, informed and sensitized her about the importance of 

the CNIC. 

 Sumaira along with her husband visited the NADRA Office only once for follow up of her 

application regarding the CNIC.  



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-Upper Punjab-15 
 

J40252714 

GHK Consulting Ltd. 428 

 The information update form was neither sent to the beneficiary nor available in the BISP 

Tehsil office to record the correct information to update in the information system.  

 The BISP staff is not maintaining a record of grievance cases. 

 There seems to be a communication gap between the BISP and beneficiaries as most of the 

beneficiaries don’t know about their eligibility or discrepancy status and, how and what to do 

in case of any complaint. This lack of awareness makes them vulnerable to exploitation at 

various levels. 

 

8. Recommendations: 
 

 There is a need to ensure delivery of eligibility/discrepancy letter to the beneficiary. There is 

also a need to raise awareness in beneficiaries regarding program packages and criteria. For 

this, TV dish cable, radio and announcement in villages can be used so that people don’t have 

to suffer and wait. 

 The BISP staff should keep a backup of grievance cases forwarded to BISP HQ by the 

complainants at the guidance of BISP. 

 NADRA being a Partner Organization with BISP should accommodate and prioritize the 

BISP beneficiaries. 

 NADRA should also maintain a record of those BISP beneficiaries who apply for CNIC and 

such record s should be shared with BISP for updating their record (for the removal of 

discrepancy).  
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Grievance Case Study Number: G-Upper Punjab-16 

Nature of Case: Missed out household. 

Complainant/ Beneficiary: Nafeesa Akhtar 

Wife of: Mohammad Anwar 

Complainant, if not beneficiary herself: N/A 
Address: House No.189, Street No.9, Scheme No.4, Peoples 

Colony. Tehsil and District Ferozwala. 

CNIC Number: 3540117348428 

PSC form number: Not Surveyed  

Date Study Conducted 22
nd

 December 2011 

 

1. Summary of the Case Study: 
 

Nafeesa Akhtar has lodged a complaint at the BISP Tehsil Office Ferozwala, District Lahore that 

her household has been missed out during the Poverty Score Card (PSC) survey in her locality in 

September 2011. She has requested the Assistant Director BISP that the survey of her household 

should be arranged as soon as possible. She stated that the survey team has visited her mohallah 

on 27
th
 September 2011 but due to her absence at home that day, her household could not be 

included. She further added that there are some other houses in her Mohallah which were also 

missed out due to one reason or another. 

 

This complaint was recorded in the complaint register maintained by the Assistant Complaint 

(AC) BISP. This particular case has a complaint number 9 dated 28
th
 September 2011. The BISP 

staff forwarded this case along with the list of other missed out houses in Ferozwala to the survey 

team (AHLN) for further processing. 

 

In the meeting with complainant on 14
th
 December 2011, her household was not surveyed. She 

was informed by the BISP Tehsil Office at the time of lodging her complaint that the survey team 

will visit her house in the next fifteen days but it has not visited any of the left out houses in that 

mohallah yet. 

 

The BISP Tracking system available at the BISP website also shows that there is no information 

against her CNIC number. 

 

2. Beneficiary/Complainant’s Profile/Background Information:  
 

Nafeesa Akhtar is a widow in her late forties. She has four daughters, all studying in government 

institutions. Her youngest daughter is in  9
th
 class and the eldest one is a 4th year student at 

college. She herself has a middle level education.  

 

Nafeesa is a house wife. Her husband was a shopkeeper and had died of a heart attack some 9 

years ago. After his death Nafeesa and her daughters had been taken care of by their relatives. 

Nafeesa’s siblings had always provided her with  financial and moral support.  

 

The family of five lives in her own 3.5 marla house, left by her husband. It is a pacca house with 

two bedrooms, a kitchen and a bathroom, and a small paved yard in front. The house is furnished 

with necessary furniture, an old washing machine, a refrigerator and a sewing machine was 

available but they did not have a TV set. Bore water is fetched through an electric motor. 

 

Nafeesa’s house is located at the scheme 4 of People’s Colony that is situated near the Thana 

Ferozwala Stop. The street leading to their house is paved and has an open drain along one side of 

the street. Most of the houses in the street are in the same condition, depicting the similar socio 
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economic condition of the residents. It is a congested mohallah with narrow streets and over 

populated small houses. Most of the population in the mohallah is engaged in blue collar jobs like 

masons, carpenters and drivers etc.  

 

3. Beneficiary’s relationship with BISP: 
 

Nafeesa has been a beneficiary during the Parliamentarian Phase in 2008 and had received a total 

amount of Rs. 31000 from January 2009 to June 2011. She had a valid CNIC. She does not 

remember receiving any eligibility letter from BISP in the parliamentarian phase. 

 

She heard about the PSC survey 

from neighbours who indicated that 

government will conduct a survey 

for the continuation of the cash 

grant in the second phase but she 

was not sure about the exact time 

when they would visit her 

mohallah. 

 

The survey team  visited her 

mohallah on 27
th
 September 2011 

but due to her absence at home that day she was not surveyed.  

 

She knew about the complaint mechanism from her parliamentarian cash grant phase. However 

she never had any issue regarding BISP cash delivery or anything during the parliamentarian 

phase. She learnt about Complaint cell through other beneficiaries during her occasional visits to 

the BISP with her neighbour beneficiaries. 

 

Nafeesa has utilised the BISP money from the parliamentarian phase on her daughters’ education 

and on daily expenditures. She said that she was very grateful to the government for starting such 

a great cash assistance scheme to help the destitute women. She is of view that the BISP program 

is being conducted very fairly and the real deserving ones have been targeted during the previous 

phase and she hopes the same for the next phase.  

 

4. How did the Complaint/Grievance emerge? 
 

When the cash grant from the parliamentarian phase stopped in the month of June 2011, Nafeesa 

consulted the BISP office and was told about the next phase and the survey. The old BISP office 

was near her house and she used to visit there occasionally with other beneficiaries of her 

mohallah, and on one such visit, she learnt about the next phase of the cash grant and the survey. 

She knew that the survey would be conducted but she did not know when exactly the survey team 

would visit her mohallah. There were no announcements made in her locality regarding the 

survey and no one knew about it.  Unfortunately when the survey team finally reached her 

mohallah, she was visiting her relatives out of town and her door was locked. 

 

On her return she learnt that survey had been conducted in the mohallah. As she had an idea of the 

importance of the survey for the inclusion in the cash grant scheme, she immediately went to the 

BISP office and launched her complaint. 

 

5. Processing of the Case: 
 

Nafeesa lodged her complaint at the BISP tehsil office on 28
th
 September 2011. She went there 

alone on foot. Assistant Director told her about the complaint redressal mechanism for missed out 
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households. Her CNIC and home address were noted by the Assistant Complaint in the register 

and her record was included in the excel sheet maintained for the record of missed out 

households. 

 

At the BISP Tehsil Office Ferozwala, she was dealt with by the BISP staff very courteously. She 

told the BISP Officers that after the discontinuation of her money order in the last phase she has 

been waiting for the next phase to start. She added that she had been waiting for the survey team, 

as she knew that only those households will be included in the next phase whose survey form 

would have been submitted. She also complained that they should have made announcements in 

the locality before the survey team visit so that they could have made sure to be present at their 

homes. 

 

The BISP officer checked her status for the survey at the BISP website by entering complainant’s 

CNIC number but there was no record for her household. Assistant Complaint noted her CNIC 

number, her current address and contact number in the complaint register. 

 

After a week, the AD BISP forwarded a list of missed out households in Tehsil Ferozwala, 

compiled in an excel work sheet, to the survey team head via email. A covering letter from the 

AD requesting them to conduct a resurvey of the missed out households in the list was also sent 

with the list attached. But the survey has not been conducted in the mentioned mohallah (Scheme 

No.4, People’s Colony Ferozwala)  to date.  

 

Nafeesa has the contact number of the office and she calls for updates about the survey 

occasionally but every time she receives a reply that she must  wait for the survey.  

 

6. Observations: 
 

a. General Observations: 

 

As per BISP prescribed procedure, the concerned person who wasn’t surveyed (PSC Survey) 

will appeal in the BISP Tehsil office. S/he can appeal by the use of telephone, email or by 

his/her personal visit to the BISP office. Later, the BISP operations wing will decide the 

process and responsibility of pending interviews. If the volume of missed out household will 

be more than 300 the activity will be outsourced otherwise the BISP would carry out the 

pending interviews internally through its own resources. The same has been done by 

concerned complainant but she was not surveyed by the survey team at her door step by (30
th
 

January 2012). 

 

The BISP has not provided the beneficiary with any complaint reference slip or token. 

However she was given the office number for further information. She has called them once 

after two weeks of her visit, when the survey team was supposed to visit her house, but they 

asked her to wait a few more days.  

 

The survey team has not visited her house even after four months of complaint registration; 

which contravenes the BISP prescribed procedures regarding the missed out households.  

Correct procedure dictates that the survey will be conducted within the next 15 days after the 

complaint is launched. 

 

b. Observations at Beneficiary: 

 

Nafeesa has maintained a reasonable living standard despite absence of any apparent source 

of income. All her four daughters are regular students and no one in the house is earning. 

Nafeesa says that she had been dependent on her parents and siblings for the past nine years, 
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who had always provided her with finances for everything from daily groceries to health and 

education expenditures.  

 

Her understanding about the BISP procedures was very good and she was aware of the 

importance of the survey and knew that the complaint cell was established in BISP offices 

where the beneficiaries can launch their complaints regarding any issues. She has also 

mentioned that it would have been convenient for everyone if there had been an 

announcement through any media in their locality about the survey. Despite her fair 

understanding about BISP, she does not seem to be aware of the eligibility criteria of Proxy 

Means Test (PMT) score, as her focus is all about the survey as a tool for being eligible for 

the cash grant program. 

 

The survey of the missed out households in People’s Colony Ferozwala is not conducted yet, 

and the complainant wanted to know if the survey would be conducted or she should forget 

about it, as it has been four months since she has submitted her application. She has called the 

office once after every fifteen days of the complaint but did not visit there personally, as the 

office building has shifted to Imamia Colony, which is far from her house. The BISP office 

has told her to wait a little more but she seemed to be losing hope  now. She did not call again 

as she has the idea that they will only tell her to wait. 

 

c. Observations at BISP/Partner Agency level: 

 

The Assistant Complaint noted this complaint on a complaint register. The beneficiary name 

with her CNIC, contact number and the current home address are recorded in the register. An 

excel sheet of the list is forwarded to the survey partner. 

 

7. Lessons learnt and Conclusion: 
 

 The receiver woman selected as the BISP beneficiary as a result of PSC survey processing. 

 The complainant filed the complaint for a survey so she should be included in the PSC survey 

phase. 

 The complaint was filed in the BISP Tehsil office Ferozwala by in person visit of the 

complainant. 

 The Beneficiary is very well aware of the BISP and the complaint procedures; she has been a  

beneficiary during the parliamentarian phase. But her understanding about the PMT score is 

low, she considers herself a beneficiary on the basis that she has been a beneficiary during the 

parliamentarian phase. 

 The BISP staff is not maintaining the record of grievance cases due to the absence of 

“Complaint Management System”. 

 Required facilities are not available e.g. printer/photocopier to facilitate beneficiaries that 

force them to visit more than once to record their complaint.  

 

8. Recommendations: 
 

 Announcements should be made two or three days in advance in the particular areas the 

survey teams have planned to visit. 

 Required facilities are not available at Tehsil office e.g. printer/photocopier, to facilitate 

beneficiaries that force them to visit more than once to record their complaint. 

 Survey Team should take prompt action for the resolution of complaints as the filed 

complaint is still pending after four months i.e. not surveyed. 
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Grievance Case Study Number: G-Upper Punjab-17 

Nature of Case: Information Update/Data Entry Error 

Complainant/ Beneficiary: Biwi (as per her CNIC) 

Wife of: Rehmat Ullah  

Complainant, if not beneficiary herself: N/A 
Address: Street No. 02, Sardar Colony, Sillanwali. 
CNIC Number: 38405-7665983-6 

PSC form number: 19149443 

Date Study Conducted 28
th
 February 2012 

 

1. Summary of the Case Study: 
 

In this case, the beneficiary, Biwi has been declared eligible but 

due to a mismatch of her CNIC number, the BISP didn’t issue her 

cash grant instalment. During the Poverty Score Card (PSC) 

survey, her CNIC number seemed to be wrongly entered as 

3840576659834 instead of 3840576659836, her correct CNIC 

number. The survey was held in May 2011. 

 

This particular complaint has been lodged by the beneficiary at 

BISP Tehsil Office Sillanwali on 25
th
 October 2011. The case 

was forwarded for processing to the Divisional Director Sargodha on 30
th
 October 2011 by the 

BISP Tehsil Office, Sillanwali. According to the Assistant Director, they are waiting for the CMS 

to launch and currently they are just collecting and recording grievance cases and also forwarding 

them to the Divisional Director for processing. This case has not been resolved yet. 

 

2. Beneficiary/Complainant’s Profile and Background Information: 
 

Biwi is 34 years of age, married and an illiterate woman. She is the 

mother of three children (two sons and a daughter). None of her 

children have attended  school.  Her eldest daughter Sumaira is 22 

years of age divorced and also an illiterate woman while the other two 

sons are 20 and 17 years of age respectively. 

 

Her husband Rehmat Ullah who is around 40 years of age and two 

sons work as labourers on the farm land. They usually earn Rs. 10000, 

in total from the land owner. Biwi says  that often it becomes quite 

hard for them to survive on this meagre income and for emergency 

needs, they borrow from farm owner and also from their relatives and neighbours. The divorced 

daughter, who has a baby girl lives with her mother and is not involved in any income generation 

activity. The family’s notable belongings include a few chorpoyees and utensils. 

 

The family lives in a four marla katcha house owned by the farm owner. The house comprises of 

two rooms without a wash room, kitchen and boundary wall. A spacious courtyard is used as a 

kitchen. Only one room is used by the family while the other room is for the cattle of the farm 

owner. They didn’t pay any rent for the house as the beneficiary’s husband and children work on 

the land of the farm owner.  

 

The area where she lives is known as Sardar Colony which is surrounded by agricultural land. 

Sardar Colony is a newly settled area/colony and most of the houses are under construction there. 

The street leading to her house is paved and has around thirty well-constructed houses. There is 

also a proper sewerage system installed in the street. 
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3. Beneficiary’s relationship with BISP: 
 

She was not part of the 

first phase of the BISP 

cash grant program. 

However, she was 

surveyed in the PSC 

survey phase in May 

2011. At that time the enumerators visited her house and completed the PSC survey form. She 

herself provided all the details to the survey team. After completing the PSC survey form the 

survey team gave her the survey acknowledgement slip for future reference.  

 

She also had a valid CNIC at the time of survey that she shared with the survey team. Since the 

time of survey, she hadn’t received any BISP letter regarding her eligibility or discrepancy by 

22
nd

 February 2012. Her daughter Sumaira is also declared as a BISP beneficiary but she didn’t 

have her CNIC made at the moment and has no information that she has been selected as a BISP 

beneficiary.  

 

She didn’t know about Benazir Income Support Program but she states that “assan tay People’s 

party day voter aan lakin sanu hajay tak paisay nai dheetay”. 

 

Although, she didn’t have any information about the BISP eligibility criteria  she consider herself 

as a genuine BISP beneficiary. She has planned to utilise the money for the purchase of groceries.  

 

She has no information about the complaint redressal mechanism available at BISP. She got what 

information she had  on her visit to the BISP Tehsil office located at Farooqa Road, Sillanwali, 

Sargodha. 

 

4. How did the Complaint/Grievance emerge? 
 

She was informed by the enumerators at the time of survey that in case of any query, she may 

visit the BISP Tehsil Office located at Farooqa Road, Sultan Town Sillanwali around three 

kilometres away from her house.  

 

Around  October 2011 (After Eid-ul-Fitr), 

when Biwi observed that other women in the 

area, who were surveyed along with her 

started getting cash instalment but she did 

not, she decided to visit the BISP Tehsil 

office Sillanwali, located at a distance of 

around three kilometre from her house to, 

inquire about the status of her survey and to 

find out why she is not getting any cash 

instalments. 

 

She went to the BISP office with her survey 

acknowledgement slip and the CNIC and 

asked the officers about the delivery of the 

cash instalment due to her. The concerned 

officer, by taking her CNIC and survey 

acknowledgement slip, checked the survey status from the BISP website and informed her that 

she has been declared eligible but there is a discrepancy regarding her CNIC number. The staff 

further clarified that a digit of her CNIC number has been wrongly entered by the survey team or 
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during data entry process. As a result, she is not able to receive the cash assistance, until the 

correction is made in BISP records.  

 

The Assistant complaint advised her to submit a written 

complaint along with the copy of her CNIC for correction in 

CNIC number. She managed a copy of her CNIC from nearby 

photocopy shop and handed it over to Complaint Assistant. 

Complaint Assistant wrote her complain on a paper and 

affixed her thumb impression. 

 

The Complaint Assistant gave her complaint reference 

number on a slip of paper along with landline number of BISP 

Tehsil Office and advised her not to visit again as they will 

inform her when her complain will be resolved. She was 

satisfied with the cooperative and courteous behaviour of the 

BISP staff. The BISP Staff also noted down her contact 

number for future contact.  

 

5. Processing of the Case: 
 

This particular complaint was filed by Biwi (the beneficiary) at the BISP Tehsil Office Sillanwali 

on 25
th
 October 2011. She visited the office with neighbouring women to register her complaint. 

The BISP Tehsil Office Sillanwali is located at a 

distance of approximately three kilometres from her 

house.  

 

The staff at the BISP Tehsil Office Sillanwali received 

the complaint from the beneficiary and placed it in a 

file reserved for grievance cases.  

 

On 30
th
 October 2011, Assistant Director BISP Tehsil 

Sillanwali forwarded this complaint along with some 

other grievance cases to BISP Divisional Director 

Sargodha. 

 

A letter (AD/BISP/Sillanwali/2011/38, dated 30
th
 

October 2011) was forwarded by the Assistant 

Director to Divisional Director Sargodha on the subject “Changing required in selected BISP 

beneficiaries’ information”.  

 

Assistant Director stated in forwarding letter that his office has received some complaints of 

different nature regarding the information of selected BISP beneficiaries’ which were gathered 

during the PSC Survey. Problems or complaints were regarding wrong entry of CNIC name, 

number, change in address, etc. The AD further requested the Divisional Director to look into this 

matter as a top priority as beneficiaries have already suffered a lot due to these problems.  

 

The BISP Tehsil Office Sillanwali did not receive any reply to their letter 

(AD/BISP/Sillanwali/2011/38, dated 30
th
 October 2011) till 22

nd
 February 2012.  
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6. Observations: 
 

a. General Observations: 

 

As per the BISP prescribed process that receiver woman receives the notification regarding 

the discrepancy with respect to her form data with the information that includes address of the 

nearest BISP office help desk phone number or the address.  

 

In this particular case the beneficiary got information regarding her eligibility and 

discrepancy in CNIC through BISP Tehsil Office visit. The information update forms are not 

available with the BISP Tehsil Office but the staff is recording the required information about 

the beneficiary on a register and also in complaint form (by seeking a written complaint) with 

the copy of their CNICs.  

 

The Tehsil office is not able to identify at what stage the mistake happened and can’t fix the 

responsibility of  whether the mistake occurred at data collection or data entry stage. 

 

b. Observations at Beneficiary Level: 

 

The beneficiary, Biwi, seems to be very poor and deserving as a BISP beneficiary. Their 

notable belonging included just few chorpoyees and a few utensils.  

 

She visited the BISP office only once to lodge the complaint, where she travelled to by foot. 

She didn’t try to influence the complaint redress mechanism and she has no idea  if it will 

work or not. 

 

She is not aware about any nearby bank branch and considers that the delivery of cash 

instalment through Pakistan Post is a better mechanism as compared to other options as she 

can receive the money at her door step. Otherwise, she will have to go out to receive the cash 

assistance. 

 

Her daughter (Sumaira) who is around 22 years of age didn’t have a valid CNIC. She neither 

applied in NADRA for the CNIC nor did the BISP inform her mother that her daughter will 

also receive cash grant instalment if she provides a copy of her CNIC to the BISP. 

 

When the team informed her that she needs to apply in NADRA for the CNIC of her daughter 

(Sumaira) so that she may get the cash grant installment, she said she did not know about the 

location of NADRA office and her husband and children do not have time.  

 

c. Observations at BISP: 

 

The BISP Tehsil Office Sillanwali is situated at Farooqa Road, Sultan Town, Chak number 

130/NB in Sillanwali which is quite easy to find out. The total number of staff at Tehsil 

Office Sillanwali is four that include one Assistant Director, one Assistant Complaint, one 

Naib Qasid and a Chowkidar. 

 

The office building comprise of four  rooms, two wash rooms, a kitchen and a waiting room 

for the beneficiaries that can accommodate around 15 visitors. The assistant Director and 

Assistant Complaint offices can also accommodate around 10 visitors in their rooms. 

 

The Tehsil office is not very busy these days. The behaviour of the staff with visitors and 

beneficiaries is very cooperative and polite.  
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They have maintained a complaint register to record all complaints. When they receive the 

complaint, from the beneficiary or from any other source, a particular complaint number is 

assigned to the complaint and then entered into the register. All the complaint record was also 

compiled in the computer in MS Excel sheets. 

 

The most of the complaints they receive belongs to left out household. Fewer cases were of 

correction in CNIC number, name and eligibility appeal. Grievance cases also forwarded to 

Divisional office with covering letter. However, none of the grievance cases have been solved 

so far. 

 

The said office has only one payment related complaint which was verbally solved. 

 

7. Lessons learnt and Conclusions: 
 

 The receiver woman selected as the BISP beneficiary in the PSC survey but she didn’t receive 

any letter from BISP about the confirmation of her eligibility and nature of discrepancy. 

 The information update form was neither sent to the beneficiary nor available in BISP Tehsil 

office to record the correct information to update in the information system.  

 This complaint has been lodged by a beneficiary about six months ago (in October 2011) and 

Tehsil office forwarded this case to Divisional Director but no action has been taken so far. 

 The Tehsil Office and the beneficiary both are uncertain about when they would be able to 

solve the complaint and when the beneficiary would get her money. 

 

8. Recommendations: 
 

 It is important that awareness should be created among the beneficiaries about where they can 

file their complaint. 

 BISP letter should be sent to beneficiaries regarding their eligibility or discrepancy along with 

an information update form. 

 Well trained staff should be deputed for the survey process and data entry so the chances of 

mistakes can be minimised. 
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Grievance Case Study Number: G-Upper Punjab-18 

Nature of Case: CNIC update  

Complainant/ Beneficiary: Musarat Bibi 

Wife of: Ghulam Rasool 

Complainant, if not beneficiary herself:  

Address: House No.28, Mohallah Younas pura Baghban pura, 

Tehsil Lahore Cantt., Dist. Lahore 

CNIC Number: 35201-0161992-4 

PSC form number: 21911466 

Date Study Conducted 13
th
 March 2012 

 

1. Summary of the Case Study: 
 

Musarat Bibi lodged an application at BISP Tehsil Office Lahore in July 2011 for updating her 

CNIC information in the BISP records in order to receive cash grants. She stated that after the 

Poverty Score Card (PSC) survey, she was declared as an eligible beneficiary but her CNIC was 

not made at the time of survey. She got it issued afterwards and is requesting BISP to get her 

CNIC information updated in the official record so that she can benefit from the BISP money. 

 

According to her, the PSC survey was held in her area in August 2010 and the complaint was 

lodged in the BISP Tehsil office Lahore in July 2011. 

 

Her problem was resolved in less than two months and she received her first instalment of 

Rs.2000 in September 2011 under the PSC phase. After that she has received two more 

instalments and her latest (3
rd

) instalment has been delivered on 13
th
 March 2012 by the local 

postman. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Musarat Bibi is a 37 year old housewife and has seven children. Her husband is an artisan and 

does embroidery on women’s evening wear and wedding dresses. 

 

She has five daughters and two sons. Her eldest daughter is 16 years old and studies in class 9
th
 

and her youngest daughter is three years old. All her children are studying at government schools 

except the youngest who has not started school yet. She herself is educated only to primary level. 

She also helps her husband in embroidery work during her free time. 

 

Her husband and his brother have been engaged in this work for 25 years. Her husband works at 

home, one of the rooms in the house is used as their work place and is set as a work shop. They 

take orders from the market; from different tailoring shops and boutiques and material and the 

design is also provided by the sources that place the order. It normally takes them a week to 

prepare a dress. But mostly they have to complete the dress according to the urgency of the order. 

They can make Rs.12000 per month on average. 

 

Her husband’s brother and his adult son are also engaged in this work for their livelihood. They 

also have a separate room in their portion dedicated as a work place. 

 

Musarat and her family lives in the upper portion of a double storey self-owned house. An 

unmarried younger brother in law, who is also engaged in the same work, is also living with them 

in the room which they use for their embroidery work. 
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The three marla pakka house consists of four rooms on both floors; two rooms and a small yard 

on the upper storey and two rooms, a kitchen and a bathroom on the ground floor. The ground 

floor is occupied by her brother in law and his family. Her mother in law is also living in the 

house with her brother in law’s family. The house was built by her father in law some 30 years 

ago. 

 

One of the rooms (approx. 12’ x 12’) which is used by the beneficiary’s family for their living is 

very congested and is insufficient for nine people to live in. It is furnished with a double bed, a 

single bed, a big trunk, a cupboard, some chairs and many other things. The household also owns 

a colour TV, refrigerator, washing machine and a sewing machine. 

 

The house is situated in a narrow and closed street of mohallah Younas pura. All the houses in the 

street were old, and mostly double storeyed. The area is inhabited by the working class and people 

are mostly involved in wage labour or as mechanics etc. The streets are overcrowded with many 

small vendors and corner stalls everywhere. 

 

3. Beneficiary’s Relationship with BISP: 
 

Musarat Bibi was declared as a beneficiary during the PSC survey, held in August 2010. She did 

not have her CNIC made at that time. They issued her the survey acknowledgement slip and told 

her that if her form is accepted by the BISP, she will be eligible to get the cash grant of Rs.1,000 

every month from the local postman. However, they did not mention  the importance of the 

beneficiary’s own CNIC for getting the cash grant. 

 

Musarat got her CNIC made from NADRA mobile team in her mohallah without paying any fee. 

She received it a few days after the survey but they did not know about the discrepancy and hence 

never bothered to submit it at the BISP office. 

 

As a result of the survey, the household had been declared eligible for the cash grant but with the 

CNIC discrepancy. Her PMT is 5.46. She did not receive any eligibility letter from the BISP. 

They got their PMT checked at the nearby internet café which charged them  Rs.20 for checking 

the PMT. They also told them that the household has been declared as beneficiary but did not 

explain anything about the discrepancy for obvious reasons. 

 

They learnt about the complaint cell at the BISP through the postman, who himself seemed 

unclear about the BISP criteria and the issue with their payment. He always told them that their 

form has been accepted but due to some unknown reasons their money orders are not being 

delivered. He promised that he would deliver their money as soon as it is issued by the BISP. At 

last, after about a year of wait he told her to visit the BISP office for grievance redressal. 

 

Musarat thinks of BISP as a government scheme. She learnt about the BISP from TV and posters. 

She thinks that every government should take care of the poor people, as most of Pakistan 

population is living in miserable and poor condition and finds it very hard to cope with the ever 

rising inflation and cost of living. She had spent the first two instalments of Rs.2000 each on her 

children’s education. She stated that  Rs.600 was spent on the tuition fee of two daughters, and the 

rest on buying books for younger children. She is also planning to save some of the money for her 

daughter’s marriage by the rotating saving method (committee). 

 

4. How did the complaint/grievance emerge? 
 

After two months of the PSC survey, when the postman started to deliver BISP money orders to 

other beneficiaries in the locality, her husband inquired about their own money order. The 
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postman told him that he didn’t receive any money order for her wife. He reassured him by saying 

that her money order might start from next instalment. 

 

After a gap of some months, the postman asked if the beneficiary had her CNIC made, to which 

he replied positively and showed him the CNIC. The postman did not know that her CNIC had 

not been entered in her record and Musarrat’s husband Ghulam Rasool did not know it was a 

requirement, hence both could not figure out what exactly was the problem with their payment.  

The postman guided him about the address of BISP Tehsil Office in Harbanspura and told him to 

take the beneficiary’s CNIC with him. 

 

5. Processing of the Cases: 
 

Musarrat went to the BISP office only once to submit her complaint in July 2011. She went there 

with her husband. They had to change the conveyance (Xing Xhe) thrice to get to the BISP 

Tehsil/Divisional office, Lahore in Harbanspura which cost them Rs.150 per visit. She is very 

satisfied with the BISP staff behaviour. 

 

At the BISP Tehsil Office Lahore, the Assistant Complaint attended to the complainant. After 

confirmation about her status from the BISP website, she lodged her complaint. The staff 

provided her a sample hand written application form used for the grievance of CNIC discrepancy. 

Her husband got it copied from a nearby shop and got it filled by writing her name and survey 

form number on it, attached a copy of her CNIC and submitted it to the complaint officer. 

 

The complaint officer entered the complaint in the grievance complaint register, assigned it the 

chronological serial number and updated its current status along with the beneficiary’s essential 

information. The complaint office also updated an Excel sheet and entered her complaint in the 

list of other CNIC discrepant household records. 

 

The complaint with CNIC copy and the house hold information print out was kept in a file with 

other CNIC discrepancy complaints, which were there to be forwarded to the Division Office for 

further processing. 

 

Her complaint was forwarded by the Division Office Lahore to the Beneficiary Service Officer 

BISP Head Quarter Islamabad along with the other CNIC discrepancy complaints in July 2011. 

The Divisional Director sent the list of the complaints along with a covering letter to the BISP 

Head Quarter through the postal service. The list of complaints included the necessary 

information about the complainants i.e. Name, CNIC Number and Survey form Number. 

 

Later Musarat’s CNIC discrepancy was removed and her status was updated as an eligible 

beneficiary. She received her first instalment after the complaint resolution in September 2011. 

 

6. Observations 
 

a. General Observations: 

 

The CNIC discrepancy grievance complaints have been resolved manually at Tehsil offices 

until now. The Tehsil Offices were instructed by the BISP Head Quarter to send the CNIC 

update complaint directly to the Head Quarter in Islamabad, until the Complaint Management 

System (CMS) is completely operational. The BISP Tehsil Office Lahore Cant is also 

following the same practice; the complaint assistant collects the CNIC update complaints (by 

complainant’s visits or telephonically), compiles them in the grievance file, maintains a 

record on the grievance complaints register and on the Excel sheet and forwards the list of 
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CNIC complaints to either the Divisional Office Lahore or directly to the BISP Head Quarter 

Islamabad, on a weekly basis. Musarat Bibi’s complaint has also been resolved through the 

same mechanism. 

 

However, there is no formal feedback mechanism to communicate the result of the complaint 

redressal to the Tehsil Offices. Hence the Complaint Assistant is unable to determine the 

current status of the complaint in the office record. The staff has very high hopes that with the 

CMS launch, the quality of their work will improve and the gaps between policy and practice 

will be minimised. 

 

b. Observations at the beneficiary level 

 

The beneficiary’s living condition is obviously marginalized; nine people are living in a 

single room and a major portion of their income is spent on the education of their six children, 

all school level students. Although the family’s monthly income is around Rs.12000, this is 

far from sufficient for even basic needs. 

 

It is positive that  the beneficiary has the intention of saving money for her children’s future. 

They are very concerned about their children’s future. In relation to their understanding of the 

BISP procedures, it was quite strange that they could not figure out the discrepancy with their 

form. This demonstrated a lack of clarity on processes amongst many stakeholders as the 

Postman while helpful could not clearly identify the issue.  . 

 

However, the complainant and her husband have expressed complete satisfaction about the 

complaint redressal mechanism, despite the turmoil they had been through during the whole 

year till they finally got a solution. 

 

c. Observations at BISP/Partner agency level 

 

The Tehsil Office Lahore is housed in the same building with the Divisional Office, and the 

complaints are being handled in mutual collaboration. The CMS training of the trainers is 

going to be held at BISP Director General Office Lahore. After all the BISP staff is trained, 

the system will be made completely operational. The grievance related cases which had been 

kept pending for  many months will be resolved at the Tehsil Offices level. The staff at Tehsil 

Office is very excited about the CMS and has high hopes for improvements in the efficiency 

and effectiveness of the system. 

 

Till November 2011, the grievance complaints at the BISP Tehsil Office Lahore were being 

handled manually and the complaints regarding CNIC and name discrepancy were 

periodically forwarded to the HQs via postal service or email. But from November onward, 

no complaints were forwarded and were kept in the office pending for resolution through the 

CMS after it gets launched in March 2012. 

 

7. Lessons learnt/Conclusion 
 

 The complainant was completely unaware about the BISP procedures and the complaint 

redressal mechanism. 

 There seems to be a communication gap between the BISP and the beneficiaries, as most of 

the beneficiaries don’t know about their eligibility or discrepancy status or  how and what to 

do in the case of any complaint. This lack of awareness makes them vulnerable to exploitation 

at various levels. 
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 The complainant has shown full satisfaction regarding the complaint resolution process. She 

visited the BISP office for complaint resolution only once. 

 

8. Recommendations 
 

 It is important that awareness should be created about where a receiver woman/ complainant 

should file her complaint and seek redress for the grievance. 

 Complaint Management System should be launched at the earliest so that minor issues may 

be solved without any long processing and delay. 

 BISP staff also needs to be trained on complaint handling and recording mechanism, which is 

their biggest concern at the moment. 

 Information updates /complaints form should be sent to beneficiaries or made available in 

BISP Tehsil and Divisional offices for the facilitation of complainants. 
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Grievance Case Study Number: G-KPK-01 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Hameeda Bibi  

Wife of: Sher Zada 

Complainant, if not beneficiary herself: Sher Zada 
Address: Village Mor Kalan P/O Public School, U/C Bal Dheri 

Mansehra Road Abbotabad 

CNIC Number: 13101-2668128-2 

PSC form number: 7906724 

Date Study Conducted 2
nd

 December 2011 

 

1. Case Summary 
 

Hamida Bibi, wife of Sher Zada, is a resident of Village Mor Kalan, PO Public School, 

Abbottabad. NRSP began the Poverty Score Card (PSC) survey in Abbottabad somewhere around 

the start of 2011 and her family was included in the survey. 

 

At the time of the survey, she did not possess a valid CNIC; she did not know that she needed one 

to start receiving instalments of the cash grant. When Hamida Bibi received an intimation letter 

from BISP, she learnt that she had been declared as an ‘eligible beneficiary with CNIC 

discrepancy’. In order to remove the discrepancy she needed to contact the nearest BISP office. 

 

Later, she applied for the issuance of her CNIC from NADRA. It took around a month for her to 

receive the CNIC from NADRA. Her husband then submitted a copy of her CNIC along with a 

written application on the 15th November 2011 to the BISP Divisional Office Abbottabad, which 

was later forwarded to the BISP HQ on the 19
th
 November 2011 for data correction. 

 

Her husband continually followed up on the matter, but did not receive any response from the 

concerned authorities for a long time. The information from the BISP website indicates that her 

discrepancy has been removed and now she has become an eligible household but payments are 

yet to be generated. 

 

2. Beneficiary/complainant’s profile/ Background information: 
 

Hamida Bibi, a 36 year old house wife, currently resides with her family in Village Mor Kalan, 

P/O Public School, U/C Bal Dheri, Mansehra Road, Abbottabad.  Her husband Sher Zada, is a 

tenant, and receives a meagre amount of Rs. 30000 annually which is the only source of income 

of the household. The family lives on  agricultural land in a two marla mud-brick house 

comprising of 1 room without any kitchen and bathrooms. The family fetches water for household 

use, from a nearby stream. 

 

The household comprises of 10 individuals, 5 daughters, 3 sons and the couple. Due to the 

family’s strained financial situation only the boys are able to attend a government school. The 

girls, on the other hand, visit the nearby mosque to get basic religious education. The parents want 

all their children to receive education, but the harsh financial circumstances do not allow them to 

enrol their children in higher grades. 

 

If the family availed of the BISP cash grant, they will spend it on paying off debts they owe to 

local shopkeepers’ and the rest would be invested in their children’s education. 
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3. Background of Relationship with BISP 
 

Initially, Hamdida Bibi’s family was not part of the program under the Parliamentarian’s Phase. It 

was only during the second phase of the program, a year later, after she participated in the PSC 

survey that she became eligible. The Survey was held around the start of 2011. She participated in 

the survey and was given an acknowledgement slip but she did not have a valid/computerized 

CNIC at the time. 

 

Hamida Bibi received the BISP intimation letter at her door step somewhere around September 

2011 but she could not recall the exact date. The letter also directed her to contact a nearby BISP 

office and submit a copy of her CNIC in order to initiate the cash flows. After getting her CNIC 

she submitted it on the 15
th
 November 2011 to the BISP Divisional Office Abbottabad. 

 

Even then, like the majority of people in her locality, Hamida Bibi was simply unaware of the 

formal criteria for being eligible for the BISP cash grant scheme. The only criterion then known 

to her was that she is poor and thus, deserves to receive the cash grants. 

 

4. How did the complaint/grievance emerge? 
 

Hamida Bibi did not have her CNIC at the time of the survey. After receiving her intimation letter 

she applied to NADRA for a CNIC which she received within the standard time of around one 

month. After receiving her CNIC her husband submitted a copy of the CNIC along with an 

application on the 15
th
 November 2011 to the BISP Divisional Office Abbottabad. 

 

5. Processing of the case 
 

The complaint was lodged on the 15
th
 November 2011 at the BISP Divisional Office Abbottabad 

and was forwarded on the 19th November 2011 to BISP headquarters in Islamabad for redressal. 

Local officials in BISP Divisional Office were unable to assist Hamida Bibi when she made 

repeated visits (more than 3 times) to enquire about progress on her application. 

 

The nearest BISP office is located 15km from her village, and a single trip costs around Rs. 80, a 

large amount for a household that is living in extreme poverty and can hardly make ends meet. As 

of April 2012 the BISP website shows that her discrepancy had been resolved but she is yet to 

receive any payments. 

 

6. Observation 
 

a. General Observation 

 

In general, the surveyed community seems not well-informed on the requirements for a 

complete application. Nor did field surveyors and officials exhibit enough cooperation and 

communication with the locals in addressing their concerns and assisting them in completing 

their documents. Had the family known that holding a valid CNIC was mandatory at the 

outset of their grant application, the ensuing troubles would have been avoided altogether. 

 

b. Observation at the beneficiary level  

 

The beneficiary belonged to a low income household with little formal education. Hence it 

was expected that the family experienced a considerable level of difficulty in meeting all the 

necessary requirements for the grant.  Furthermore, the village where Hamida Bibi’ resides is 

located 2 kms from the nearest link road, and 13 kms from Abbottabad city. It is only 
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reasonable to suggest that poverty, illiteracy, and inadequate means of transport would further 

compound problems for the household in their near future. 

 

A more timely response from BISP authorities would have allowed the family to purchase 

warm clothing and food, and could have saved the family from the bitterness of the harsh on-

going winter. But now the BISP shows that her data has been updated and discrepancy 

removed but still the household awaits for the cash grant to be generated. 

 

c. Observation at BISP/ Payment Agency level 

 

The beneficiary filed a written application along with a copy of CNIC at BISP Divisional 

Office, Abbottabad. On receiving the complaint the application was filed immediately but 

reminders were never issued  for the follow up of the process at HQ level. 

 

7. Lesson Learnt/ Conclusion 
 

 BISP officials recorded the application but did not forward it on the same day or the next and 

subsequently delayed the process for four days as BISP holds no time schedule for the staff to 

forward such complaints within a stipulated time-frame.  As such there is no time schedule 

and they may delay considerably with no  liability resting on them. 

 The beneficiary and her family remained oblivious to the progress of their case. Even though 

Hamida Bibi’s husband paid several visits to the BISP office, the latter could not offer any 

assistance as they had no access to a centralized system through which they can exactly tell a 

beneficiary about the  progress related to the grievance. 

 Though her grievance is in reality redressed and the data updated in the system,  neither the 

BISP office  nor the beneficiary have been communicated with to this effect. Furthermore her 

payments are yet to be generated. 

 

8. Recommendations 
 

 Electronic systems, like mobile SMS services, could be introduced whereby beneficiaries are 

informed about the progress of their pending cases.  

 Officials should  be given enough guidance and training in creating a work environment 

which eliminates redundancies, facilitates efficient communication and provides a customer 

friendly atmosphere.  

 The updated status should be communicated to the complainant to decrease the number of 

their visits. 

 BISP should have a standard time frame which states after how many days of a complaint’s 

resolution the payments shall be generated. 
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Grievance Case Study Number: G-KPK-02 

Nature of case CNIC Update 

Complainant/ beneficiary Phool Bibi 

Daughter of: Allah Dad 

Complainant, if not beneficiary herself Allah Dad 

Address Banda Burg Mira Mandian Abbotabad 

CNIC number 1310102026984 

PSC form number 6484891 

Date Study Conducted 3
rd

 December 2011 

 

1. Case Summary 

 
Phool Bibi is a resident of Village Banda Burj Mera, P/O Public School Abbottabad. Her survey 

form was filled at her doorstep one year ago by the BISP survey team. When the cash grants 

began to flow in the area and hers failed to arrive, her father visited a local internet café and found 

out that an updated CNIC would be required using the beneficiary’s married name to remove the 

discrepancy.  

 

The beneficiary applied for a new CNIC, and upon receiving it, submitted an application with 

BISP Divisional Office, Abbottabad on 29
th
 September 2011. The case was forwarded to BISP 

headquarters on 12
th
 October 2011. The beneficiary did not receive any acknowledgment receipt 

from officials at BISP Divisional Office, Abbottabad, and has been waiting for an official 

response ever since. On the other hand her CNIC has since been updated in the BISP database but 

payments are not generated at the time of this study. 

 

2. Beneficiary/complainant’s Profile/ Background information 
 

Phool Bibi is 23 year old and is a resident of Burj Mera, a mountainous village located 4 kms 

away from Abbottabad city. Most villagers in this locality are daily-wage labourers. Her husband, 

as the sole breadwinner in the family, earns a meagre amount to sustain only the basic needs of 

the family, which comprises of two children (A son and a daughter) and their two elderly parents. 

The family lives in a 3 marla house with 2 makeshift rooms, without any kitchen and toilet 

facilities. Like the rest of the village, the family gets water from nearby springs and streams. 

Mehboob Jan and Akhtar Bibi are two more beneficiaries living in the same household. 

 

3. Background of Relationship with BISP 
 

Bhool Bibi was not included in the list of eligible beneficiaries during the Parliamentarian Phase 

for the BISP cash grant. During the second phase, she was approached by surveyors who filled 

her poverty score card at her doorstep, and issued an acknowledgment receipt for future reference.  

 

Days passed, but no intimation letter from BISP authorities in Islamabad arrived. The 

beneficiary’s father, Allah Dad, checked his daughter’s grant status online through a net cafe and 

discovered that a new updated CNIC would be required before Money Orders can be delivered. 

Consequently, the beneficiary applied for a new CNIC, and initiated an information update 

request at the BISP Divisional Office. 

  

The beneficiary intends to invest the grant money in the construction of a mud room, which has 

become an immediate need for the family.  
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4. How Complaint/Grievance Emerged 
 

Phool Bibi did not change her maiden name immediately after her marriage. When cash grants for 

other beneficiaries in her vicinity began to arrive, Phool Bibi’s father visited the post office 

premises to ascertain his daughter’s grant, but could not find her name in the list of grant 

awardees. He then checked his daughter’s grant status online in a local internet café, and 

discovered that in order to avail the benefits of the cash grant a new CNIC would be required with 

the married name for the beneficiary in place. The beneficiary then applied for a new CNIC at the 

local NADRA office accordingly, and later filed an application for information update at BISP 

Divisional Office, Abbottabad.  

 

5. Process of the Case 
 

A formal complaint was registered with the BISP Divisional Office, Abbottabad, on 29
th
 

September 2011. The application along with the updated CNIC was filed into the registers by the 

BISP official on duty, but no acknowledgment receipt for beneficiary’s records was given. At a 

later date, on 12th October 2011, after a lapse of almost 15 days, the BISP director forwarded the 

application to headquarters in Islamabad for further action. Since then, the beneficiary had heard 

no official news from BISP.  

 

6. Observation 

 

a. General Observation 

 
A vast majority of beneficiaries located in this region can neither read nor write. As a result, 

there is little awareness and understanding regarding BISP official procedures and 

requirements etc. Little advertising and campaigning by BISP officials implies that most 

people derive their knowledge about the grant scheme through mere hearsay and word of 

mouth. Hence, lack of information has been the primary source of confusion thus far, and has 

proven to be a major setback for BISP in penetrating the local population. 

 

b. Observation at the beneficiary level 

 
A visit to the nearest BISP Divisional Office in Abbottabad city typically costs Rs.40 to the 

complainant, which is a large sum for the beneficiary’s poor and low income status. It was 

also noticed in her particular case that not a single member existed in the entire family who 

could provide the necessary information, or could assist in resolving the matter.  

 

It was found that previously, two other beneficiaries, namely Akhtar Bibi and Mehboob Jan, 

also existed on the same PSC form (no. 648489) as the beneficiary. Both beneficiaries had 

missing CNIC numbers in their records. But with the new CNIC in records, it is expected that 

Phool Bibi’s CNIC will now be transferred to the same form as her husband’s.  

 

c. Observation at BISP/ Payment Agency level 

 
Although the BISP official registered the complaint on the spot but an unusual amount of time 

was taken in forwarding the case to the headquarters. Furthermore the beneficiary was not 

issued any acknowledging receipt. The BISP surveying team must share the blame for not 

conveying complete information. Had the surveyors informed Phool Bibi of the full 

requirements for the BISP cash award at her doorstep, the complaint would never have risen 

in the first place.  
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7. Lesson Learnt/ Conclusion 

 

 In this case, NADRA authorities performed their duties diligently when they provided the 

beneficiary with a new updated CNIC. However, BISP procedures have continued to take an 

inordinate amount of time in redressing simple complaints like this one, as a result of which 

the program had earned a not very good reputation amongst the local population.  

 

8. Recommendation 

 

 BISP offices at District levels should be equipped with adequate computer and internet 

facilities, so that District-level cases may be resolved locally instead of routing them to the 

headquarters.  

 By maintaining a separate counter for handling complaints, BISP can address concerns for 

lack of information, and ensure smooth functioning of official procedures with minimal 

irregularities. 

 Appropriate measure should be taken to make beneficiaries aware about their eligibility 

status, discrepancies and the complaint registration mechanism.  
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Grievance Case Study Number: G-KPK-03 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: Begama 

Wife/Widow/Daughter of: Maveez Khan 

Complainant, if not beneficiary herself N.A. 

Address Rahim Abad, Mattani, Peshawar, Khyber-Pakhtunkhwa 

CNIC Number 2240101509422 

PSC form number 30297133 

Date Study Conducted 20
th
 December 2011 

 

1. Summary of the Case Study: 
 

This case study is about Begama, a courageous woman, who feeds her family by selling wood 

logs in her village. Begama, 41, is illiterate but nimble enough to lodge her grievance complaint 

in Peshawar at the BISP office. 

 

Begama is an eligible beneficiary of the BISP cash grant scheme but with a discrepancy in her 

CNIC card. She was getting cash instalments under the Parliamentarian phase but since the 

commencement of the second phase, the instalments have stalled. No instalment has been 

generated or received by her since April 2011. 

 

On 10
th
 Oct 2011 the BISP office in Peshawar received her application regarding non-payment of 

the cash grant. Her file was sent to the BISP head quarter, Islamabad on 14
th
 Oct 2011 along with 

a copy of her CNIC. The discrepancy has been removed later but at the time of the study 

payments were yet to be generated. 

  

2. Beneficiary/Complainant’s Profile/Background Information: 

 
Begama wife of Maweez is living in Darra Adam Khel, FR Kohat, KPK along with her eight 

children. She is a 41-year old woman and none of the family members has ever been enrolled in a 

school for formal education. 

 

She lives in an old mud house which consists of three rooms and a courtyard. The house is 

situated along a watercourse. It has no proper bath, latrine, or kitchen facilities. There is a covered 

area which is used as a latrine and a small place is specified as the kitchen in the courtyard. 

 

Her husband is jobless and she is supporting the family by collecting wood logs from the 

mountains and sells them off on daily bases. Wood logs are the only source of bread as they have 

no formal education or any other technical skill to use. Their income level is not much to take 

them above the poverty line. 

 

Their village is located on a rugged terrain and is in an isolated part of Darra Adam Khel. There 

are fifteen other houses and all are made of mud. The village is named as Katchee Abadi, village 

of mud houses. All the houses in the vicinity more or less look alike. 

 

As the village is along a watercourse and the houses are Katcha, even a low level flood is 

devastating for the village. The situation gets worse especially in the monsoon when rain 

continues for days.  

 

Health and education facilities are not available in the area. There are no roads and paths are 

unpaved. There is no existence of tap water and the drainage system is open.  

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-KPK-03 
 

J40252714 

GHK Consulting Ltd. 452 

When the security situation was tense in Darra Adam Khel, the beneficiary along with her family 

shifted to the village Mattani in Peshawar District to take refuge. 

 

3. Beneficiary’s Relationship with BISP: 
 

The beneficiary was included in BISP for cash grant money during the Parliamentarian phase, and 

was receiving the grants. She was again included in the second phase, and was declared an 

eligible beneficiary for the cash grants after the PSC survey was held in the area in October 2010. 

After providing her CNIC, the survey acknowledgment (survey slip) was also issued to her. 

  

Later she received the eligibility/discrepancy letter from BISP informing her that she has been 

declared an eligible beneficiary as per her PMT score.  

 

She was unaware of the new scheme until the PSC survey team visited her house. She was very 

pleased with the behaviour of BISP staff and was happy when she heard about the grants. 

 

She utilized the Parliamentarian cash grant on the reconstruction of the boundary wall of her 

house and bought food for her children. 

 

4. How did the complaint/grievance emerge? 
 

She is an eligible beneficiary but with a discrepancy in her CNIC card. She was getting cash 

instalments of the programme under the first phase but since the commencement of the second 

phase, the instalments have stalled. Not a single instalment has been generated and delivered to 

her under the second phase.  

 

After receiving the intimation, she went to the Mattani Post Office and inquired about her status. 

She was told that they have not received any amount in her name. She asked the Postman why she 

was not receiving any amount. The Postman replied to her that she needs to inquire in the BISP 

office. 

 

She went to the BISP office in Peshawar and was told that she is eligible but with discrepancy in 

CNIC. She inquired about what was to be done next. She was asked to produce a copy of her 

CNIC, which she did, and then she was told that she has to wait for some days as her case will be 

sent to the BISP Headquarters, Islamabad for resolution. After that she will be able to get the first 

instalment. She was satisfied with the behaviour of BISP staff but had some reservations against 

the Post office. 

 

5. Processing of the Case: 
 

The complainant filed the complaint on 10
th
 Oct 2011 at BISP Office, Peshawar, KPK, regarding 

the removal of the discrepancy in her CNIC data. The Assistant Director of the BISP office 

Peshawar sent her documents to the BISP headquarters by 14
th
 Oct 2011. 

  

When her data was checked at the BISP office, it was pointed out that she has received a total of 

eleven instalments amounting to Rs.31000/- from July 2009 till April 2011. Also a flood relief 

payment was generated in her name in August 2010 amounting to Rs.4000/- but not delivered to 

her yet. 

 

The Complaint Assistant registered the case in a complaint register but acknowledgement to the 

complainant was not issued. 
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Besides forwarding the case to BISP headquarters, Islamabad on 14
th
 Oct 2011, a copy of her 

CNIC along with her application was also sent to NADRA, Peshawar office. 

 

She was told that after checking the authenticity of the CNIC, NADRA will verify the credentials 

of the beneficiary and her basic information will be updated in BISP database. The grievance is 

not resolved till date and still her status is as a discrepant case when her status was checked on 

line. 

 

The case was processed as per the procedures and the BISP officials informed her that there is a 

problem with her CNIC number or address, so it is to be set right from the NADRA office to 

receive the cash grant. After updating her CNIC record, she will be able to receive the cash grants.  

 

6. Observations: 

 

a. General Observations: 
 

It has been observed that the BISP mechanism for the removal of discrepancy takes a great 

deal of time. The process of sending the complaints to BISP headquarter, Islamabad and the 

feedback from there is also time-consuming.  

 

In most of the cases, the beneficiaries get their Money Orders at their doorstep but in this case 

the beneficiary and other women of her village get their money orders not even in their own 

District but at Mattani post office in Peshawar District of KPK. 

 

b. Observations at the Beneficiary Level: 
 

The family socioeconomic status is poor as breadwinners are few and dependents are many. 

Their sources of income are further constricted by the tense security situation in their area. 

 

Though belonging to a remote village and being uneducated, the beneficiary is intelligent in 

that she approached the relevant officials and offices and forwarded her application. She had 

to make three visits to the BISP office to follow and resolve her complaint, on which she 

spent around Rs200 each visit. 

 

c. Observations at BISP/Payment Agency Level: 
 

Due process was followed at the BISP and Payment agency level. Her complaint was lodged 

and processed in the prescribed manner. The discrepancy in CNIC has been removed but her 

status is yet to be updated and payments were not being generated at the time of the study. 
 

7. Lessons Learnt/Conclusions: 
 

 On correction of discrepancies, there should be limited delay before the generation of 

payments as it causes the beneficiary confusion, and may result in unnecessary follow up. 

Further, the beneficiary should be informed that the discrepancy has now been removed.   

 

8. Recommendations: 
 

 It will be highly appreciated by the women who are the beneficiaries of Benazir income 

support Programme that there should be a separate corner in Divisional offices for those who 

are eligible but have some issues related to discrepancies or payments.   

 Post office staff also needs to be trained about proper complaint registration mechanisms. 
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 They should be provided with a pre-paid complaint forms at all post offices to register 

complaints of any kind. An enquiry officer should be appointed and the enquiry process 

should not be time consuming. 
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Grievance Case Study Number: G-KPK-04 

Nature of Case: CNIC update 

Complainant/ Beneficiary: Hussan Bibi 

Wife/Widow/Daughter of: Sultan Khan 

Complainant, if not beneficiary herself Sultan khan 

Address Chabian Kala, Pakha Ghulam, Peshawar 

CNIC Number 1730115424349(HH head CNIC no) 

PSC form number 7019832 

Date Study Conducted 10
th 

December 2011 

 

1. Summary of the Case Study 
 

Hussan Bibi was declared as an eligible beneficiary by the PSC survey team but due to 

discrepancy in her CNIC, she has not received any cash grant instalment under the programme. 

 

The beneficiary’s husband lodged a complaint on 17
th
 Oct 2011 in the BISP Tehsil office, Ashna 

gharai, Peshawar. It was then sent to the Divisional office of BISP in Peshawar for further 

inquiries. 

 

According to the BISP office, the case has been resolved and beneficiary payment is likely to be 

generated in BISP systems. However, the Post office officials informed them that they have not 

received any amount in her name. 

 

Hussan Bibi has a family of eleven members and lives in a small village of Peshawar, KPK. Her 

husband owns a donkey and cart and supplies vegetables and other goods to the marketplaces. His 

meagre income is hardly enough to provide food to his children and the family lives in destitution. 

 

2. Beneficiary / Complainant’s Profile and Background Information 
 

Hussan Bibi wife of Sultan is living in Chabiano Village Pakha Ghulam, Peshawar, KPK. She is 

an illiterate woman who is about 39 year old and has nine children; 5 sons and 4 daughters.  

 

It is a nuclear family with the household head providing provisions for the dependents. Their 

house is situated on a six marla plot, which is Kacha and has only one room. All the family 

members are living in that room. There is no kitchen and the food is cooked in the open courtyard. 

They have covered one corner of the courtyard, which is used as a latrine. 

 

A hand pump in the courtyard is the only source of water in their house and tap water is not 

available. The drainage system is open and is connected to the main line in the street.  

 

Her husband owns a donkey cart and carries vegetables and goods to the specified markets. He 

earns a small amount of Rs.100 to 150 per day from his business. Her husband is the household 

head but his income is too meagre to provide basic necessities for the family. He is unable to 

provide education to the children and sometimes he is unable to provide even an adequate meal 

for them.  

 

The nearby BHU in the village is not functional. They have to take children to Lady Reading 

Hospital Peshawar which is 25 km away from the village. 

 

They live in a small village of Pakha Ghulam which is one of the ninety two Union Councils of 

District Peshawar. It is located on the outskirts of Peshawar city. The road to the village is under 

construction and mostly its paths are unpaved.  
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3. Beneficiary/Complainant’s Relationship with BISP 
 

The beneficiary was registered in the second phase of the BISP program. She did not receive cash 

grants under the Parliamentarians’ programme.  

 

In Oct 2010, the PSC survey of her household was held. She was given the survey 

acknowledgment but she did not receive the eligibility/discrepancy letter from BISP.  

 

Her husband checked in a net café that there was a discrepancy in her CNIC, as she did not have a 

computerized CNIC. The form was filled by the head of the household.  

 

When asked about BISP, she said that she knows about it and that it is a programme from the 

government for poor and the needy people. 

 

She was also asked about the complaint redressal mechanism and answered that it was her 

husband who was tackling the whole case with the help of one of the shopkeepers for whom he is 

working.  

 

She said she would utilize the cash grant on groceries, winter clothes for her children, and save 

some cash for the doctor’s fee in case of an emergency. 

 

4. How did the Complaint Emerged 
 

The complainant is an eligible household but with a discrepancy in her CNIC and did not receive 

any intimation letter which could inform her about her eligibility or the CNIC discrepancy in this 

case.  

 

The grievance emerged when they did not receive any cash grant from the BISP while other 

people were receiving it in the village. Her husband started homework on the issue and was told 

by some shopkeepers, who were his friends that he has to contact BISP’s nearest office in Ashna 

Gharai to find out the problem.  

 

On the advice of his friends, he went to the BISP Tehsil office, Ashna Gharai, Peshawar. He was 

told that at the time of survey the beneficiary’s computerized CNIC was not available and because 

of that she is eligible but with a discrepancy. He needs to produce a valid copy of his wife’s CNIC 

to remove the discrepancy and start to receive cash grants from BISP.  

 

The complainant was not sure that the address, name or the CNIC number needed to be corrected. 

Her complaint was registered in BISP Tehsil office, Ashna Gharai, Peshawar and sent to BISP 

Divisional office Hayatabad along with the copy of her valid CNIC.  

 

He also visited the Divisional office of BISP in Hayatabad and therein he was told that the case 

will be forwarded to BISP headquarters for resolution. Updation in the record will generate 

payments and the Post Office concerned will be directed to make the payments.  

 

5. Processing of the Complaint 
 

The beneficiary’s husband lodged a complaint on 17
th
 Oct 2011 in BISP Tehsil office, Ashna 

gharai, Peshawar. It was then sent to Divisional office of BISP in Peshawar during the same 

month.  

 

She followed the complaint through her husband who made several calls to the BISP office in 

Peshawar to check the status and also made a number of visits to Tehsil and Divisional offices.  
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He also made several calls on the BISP toll free number to follow the case. He was told that his 

wife cannot receive the cash grant until the discrepancy is removed and was instructed to visit the 

BISP office along with the copy of his wife’s computerized CNIC. 

 

He asked one of his friends to write a grievance application for him. He took the application along 

with his wife’s CNIC and submitted it to the BISP Peshawar Divisional office. There he was told 

that they will onward submit this to the Islamabad office. He was further told upon successful 

removal of the discrepancy, she will receive an official letter to receive cash grants.  

 

After four weeks of the submission of the application in the Divisional office, the complainant is 

still awaiting further action to be taken.  

 

The complainant was not satisfied with the process and progress of the complaint and he intended 

to call BISP Islamabad on the toll free number to complain against BISP Peshawar office 

indicating that the progress regarding his case is not satisfactory. 

 

During his recent visit to the BISP office Peshawar, he was told that the discrepancy has been 

removed and he can collect the amount through the Post Office. He also paid a visit to the Post 

Office and was informed that there is no cash generated against his wife’s CNIC number.  

 

6. Observations 
 

a. General Observations 

 

There are two versions of the story, one is from the BISP office that the case has been 

resolved and the beneficiary should collect her grant from the Post office. The second is from 

the beneficiary’s side that there is no amount generated and still the case is pending. It was 

observed that the prescribed procedure as described in the Operational Manual has not been 

followed in resolving the case. 

 

b. Observations at Beneficiary Level 

 

The beneficiary is a poor woman and lives in a small house, which has only one living room. 

All the family members are uneducated and live in abject poverty. 

 

Her husband followed the complaint by repeatedly visiting the BSIP Tehsil and District 

offices but the family is yet to receive any amount even if this is being generated.  

 

He also visited the nearest Post Office, which is 18 km away from his village, five times in 

one month and every time he was given the same reply that no amount has been generated 

from the BISP. It takes almost Rs.150 to 200 to go to Hayatabad from Chabiano Kalay by 

bus, which is unaffordable for him and she has also made three visits and several telephone 

calls to follow her complaint.  

 

The beneficiary point of view is that the matter has been lingering on without any good 

reason. She said “I may be uneducated and ignorant but one thing is for sure that my kids 

need clothes, food, medicine and education and I am not able to provide that to them. So if 

they have parents or if they don’t have them, nothing is going to change nor is there someone 

to help us.” 

 

The BISP office believes that the discrepancy has been removed and the payment has been 

generated. They should collect the amount from the relevant post office.  
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c. Observations at BISP / Payment Agency Level 

 

The BISP office was of the view that the beneficiary has been informed that the discrepancy 

has been removed and that they can claim their cash grant from the Post Office. 

 

The Post Office says that there is no amount generated on the applicants CNIC number and 

the beneficiary’s husband has visited them several times to inquire about their cash grant.  

 

Mohammad Abdullah, Assistant Complaint officer in Peshawar informed that it is now being 

assumed that the Postman is not handing over the cash to them. 

 

7. Lessons Learnt/ Conclusions 
 

 The BISP claims that the discrepancy has been removed and case has been solved. But the 

fact is that beneficiary has not received any amount until now.  

 An enquiry regarding the case should be held and the blockage, which exists either at the 

BISP level or payment agency level, in the process must be identified and should be dealt 

with through due procedures and rules.  

 

8. Recommendations 
 

 Eligible beneficiary with discrepancy should be informed via letters as soon as possible.  

 BISP and Pakistan Post regional offices should have access to a single centralized complaints 

database. It will be very helpful in resolving the cases in a timely manner and will bridge the 

communication gap between them.  

 Letter of intimation should be delivered in time to eligible beneficiaries as soon as they are 

identified. 

 Where there is a difference of opinion between BISP and the Pakistan Post a joint enquiry 

should be instituted at the earliest by BISP offices, to ensure the beneficiary does not suffer. 
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Grievance Case Study Number: G-KPK-05 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Layak Zada 

Widow of: Nazar Rehman 

Complainant, if not beneficiary herself: Ali Sher Khan (brother in law) 

Address: Hinjal Kheil, Bannu 

CNIC Number: 11101-7757880-0 

PSC form number: 29003174 

Date Study Conducted 16
th
 December 2011 

 

1. Summary of the case study 
 

Layak Zada widow of Nazar Rehman belongs to Hinjal Kheil Amir Khan, District Bannu. She 

lives with her 7 children (6 female and 1 male). Her husband, Nazar Rehman died a few years ago 

and her brother-in-law, a tailor by profession, now supports her and the children. 

 

Layak Zada has been declared as a BISP beneficiary after the Poverty Score Card (PSC) phase of 

the cash grant scheme, which was held in October 2010. Her PMT score stood at 15.33 but she 

has yet to start receiving the cash grant because her CNIC was not available at the time of survey, 

thus she was declared as an ‘eligible household with discrepancy’. 

 

Ali Sher Khan, the bother-in-law of Layak Zada, went to the BISP Divisional Office Bannu to 

submit a copy of her CNIC on the 10
th
 November 2011but her case is still pending in the BISP 

records. 

 

2. Beneficiary/ complainant’s profile/background information 
 

Living in the poor localities of the district Bannu KPK, Layak Zada is a 39 year old house wife 

who lives with 7 children. Layak Zada is an uneducated and unskilled widow who wishes to 

educate her children and make their future bright but as widow and being dependent on her in-

laws she is unable to make her dreams a reality. 

 

The home of Layak Zada Bibi was built on a 1 Marla plot and consisted of only 1 katcha room 

with no wash room or kitchen facilities. The house has a single pit latrine but it is very old and is 

shared by all households that dwell in the compound and shared by her extended family. No 

drainage system was present and the line was connected to the open main drainage line in the 

street. 

 

The village Hinjal Amir Khan Khel is located 5 kms away from main town of Bannu. As the 

village is near to the main city therefore people of the village had easy access to the city and most 

of the time they travel by foot to reach there. The people of the village rely on the city for their 

daily needs and other facilities like hospitals, schools etc. 

 

3. Background of Relationship with BISP 
 

The family of Layak Zada thought that they knew about the BISP program. They thought that the 

program is run by the Pakistan People’s Party. They were of the view that the program is for the 

poor and the only criterion of eligibility is poverty. 

 

Her family knew the very basics about the survey because of the efficacy of the forward 

campaign. The survey itself was conducted in October 2010 and she got an acknowledgment slip 
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on the spot. At the time of the survey Layak Zada did not possess a computerized CNIC; it was 

still being made by NADRA. She was issued the CNIC after the PSC survey was held. 

 

If Layak Zada avails the cash grant she plans to use it to educate her children and reduce the 

burden on her in-laws. 

 

4. How did the complaint/grievance emerge? 
 

Layak Zada did not receive any letter of intimation which could inform her about being eligible 

for the BISP cash grant. She also had not received any letter informing her about discrepancy of 

her CNIC and that she needs to submit her CNIC to remove her ‘discrepancy’. 

 

Her brother-in-law visited the Divisional Office to check her status and the BISP staff told him to 

submit a copy of Layak Zada’s CNIC along with an application.  They told him that her CNIC 

number was not recorded in the survey  as she did not have a valid CNIC at the time. 

 

Ali Sher Khan brother in law of Layak Zada visited the BISP Divisional Office Bannu on the 10
th
 

November 2011 and his complaint was launched on the same day. An acknowledgment on a slip 

of paper was given to him for his reference. No result has as yet been conveyed to the beneficiary 

and one surprising fact is that the BISP Divisional Office still has the case as pending. Until this 

case study was developed, the office had not forwarded the case to the BISP headquarters for 

resolution. 

 

5. Processing of the case 
 

Ali Sher Khan launched a complaint at the BISP Divisional Office Bannu on the 10
th
 November 

2011. On the same day, the case was entered in the records of the BISP Divisional Office Bannu 

but was not forwarded for further processing of the case to the BISP headquarters. After entering 

the case in the register and Computer excel sheet the case was kept in a file for complaint cases. 

The case was still pending in the divisional office. No brochure or any written guidance  was 

given by the BISP divisional office to the beneficiary. 

 

6. Observations 
 

a. General observations 

 

The Hinjal Amir Khan is located 5 kms away from the main town of Bannu. As the village 

was near to the main city therefore people of the village had easy access to the city and the 

people of the village rely on the city for their daily needs and other facilities like hospital, 

school etc. It took Rs. 20 for a single visit to Divisional Office via local pickup (Datsun). The 

complainant did not visit the Office again to inquire about the status of the complaint. 

 

b. Observation at beneficiary level 

 

It was clear from their economic condition that Layak Zada was not in a position to support 

her children and house and she was entirely dependent on her brother-in-law. 

 

Her brother-in-law is a tailor by profession and supports two families simultaneously—his 

own family as well the family of Layak Zada—though he has very meagre resources. 

 

Like in many other cases, it was observed that the level of understanding among the 

beneficiaries is very low and the same is the case with Layak Zada’s family. The family was 

very poor and uneducated. The household head was still unaware about the process and 
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mechanism, he was not following up the case and the procedures required were not followed 

properly. 

 

The positive aspect of the case study is that the family income will be raised should they 

begin to receive the BISP support and they will spend it to fulfil their basic needs of life. 

 

c. Observation at BISP/Partner agency level 

 

A meeting was conducted with Assistant Director Bannu Divisional office. During discussion 

he told the case team that the cash grant scheme distribution has not yet started in Bannu. 

Furthermore, he was of the view that the complaint has not been forwarded to the BISP 

headquarters at that time. 

 

The Assistant Director demanded to have access to the CMS software as soon as possible for 

quick complaint solving. He further told the case team that no feedback is given back from 

BISP head quarter to the Divisional office for any cases submitted. 

 

7. Lesson learnt/ conclusion 
 

 Cases from the Divisional Office are not forwarded continuously and the number of cases 

sent onwards to higher levels for resolution was very low. The Divisional Office might be 

under the impression that by reporting fewer complaints they may appear to be more efficient 

to BISP headquarters. 

 

8. Recommendations 
 

 After the PSC survey was held and household declared as beneficiary, no formal 

communication was made from the BISP. There is a need to ensure in time delivery of 

eligibility/discrepancy letter to the beneficiary. This may also be helpful if the beneficiaries 

are informed and educated about the complaint registration mechanism. 

 A proper mechanism should be developed by the BISP and NADRA for those people whose 

CNIC are not yet issued but they are in possession of a  token. If NADRA manages to 

automatically update the token number with the newly issued CNIC number in the BISP 

database, this would be a great help to the beneficiaries. Then the discrepancy will 

automatically be removed and the beneficiary status updated and they would not need to 

lodge a complaint for the CNIC update. 

 There is a need for creating awareness among women regarding the cash grant program since 

it is especially designed to empower women. 

 Eligibility criteria may also be communicated at a mass level to avoid confusion especially 

among poor households who believe they are entitled beneficiaries. 
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Grievance Case Study Number: G-KPK-06 

Nature of Case CNIC Update 

Complainant/ Beneficiary Sandora Bibi 

Wife of: Palam Khan 

Complainant, if not beneficiary herself  

Address Tajori Tehsil Tank, Di Khan 

CNIC Number 12201-582296-4 

PSC form number 30270257 

Date Study Conducted 17
th
 December2011 

 

1. Summary of the case study 
 

Sandora bibi wife of Palam Khan belongs to the Tajori Tehsil Tank, D.I Khan. Her family 

consists of her 10 children (4 Male and 6 female);  her husband has left her and is living with his 

second wife in Punjab. When other people started receiving cash grants, Sandora Bibi visited the 

BISP office to ask about her cash grant.  

 

Assistant Complaints officer in the BISP Divisional office informed Sandora Bibi that her CNIC 

number was entered wrongly while filling the PSC during the survey. Therefore she has to bring a 

copy of her CNIC along with a written application to lodge a written complaint. Sandora Bibi did 

the same and lodged the complaint for removal of discrepancy on 7/10/2011 in the BISP 

Divisional office D.I. Khan. BISP Divisional Office forwarded the case to the BISP Headquarters 

on 16/10/2011 for redressal but no result has as yet been conveyed back and the case is still 

pending. 

 

2. Beneficiary/ complainant’s Profile/Background information 
 

Sandora Bibi is a 46 year old illiterate woman, and a domestic labourer, living in Tajori Tehsil 

tank, Dera Ismail Khan, KPK. After remarrying, her husband Palam Khan left Sandora bibi and 

one daughter in the village and migrated with his newly married wife and the rest of their nine 

children to Punjab, without providing them any financial support. 

 

Sandora Bibi is the mother of ten children (4 male and 6 females). She lives in a small 5 marla old 

katcha house having a katcha room with no washroom and kitchen. A hand pump is installed 

inside the house for fetching clean drinking water. The street, where her house is situated was 

unpaved and katcha therefore no drainage and sanitation system existed.  

 

Sandora Bibi is working as a domestic labourer in the house of a local Khan on Rs.2000/ per 

month. Sandora Bibi and her daughter who is seven years old are dependent on the charity of 

people for food items. She does not own any agriculture land. The primary school was at a 

distance of 2 kms while the hospital at a distance of 10 kms from the beneficiary’s house. 

 

Tajori is a small village located in Tank Tehsil of D.I. Khan Division, and a link road of 10 kms 

leads to Sandora’s house from the main Tank road. There are round about 15 to 20 houses in the 

village. The distance from the market was also about 10 kms. 

 

3. Relationship with BISP 
 

She was declared a beneficiary after the PSC survey held more than six months ago. A survey 

team visited her house and filled the PSC form at her door step. A survey slip was given to her by 

the survey team. 
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No letter of eligibility or discrepancy was sent to Sandora Bibi from the BISP office. People in the 

locality were getting cash grants therefore they visited BISP office to check their status BISP told 

them about the discrepancy in CNIC. She had a valid CNIC at the time of survey but the survey 

team did not write down her correct CNIC number. 

 

Sandora Bibi was satisfied with the behaviour of the BISP staff and she was of the view that the 

staff behaved very well and treated her very politely. 

 

She was unaware about the complaint mechanism because she was illiterate and poor. Therefore, 

she was unaware as to how and where to lodge a complaint to resolve her problem. 

 

If she receives the cash grant, she will spend it on the education of her child and will also spend it 

on medical expenses. 

 

4. How did the complaint/ grievance emerge? 
 

Beneficiary was unaware of the problem and only when the people in the neighbourhood started 

receiving cash grant instalments, did she visit the BISP Divisional office D.I. Khan to check her 

status. The BISP office informed her that she had a discrepancy in her CNIC, which was wrongly 

entered in the survey form. The staff guided her to submit a copy of CNIC and application in this 

office for the redressal of her grievance. She followed the instruction of the BISP staff and 

submitted the copy of the CNIC along with her application in the Divisional office by hand to 

register her complaint. No complaint acknowledgment number/receipt was given to Sandora bibi. 

 

5. Process of the case 
 

Sandora bibi filed her case at the Divisional office D.I. Khan on 7/10/2011, while BISP Divisional 

office forwarded the same for redress to the BISP Headquarters on 16/10/2011. No action or 

feedback had been received from BISP Headquarters to the beneficiary or the BISP Divisional 

office D.I. Khan in relation to this case and the result was still pending at the time of this 

investigation. 

 

Sandora Bibi also visited the Divisional office D.I. Khan for follow up, she visited twice but no 

result has yet been conveyed to her. She spent Rs 150 on each visit to the BISP Divisional Office 

to follow her complaint. 

 

6. Observations: 

 
a. General observations: 

 

The prescribed BISP complaints process is based on electronic filing/redressal of complaints 

while the complaint management system is yet to be made operational. Presently the staff is 

maintaining the complaints in an Excel sheet. They also prepare a summary of the complaints 

for submission to higher offices. They expect that the complaints will be addressed in a timely 

manner after access to the CMS has been initiated. 

 

b. Observation at beneficiary level 

 

The beneficiary was included in the BISP under the second Phase of Poverty Score Card 

program. She was satisfied with the complaint mechanism but she adds that the process is 

very slow. Although she was unaware of her PMT score she knew she was eligible for the 

cash grant. 
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As the beneficiary was illiterate, she had limitations in properly following up her case. There 

was also a communication gap evident because BISP Divisional office D.I. Khan did not get 

any feedback from BISP Headquarters regarding the case. 

 

c. Observation at BISP/payment agency level 

 

When a complaint was received at Divisional office D.I. Khan, they registered the complaint 

in a computer Excel sheet and monthly summary report is prepared regularly to process such 

complaints further. The complaint is sent to the BISP Headquarters for processing. The 

D.I.Khan office indicated that despite reminders to Headquarters, no feedback had been 

received.  No acknowledgment slip/ receipt was given to the beneficiary against the complaint 

registered.  

 

7. Lesson Learnt/Conclusion 
 

 In this case, Sandora Bibi submitted a written application along with CNIC in the Divisional 

office D.I. Khan and the office sent her case to the BISP Headquarters. However, at the time 

of the study no result had yet been conveyed back to the beneficiary or the Divisional office.  

 The awareness level of the beneficiary was very low therefore she could not follow her case 

properly and the complaint mechanism appeared to be confusing to both, the beneficiary and 

BISP Divisional staff. 

 It was also observed that the Partner Organization, who conducted the survey in the area, also 

made some mistakes while noting the CNIC number of the beneficiary. 

 

8. Recommendations: 
 

 It is important that awareness should be given to the beneficiary about where receiver women 

can file complaints. 

 Access to the CMS should be given to the Divisional office so that such minor problems can 

be addressed on the spot in grievance cases. 

 An acknowledgment of the complaint lodged and feedback should have been given to the 

BISP Divisional office about the result of the complaint. 

 A letter should be also issued to the beneficiary about the result of the case so that the 

beneficiary does not visit the Divisional office repeatedly. Partner organizations should take 

care while noting the information especially writing down the CNIC number by properly 

training the enumerators.  
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Grievance Case Study Number: G-KPK-07 

Nature of Case CNIC Update 

Complainant/ Beneficiary Tajida  

Wife of: Afsar Ali 

Complainant, if not beneficiary herself Afsar Ali (Husband) 

Address Kotabad Sherabad Palo Dheri, Mardan 

CNIC Number 1610111765226 

PSC form number 6741290 

Date Study Conducted 15
th
 December 2011 

 

1. Summary of the case study 
 

Tajida bibi w/o Afsar Ali lives in village Kotabad of District and Tehsil Mardan. She has 5 

children (4 female and 1 male). Her husband is a Naib Qasid in a government department. Tajida 

Bibi has been declared as a BISP beneficiary for the cash grant scheme but has not been able to 

receive the cash grant because of a discrepancy in her CNIC.  

 

She was informed about the discrepancy, when she visited the Post Office to inquire about her 

status. The Postman told her that there is a discrepancy in her CNIC. She made a written 

complaint in the Divisional BISP office Mardan on 16/08/2011. BISP Divisional Office 

forwarded the case to the BISP headquarters on 10/10/2011 for redressal. The case is still pending 

and unresolved. 

 

2. Beneficiary/ complainant’s profile/background information 
 

Tajida bibi wife of Afsar Ali is a 35 year old illiterate housewife. She is living with her five 

children and a husband in a nuclear family. The house, in which Tajida Bibi and her family live, 

is a 5 Marla old house, one half katcha pacca room with wash room and separate toilet facility. 

The family uses the hand-pump water for drinking, which is installed inside the house. Household 

drainage line is connected to the outside open drainage line.  

  

Afsar Ali husband of Tajida Bibi is working in the Income Tax Department Mardan as a Naib 

Qasid. His monthly income is Rs.10,000/. There is no health facility in the village and the nearest 

hospital is available at a distance of 15 kms. One primary and one middle school are at 2 kms 

distance from the Beneficiary’s house.  

 

Kotabad is a small village in Rustom, Mardan District and 15 kms link road leads to the village 

from main road Rustom. The village consists of 70 houses. The nearest market is at 5 kms 

distance.   

 

3. Background of Relationship with BISP 
 

Tajida Bibi and her husband Afsar Ali were totally unaware of the BISP program eligibility 

criteria. What they know is that BISP is a cash grant program for the poor. Though they were 

aware about the survey process because the survey team went to their doorstep a year ago and she 

got a slip of acknowledgment for the survey held. She was not aware of who had filled her form 

but she acknowledged that a team came here to fill the form. 

 

4. How complaint/grievance emerged? 
 

Tajida Bibi did not receive an intimation letter which could inform her about being eligible for the 

BISP cash grant or could show the discrepancy and provide further guidance. When Tajida bibi 

and her husband visited the Post Office to collect the cash grant, the Postman told them that 
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though you are an eligible beneficiary there is a discrepancy in the CNIC. To get further 

information or to lodge a complaint, she needs to report to the BISP office concerned.  

 

Following the Postman’s advice, Tajida Bibi and her husband visited the Divisional Office Sheikh 

Maltton Mardan and lodged a complaint to resolve the problem. 

  

5. Process of the case 
 

Tajida Bibi and her husband launched the complaint in the BISP Divisional Office Mardan on 

16/8/2011. BISP office forwarded the same to the BISP Headquarters for redressal on 10/10/2011. 

The case is pending and no result was conveyed to the beneficiary and to BISP Divisional Office 

by BISP Headquarter at the time of the study. 

 

6. Observations 

 

a. General observations 

 

In this case, the beneficiary was provided information by the local Post Office which also 

guided her to lodge a complaint in the BISP office concerned, which is 40 kms away from 

their home. 

  

b. Observation at beneficiary level 

 

Due to the economic condition of the beneficiary, they were not in a position to afford 

frequent visits to the BISP office. Afsar Ali used Suzuki and Xingchi to reach the BISP office 

which costs him 90 rupees per visit. Afsar Ali and his wife want to educate their children and 

want to improve their standard of life. The cash grant will help the family to purchase the 

daily food commodities and will help them to educate their children. 

  

c. Observation at BISP/Partner agency level 

 

BISP offices record the complaints without issuing an acknowledgment, which is the case for 

all complaints, registered in the office. They usually develop a summary of the cases and 

forward this to BISP Headquarters for redressal on monthly basis but in this case they took 

two months to forward the case to higher office.  

 

A meeting was conducted with the BISP Assistant Director and Assistant Complaints 

regarding responses to the complainants. The staff was of the view that there is no access to 

the system of CMS therefore we cannot confidently and promptly reply back to complainants.  

 

7. Lesson Learnt/ Conclusion 
 

 Like in many other cases, it was noted that the level of understanding among the beneficiaries 

is very low and, this is the case with Tajida bibi’s family. The family was very poor and 

illiterate and was still unaware about the process and mechanisms to be followed. Hence the 

beneficiary was not following up the case and the procedure proactively. 

 The family was very excited at the prospect of the cash grant and has made plans to spend it. 

They want to spend the money on daily food needs and to buy books and uniforms for their 

children. 

 The Postman helped the beneficiary to launch a complaint in the Divisional office but she is 

also satisfied with the behaviour of the BISP Divisional staff. The family was unaware about 

the exact criterion for the eligibility and the complaint mechanism. 
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8. Recommendations 
 

 There is a need to ensure delivery of eligibility letter or discrepancy letter to the beneficiary. 

It may also be helpful if the beneficiaries are informed and educated about complaint 

registration mechanisms. 

 It was  observed that post office staff was untrained and unaware of the BISP mechanism and 

process. Post Office staff should be trained and educated to make the process more 

comfortable and streamlined for beneficiaries.  

 There is a lot of need for creating awareness among the women regarding the cash grant 

program since it is especially designed to empower women.  

 Eligibility criteria may also be communicated at a mass level to avoid confusion especially 

among poor households who believe themselves to be beneficiaries as they are poor. 

 It was suggested by the beneficiary that the payment system should be computerized and the 

grant should be distributed through ATM card.  
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Grievance Case Study Number: G-KPK-08 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: Zameeda Bibi 

Wife of: Javeed khan 

Complainant, if not beneficiary herself: Javeed khan ( husband) 

Address: Rustom Road Muslimabad, Mardan 

CNIC Number: 16101-4110030-6 

PSC form number: 5010550 

Date Study Conducted 14
th
 December 2011 

 

1. Summary of the case study 
 

Zameeda Bibi w/o Javeed khan lives in Muslimabad, Rustam Road Mardan, she has 9 children (4 

female and 5 male). Her husband is a farmer by profession in the village and working as a tenant 

in the local lands. 

 

Zameeda Bibi has been declared as a BISP beneficiary for the cash grant scheme after the Poverty 

Score Card (PSC) survey was held in January 2011, after which her PMT score stood at 5.65. 

When she went to the Post office to receive the cash grant, the Postman told her that her money is 

not sanctioned yet therefore she needs to visit the BISP office. Upon visiting Divisional Office, 

she came to know about her discrepancy in her CNIC.  

 

The BISP office told her that she needs to lodge a complaint for removal of discrepancy which 

they did on 8
th
 October 2011. Divisional Office further sent the complaint to the BISP 

headquarters on 10
th
 October 2011 but still as of May 2012, the case is pending for resolution. 

 

2. Beneficiary/ complainant’s profile/background information 
 

Zameeda Bibi wife of Javeed Khan is 36 years old, and both husband and wife are uneducated. 

Zameeda Bibi has nine children, all are minors. The house in which she lives with her family is 6 

Marla’s and an old house with one room only. They have no proper kitchen, washroom and toilet 

facility within the house. The family has no access to  clean drinking water. They have to fetch 

water from the hand pump installed in their neighbourhood. No drainage and sanitation system 

exists in the locality.  

 

Javeed khan is a farmer by profession and has kept some animals for selling. The family average 

monthly income is Rs. 4000 to 5000. Household does not own agriculture land and there is no 

access to the health and education facilities close to their premises. 

 

Muslimabad is an isolated village, consisting of some 130 households.  A small unpaved link road 

leads to the village; market, hospital, and High school which are about 20 Kms away from the 

village. 

 

3. Background of Relationship with BISP 
 

The husband of Zameeda Bibi was somewhat aware of the BISP program, which he learned about 

through the few aware and literate persons of the locality, but she herself only knows that it is a 

cash grant for the poor and believes the funds came from an NGO. 

 

She was not part of the BISP Phase-1. Moreover a discrepancy occurred due to the fact that she 

did not have her CNIC at the time of survey. The survey team only entered the receipt number 
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from NADRA, which she was issued before the PSC survey. The PSC was conducted in her area 

in January 2011. She was also issued a slip of acknowledgment. 

 

4. How complaint/grievance emerged? 
 

When Zameeda bibi and her husband visited the Post office to collect the cash grant, they were 

informed that their cash was not yet sanctioned therefore they need to visit the BISP office 

concerned. During the month of July 2011, she was issued her new CNIC by NADRA. On 8
th

 

October 2011, they visited Divisional Office Mardan where they came to know about some 

discrepancy with her CNIC details. 

   

Zameeda Bibi did not receive any intimation letter which could inform her about being eligible 

for the BISP cash grant. She also did not receive any letter informing her about discrepancy in her 

CNIC number. Zameeda Bibi and her husband were unaware of the complaint mechanism in the 

BISP office. 

 

5. Process of the case 
 

After learning from the Postman about the whereabouts, Javeed Khan found the BISP Divisional 

Office in Sheikh Maltoon area of Mardan, the only office where their grievance could be 

addressed. He was unaware of other offices in the district.  

 

Javeed Khan lodged a complaint in the BISP Divisional office Mardan along with a photo copy of 

his wife’s CNIC on 8
th
 October 2011. On the same day a complaint was recorded in the Divisional 

office Mardan. After recording the case in a register and excel sheet, the case was sent to the BISP 

Headquarters on 10
th
 October 2011 for redressal but as yet no result has been conveyed to the 

beneficiary and nor has the case  been resolved.  

 

6. Observations 
 

a. General observations 

 

The Surkh dairy is a small village located in the District of Mardan 65 Kms away from the 

main town of Mardan   It has few basic facilities of life with no gas, no proper water and 

sanitation facilities, no health or proper education facilities.  

 

The home was of 5 Marla and very old, with only one room which was katcha with no wash 

room and kitchen, and a pit latrine. There was no drainage system and the lines were 

connected to the open main drainage line in the street. 

 

b. Observation at beneficiary level 

 

It was clear from the economic condition of the household that they were not in a position to 

afford the visits to the BISP office which was 65 Kms away from the home of beneficiary. 

 

Javeed Khan used Suzuki car general transport and Xingchi to reach the BISP office which 

cost him Rs. 80 per visit. Javeed khan and his wife want to educate their children and want to 

improve their standard of life. The cash grant will help the family to purchase  daily food 

commodities and will help them to educate their children. 
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c. Observation at BISP/Partner agency level 

 

BISP official are of the view that if CMS access is activated at the Tehsil level, the 

beneficiaries may get good support to resolve their issues. 

 

7. Lesson learnt/ conclusion 
 

 The local villagers help him to lodge a complaint in the BISP Divisional Office although he 

was not satisfied from the behaviour of the BISP Divisional staff.  

 The family was unaware about the exact criterion for the eligibility and complaint 

mechanism. 

 

8. Recommendations 
 

 There is a need to ensure delivery of eligibility letter or discrepancy letter to the beneficiary. 

It would also be helpful  if the beneficiaries are informed and educated about complaint 

registration mechanisms. 

 It was  observed that the Post office staff was untrained and unaware of the BISP mechanisms 

and process therefore post office staff should be trained and educated to make the process 

more comfortable and streamlined for beneficiaries.  

 There is a great need for creating awareness among the women regarding the cash grant 

program since it is especially designed to empower women. 

 Eligibility criteria may also be communicated at a mass level to avoid confusion especially 

among poor household who believe they are eligible beneficiaries. 
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Grievance Case Study Number: G-KPK-09 

Nature of Case: Exclusion error 

Complainant/ Beneficiary: Renaza  

Wife of: Aitabar Shah 

Complainant, if not beneficiary herself: Aitabar Shah 

Address: Zara Maila, Jarma Kohat 

CNIC Number: 21604-7188225-0 

PSC form number: 5388482 

Date Study Conducted 13
th
 December 2011 

 

1. Summary of the case study 
 

Renaza wife of Aitabar Shah belongs to Zarma, Kohat. Her household has been declared as an 

eligible household but with discrepancy after the Poverty Score Card (PSC) survey was held in 

June 2011. Following the results, Surat Khel, Renaza’s mother-in-law, was the only woman, 

declared as an eligible beneficiary under the cash grant programme.  

 

Renaza being a married woman and having a disabled child was not declared as a potential 

beneficiary, though she is part of the same roster under which Surat Khel has been declared as a 

potential beneficiary. Moreover, the household has been declared as an eligible household with 

discrepancy. Neither did the household know why the discrepancy came about nor could the BISP 

Tehsil Office Kohat detect the discrepancy. 

 

BISP Office wisely suggested the family  submit CNICs of both Surat Khel and Aitbar Shah for 

their data to be updated in the BISP records jointly.  They lodged a complaint on 30
th
 September 

2011 at the BISP Tehsil Office Kohat by submitting the CNICs of all three mentioned above, 

which was subsequently forwarded to the BISP Divisional Office Kohat, within a week of the 

complaint being lodged. 

 

The BISP Divisional Office forwarded the case to the BISP headquarters on 15
th
 October 2011 for 

redressal but as of May 2012, the case was still pending and yet to be resolved.  

 

2. Beneficiary/complainant’s profile 
 

Renaza wife of Aitabar Shah is a 20 year old house wife, belonging to the Village Zara Maila, 

Jarma Kohat, KPK. She has 3 children who all are under 5 years of age, among them one was  

disabled. She is the only daughter in law of Surat Khel as Surat Khel’s other 4 sons were as yet 

bachelors but  part of the same household. They all live in a 10 Marla’s house comprised of 4 

katcha rooms, with no kitchen and washroom facility. They were using a dry pit latrine for 

defecation. Aitbar Shah was a farmer by profession. One of her daughters was paralyzed and 

Renaza was responsible for caring for her and also  other household responsibilities. Renaza bibi 

and her husband were uneducated and unskilled. The only livelihood source of the household was 

farming on someone else’s land. 

 

Jarma was 7 and half Kms away from the main road, the area was densely populated, and around 

60 houses were  in the village. A katcha road leads to the beneficiary’s house while the street in 

which she lived was not properly paved, and a drainage system was missing for the whole village. 
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3. Beneficiary’s Relationship with BISP 
 

Renaza is part of a household that has been declared as  eligible but with discrepancy.  

Surprisingly  she was not declared as a potential beneficiary despite being part of the same family 

roster and being a mother of 3 children, one of whom is disabled. 

 

In June 2011, the PSC survey team visited the area to fill the PSC form, and also went to the 

doorstep of the Renaza to fill her form. An acknowledgment slip was  issued to the husband for 

future references. However, no letter of intimation was received by the beneficiary from the BISP 

about the eligibility/discrepancy. 

 

Renaza and her husband knew about BISP, as the survey team told them about it as an 

organization that supports the poor. She thinks of it as the  Benazir Fund to help the poor. She told 

the TPE team that if they  receive the cash grant they will spend it on the treatment of her 

paralyzed daughter and to buy  daily food items. 

 

4. How did the complaint/ grievance emerge? 
 

Through a friend at a net cafe, Aitbar Shah came to know that his mother Surat Khel has been 

declared as a potential beneficiary but with discrepancy and though his wife Renaza Bibi is part of 

the family roster they were not declared as potential beneficiaries. When he contacted the BISP 

Tehsil Office Kohat, the staff could not determine the real cause of the discrepancy and could not 

provide a credible explanation for why  Renaza has not been declared as a potential beneficiary. 

The staff asked Aitbar Shah to lodge a complaint by submitting their CNIC’s and suggested that 

by this route not only would the discrepancy be removed but  Reenaza would also be declared as a 

potential beneficiary in the same household.  

 

5. Processing of the complaint 
 

The husband of Renaza visited the BISP tehsil office Kohat on 30
th
 September 2011 and lodged a 

complaint to remove the discrepancy shown against their household, as well as to  declare Renaza 

as a potential beneficiary as she is part of the same family roster. However, the Complainant 

informed us that he did not follow up the case, after lodging it, because he is poor and it cost him 

Rs. 200 for a single visit which he could ill afford. 

 

The complaint was lodged in the BISP Tehsil Office Kohat on 30
th
 September 2011 and entered 

on the same day in the Tehsil office record. After receiving the complaint in the BISP Tehsil 

Office Kohat, the case was forwarded to the BISP Headquarters  on 15
th
 November 2011.  

However, t no result has as yet been conveyed from the BISP head quarters and the case was still 

pending as of May 2012. 

 

6. Observations 
 

a. General observations 

 

It was observed that one of her daughters was paralyzed and was not able to move by herself, 

and the mother was responsible for her care and to feed her. It was also observed that the PSC 

survey team did not note down the CNIC number properly therefore a discrepancy was raised 

in the beneficiary form. 

 

The family was very poor and could not afford the cost of follow up with the BISP tehsil 

office Kohat. 
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b. Observations at beneficiary level 

 

It was observed at the beneficiary level that she was satisfied with behaviour of the BISP 

Tehsil office and did not express dissatisfaction with the lack of outcome to date. 

 

c. Observations at BISP/Partner agency 

 

It was observed at the BISP Tehsil office that the case was registered according to the 

prescribed procedure for complaint redressal and lodging system but no result or any 

feedback had been given back to the tehsil office and to the beneficiary. As yet Renaza had 

not been declared as a potential beneficiary. 

 

It was also evident that the issue had arisen because  the partner organization, SRSP, who 

conducted the survey in the area, had not filled in the PSC form correctly. . 

 

7. Lesson learnt/ Conclusion 
 

 It is learnt from the case study that no letter of intimation had been sent to the beneficiary 

from the BISP office to inform them about the eligibility/discrepancy. 

 It is also concluded from the case study that there is a lack of feedback between BISP regional 

offices and headquarters which hampers the timely resolution of pending cases.. 

 

8. Recommendations 
 

 A letter of intimation should be sent to the beneficiary about the discrepancy/eligibility and 

information about how and where to launch complaints and the complaint redressal process 

should be provided as well. . 

 Access to the CMS should be given to the BISP offices at all tiers so that they can solve the 

problem in the concerned office within the proper time period. 

 Partner organizations should have been monitored in order to assess the accuracy of 

enumeration and data entry, which could have reduced the volume of complaints related to 

inaccurate or incomplete data.   

 A system through which people can receive the latest updates from BISP, by sending their 

PSC form number could expedite the process and reduce traffic in the system. 
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Grievance Case Study Number: G-KPK-10 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Kalsoom 

Wife of: Bar Bostan 

Complainant, if not beneficiary herself: Bar Bostan (husband) 
Address: Landikas Khwazakhela. Swat 

CNIC Number: 15605-0568960-6 

PSC form number: 4845728 

Date Study Conducted 20
th
 December 2012 

 

1. Summary of the case study 
 

Kalsoom wife of Bar Bostan resident of Landikas Khwazakhela, district Mingora, Swat, belongs 

to a poor family. Her husband Bar Bostan is a disabled person with a disability in  one hand. After 

the Poverty Score Card (PSC) survey, which was held in December 2010, other declared 

beneficiaries started receiving cash grants in her village. She  urged  her husband to check  for her 

cash grant from the BISP Tehsil Office Khwazakhela, where she came to know that she has a 

CNIC discrepancy because at the time of the survey, her CNIC number was not recorded. 

 

Kalsoom and her husband Bar Bostan lodged a complaint accordingly in November 2011 by 

submitting CNICs of all the household members.  The BISP Tehsil Office could not find the 

specific date of the case lodging and forwarding. They did not maintain date wise records. 

According to the staff the case has been forwarded to headquarters within 10 days of the case 

being lodged and though her data is updated  as of May 2012 she still awaits her MOs to be 

generated. 

 

2. Complainant’s profile/background information 
 

Kalsoom wife of Bar Bostan is a 21 year old uneducated house wife; while Watan is the mother in 

law of Kalsoom.  They belong to the village Landikas Khwazakhela, KPK, Swat. Both are living 

in a small house of one and half Marla comprising 2 old small katcha rooms, with no facility of 

washroom and kitchen.  The family fetches water from the stream, and the street where the 

household is located is without a drainage and sanitation system. Kalsoom has two children who 

are going to school. 

 

Bostan, the husband of Kalsoom is disabled in one hand and unable to work properly. Sometimes 

he sells soap and earns Rs. 200 per day but often he just remains at home. Her Mother-in-law, 

Watan is also on the same roster as a potential beneficiary. She remains ill. The household does 

not own agriculture land and has no easy access to  health and education facilities. 

 

Landikas is a small village and no proper road and street lead to the beneficiary’s house. Market, 

school and hospital are at one kilometers distance from the beneficiary’s house, while the BISP 

Tehsil office is at a distance of one and half kilometers only, which enabled Bostan in his visits.  

 

3. Beneficiary relationship with BISP 
 

Kalsoom was declared as a beneficiary after the PSC survey conducted in the area somewhere in 

December 2010, though she could not recall the month or date. She was not getting the cash grant 

due to her because of a discrepancy and she did not know about the discrepancy. A slip of 

acknowledgment was issued to the husband of Kalsoom for  future reference at the time of the 

survey. 
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The household do not know details about the BISP and have no idea who is running the program. 

Kulsoom’s husband told us that if they got the cash grant they will spend it on the education of 

their child and to buy the daily food commodities. 

 

4. How did the complaint/grievance emerge? 
 

Kulsoom’s CNIC number was not recorded at the time of the survey and therefore when they 

were declared as an eligible household, the discrepancy  appeared against her status. She did not 

receive any intimation letter which could inform her of the discrepancy and rather came to know 

about the discrepancy when she enquired about her status herself. At the BISP Tehsil Office 

Khwazakhela, she came to know that she has a discrepancy and needed to update her CNIC by 

lodging a complaint and submitting the CNICs of all adults on the roster. 

 

5. Process of the case   
 

Bar Bostan and Kalsoom lodged a complaint for the removal of the discrepancy in November 

2011 at the Tehsil Office Khwazakhela Swat on an unknown date because the Tehsil office didn’t 

maintain any date wise data regarding complaints. 

 

The case was filed in the Tehsil office and further sent to the BISP divisional office in the same 

month from the Tehsil office for redressal. The BISP staff stated that they did not withhold a case 

for than 10 days and try to forward to the BISP headquarters at end of the every week. Kulsoom’s 

data has been updated as shown by the website as of May 2012 but  her MOs are yet to be 

generated. 

 

6. Observations 
 

a. General observations 

 

It was observed that the redressal mechanism was very slow and no feedback system was 

established between the BISP headquarters and lower offices. It was also observed that due to 

the lack of data maintained by the Tehsil office the processing of the case could not be 

tracked properly. 

 

b. Observations at beneficiary level 

 

Kulsoom’s husband was disabled and not able to work properly. The complainant was 

satisfied with the behaviour of the BISP tehsil staff while unsatisfied with the redressal and 

results of the case as no moneys had been received. 

 

c. Observations at BISP/Partner agency 

 

The BISP Tehsil Office Khwazakhela was not following the prescribed procedure and 

standards of the BISP complaint registration mechanism. It was lacking logistics, stationary 

and equipment which were important tools to run the system smoothly. 

 

7. Lesson learnt 
 

 It was learnt from the case study that Bar Bostan registered the complaint in November 2011 

but no result had yet been conveyed to him, despite the fact that the data has been updated. 

Moreover, while her data has been updated  her payments are not yet generated. 

 It was also learnt from the case study that the partner agency, which conducts the PSC survey 

in the area also made mistakes while noting the data on the form. 
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 The BISP Tehsil office had no data regarding the case therefore it is difficult to determine  

how long this case was pending.  It was also observed that  BISP staff are not clear regarding 

different types of problems and how these could be addressed. 

 

8. Recommendations 
 

 A letter of discrepancy /eligibility should be sent to the beneficiary so that she knows about 

the status of her eligibility and can complain at the right place at the right time. 

 The BISP higher authorities should monitor the Tehsil offices in order to maintain a proper 

record there. 

 The Tehsil offices should be given access to the CMS so that grievance redressal can be 

expedited. . 

 Basic resources needed for the Tehsil office to function, should be provided such as logistics, 

stationary and equipment so that they may run the office well and keep records of each and 

every case. 

 

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-KPK-11 
 

J40252714 

GHK Consulting Ltd. 477 

Grievance Case Study Number: G-KPK-11 

Nature of Case: CNIC update 

Complainant/ Beneficiary: Azmata 

Wife of: Nasib Khan  

Complainant, if not beneficiary herself: Nasir khan (father in law) 
Address: Regi lalma Malkan Dher, Peshawar 
CNIC Number: 17301-7074049-6  

PSC form number: 7257122 

Date Study Conducted 22
nd

 December 2011 

 

1. Summary of the Case Study 
 

This is the case of Azmata Bibi, the daughter-in-law of the complainant Mr. Nasir Khan. Her case 

was mishandled because staff at the BISP Tehsil Office did not check her details available on the 

BISP website. She approached them because of the irregularity with which she was receiving 

MO’s but the Assistant Complaints told her that she has a ‘discrepancy’ which is causing the 

delay in payments. She did not in fact have a discrepancy, rather, she was eligible. 

 

She claims that she already had received her first MO in September 2011, although the website 

shows the delivery date to be  17
th
 October 2011.  The BISP staff was unaware of how the one 

instalment had been generated in the name of a woman with a CNIC discrepancy. 

 

Her family resources are perpetually strained because her husband, a driver of a private vehicle 

supports not just his own nuclear family but also his extended family; they share living quarters 

with her in-laws. 

 

Azmata Bibi’s father-in-law has filed an application at the local BISP Tehsil Office to have her 

CNIC details updated/validated and the complaint has been forwarded to BISP HQ and NADRA 

for redressal.  The BISP websites shows that she received even her subsequent MOs and there 

never was an issue with her payments. 

 

2. Receiver Woman/ Complainant’s Profile and Background Information 
 

Azmata Bibi is the 38 year old daughter-in-law of the complainant Nasir Khan. They are residents 

of Mohallah Service Colony, Afghan Market in Hayatabad Regi Lalma Peshawar. She has not 

received any formal education. 

 

She lives with her husband and six children in an old katcha house consisting of only three rooms 

with no provision for a kitchen or bathroom. As is traditional in the Tribal Belt, their living 

quarters are shared with their in-laws including her husband’s parents and his sibling’s families as 

well. Museh Parri and Alima are two other declared beneficiaries in the same household. 

 

Her husband is working as a driver of a private vehicle. He is the sole breadwinner for the nuclear 

family, but living in a joint family system he must also, from time to time, provide for his 

extended family.  As such his income is next to nothing in relation to the household’s daily 

expenses. 

 

The mohalla that her home is situated in is a katchee abadi (shanty town) with more than hundred 

houses like the beneficiary’s. The streets are all unpaved with open drains lining both sides. 

 

  



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-KPK-11 
 

J40252714 

GHK Consulting Ltd. 478 

3. Receiver Woman/ Complainant’s Relationship with BISP 
 

Azmata Bibi was not a beneficiary during the Parliamentarian’s phase of the programme. She 

participated in the Poverty Score Card (PSC) survey in October 2010 when her mohallah was 

being surveyed. She was given an acknowledgment slip after the enumerator filled her form. She 

was in possession of a valid CNIC at the time. There were three women of her family who were 

listed as heads on the same CNIC, Musehpari, Alima and Azmata herself. All three of them are 

‘eligible’ but their family roster shows their household to be ‘eligible with discrepancy’. 

 

At the close of the survey, she received an intimation letter that declared that she was ‘eligible 

with discrepancy’. Even though she was illiterate, she understood that the fact that she had 

received the letter meant that she was eligible for the cash grant. 

 

She has only a limited understanding of the program. She thinks that the money is coming from 

Benazir Bhutto’s zakat fund and knew next to nothing about the appeals/complaints process or 

any other official correspondence that must be made to initiate a complaint. She is not allowed to 

leave home without a male family member and she is not allowed to speak to any na-mehram 

males. As such she cannot pursue her complaint herself but counts on her male family members to 

do her bidding. She plans to buy food and clothes for her family with her cash grant instalments. 

 

4. How did the Complaint/Grievance Emerge? 
 

Azmata Bibi’s grievance was that she was not receiving instalments on a regular basis. In fact, her 

payments were generated and delivered according to the payment schedule devised by BISP. 

 

Her grievance surfaced when she received one instalment of Rs. 2000 in September 2011, 

although the websites shows that she received that instalment in October 2011. She then failed to 

receive any successive instalments till February 2012. No payment was generated or to be 

delivered during this interval but she was not aware of this fact and assumed her payments were 

not being generated. 

 

Her father-in-law first approached the Postman of Regi Lalma and asked him why the payments 

had been stopped. The Postman told him that he was unaware of the cause and advised him to 

make enquiries at the BISP Tehsil Office Hayatabad. 

 

He took the Postman’s advice and paid a visit to the BISP Tehsil Office Hayatabad where he was 

informed by the Assistant Complaints that there seems to an error in Azmata’s CNIC number as 

the main page of their account shows a discrepancy. The Assistant Complaint’s did not view her 

specific details. He told him if the error is resolved she will receive the rest of her entitlements. 

 

He was told that the issue needs to be resolved by the NADRA office; if he were to have a new 

CNIC issued for her and then submit it with an application to the BISP Office, it would be sent to 

BISP HQ for data correction. 

 

Neither the Assistant Complaints nor the complainant had any idea  what was the reason for the 

discrepancy with Azmata’s CNIC. The complaint was received at the BISP tehsil office 

Hayatabad on the 17
th
 October 2011, the same date on which the website shows her as having 

received her first payment. 

 

5. Processing of the Complaint 
 

Azmata’s father-in-law submitted an application to the Assistant Director of the Tehsil Office 

Hayatabad along with a copy of her CNIC. The Assistant Director (AD) of the BISP Tehsil Office 
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Hayatabad filed the complainant’s application in the complaints file and register on the 17
th
 

October 2011. He dispatched a copy to the BISP Divisional Office BISP Peshawar and BISP HQ 

on the same date. 

 

The BISP website shows that she received her subsequent MOs and her details shows that there is 

no discrepancy. 

 

6. Observations 
 

a. General Observations 

 

Azmata lives in a semi-urban area of the town. However; she is living well below the poverty 

line in an old mud house with too many people and almost no privacy. Her family is spending 

out of their pockets to go to the Hayatabad Office again and again. They have very limited 

resources which are fast being exhausted. However, they are determined to fight their case till 

they are able to get the instalments generated in Azmata’s name. They were unaware of the 

payment schedule or else they would not have lodged a complaint. 

 

b. Observations at Beneficiary Level 

 

She herself has never been to the BISP office because of cultural constraints; she only leaves 

her house to socialize with her relatives or to go to the hospital when needed. Most of the time 

the family makes do with home remedies to minimize trips to the hospital. She is not allowed 

to talk to a na mehram male. The complainant visited the BISP office 5 to 6 times 

approximately spending Rs. 60 per person on each visit. 

 

Azmata is an example of a poor girl who does not need money to find happiness. She smiled 

and said in Pashto ‘Ka da khudai hokum shawai we no zama shai de, mana bai sok na akhali 

kho ka da loi Allah hokum ne shawe we no malla he sok hum nashe raka wale’. Trasns;ated it 

means ‘If Allah is willing and this grant belongs to me I will get it and if Allah is not willing 

no one can give it to me’. 

 

You could tell from her body language that she meant what she said. She said further 

‘Moonga ba pa dakka khettana wooda ke goo kho moonga pa sakoon bande uda ke goo che 

moonga cha sara sa bad nade kari’ meaning, ’we may not sleep with our bellies full with food 

but we sleep a sound sleep as we don’t mean any ill to any one.’ 

 

c. Observations at BISP / Payment Agency Level 
 

When a payment complaint is received at any BISP Tehsil Office which falls in the 

jurisdiction of the Divisional Office Peshawar, it is filed with other complaints in a file and 

there is no acknowledgment or case number given to the complainant for future follow-up. It 

is also entered in a register and a monthly summary is prepared as an Excel file. 

 

The complaint is sent for processing to the Payment Agency/ NADRA. On submission of the 

enquiry result by the Payment Agency/ NADRA the result is filed in the same complaint file 

and no further action is taken. The complainant is not informed but if the complainant should 

happen to visit or call the BISP Office they are informed of the findings of the case. 

 

When a grievance/payment complaint reaches any level/ office of Pakistan, it is processed 

according to the established system for dealing. It defeats logic that the complainant should 

receive even the one payment that she did if her CNIC is tagged as discrepant. 
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7. Lessons Learnt/ Conclusions 
 

 The BISP staff who handled the case failed to investigate her case thoroughly or else they 

would have observed that there was indeed no discrepancy with Azmata’s CNIC details. They 

also failed to check her payment schedule. Staff was also confused as to how someone with a 

discrepancy could be receiving payments. 

 The CMS system has still not been made operational at the BISP Tehsil/Divisional level; the 

BISP officials are only keeping localized records that are made in a register and made a part 

of the complaint file. A monthly summary of complaints is prepared in an Excel file then 

forwarded to HQ for due process.  

 Except for a very few, there is no feedback from HQ regarding the forwarded summary of 

complaints. 

 The BISP officials at the Tehsil and Divisional level are dealing with a big communication 

gap; they receive no responses from HQ/NADRA regarding the forwarded complaints. 

 The complainant was not satisfied with the official mechanism. She was tired of repeatedly 

checking the status of a case which has seen no progress. 

 

8. Recommendations 
 

 BISP staff must be trained to thoroughly investigate each case to make they have diagnosed it 

correctly. 

 Failure to do so results in much undue effort being exerted by the beneficiaries who are 

unaware of almost every aspect of the program. Staff must be confident in their knowledge of 

how the system works. 

 There is a big need for raising awareness among women regarding the cash grant program 

since its fundamental objective is to empower women. 
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Grievance Case Study Number: G-KPK-12 

Nature of Case: Duplicate household 

Complainant/ Beneficiary: Safia Bibi 

Wife of: Bin Yamin 

Complainant, if not beneficiary herself:  
Address: Mohallah Jattan Wala, Tehsil; Pahar Pur Distt; 

D.I.Khan 

CNIC Number: 12103-0815392-6 

PSC form number: 28521953 eligible + 7122184- ineligible 

Date Study Conducted 13
th
 March 2012 

 

1. Case summary 

 

The case study of Safia Bibi wife of Bin Yamin falls in the category of Duplicate Household as 

her house was surveyed twice. She is declared eligible in one while ineligible in the other Poverty 

Score Card (PSC) form. The survey was held in January 2011. 

 

According to PSC form # 28521953, she is declared eligible and her address is different from the 

address given in her CNIC. She came to know about the discrepancy and duplication during her 

visit to the BISP Tehsil Office Pahar Pur for enquiring about her status, and was told that she can 

become an eligible beneficiary for the BISP cash grant, after removing the duplication. 

 

The beneficiary submitted a copy of her CNIC in November 2011 in the BISP Tehsil office Pahar 

pur. The Complaint Assistant filed the complaint and this was forwarded to the BISP Divisional 

Office, D.I. Khan and then to the BISP Headquarters in Islamabad to remove the duplication but 

as of May 2012, the issue is yet to be resolved. 

 

2. Beneficiary/complainant’s Profile/ Background information 
 

The beneficiary Safia Bibi is a 37 years old house wife with no formal education. Her family 

consists of twelve persons (seven girls, three boys and the couple). The family is residing in a four 

Marlas house with one kacha/pakka room, a bathroom but no kitchen. The family has their own 

water hand pump in their court yard.  A drainage system existed in the Mohallah which was not 

planned properly. The children are attending the Government school in town. 

 

The family has no agricultural land and no other regular sources of income. Her husband is 55 

years old, but due to illness  he is unable to work. The beneficiary is the sole breadwinner as she 

works as a maid in three houses in the adjacent mohallahs, in return she earns approximately Rs. 

1500 per month as a whole. 

 

The family is living in a congested Mohallah, Jattan wala, of the town Tehsil Pahar Pur. The main 

street was paved properly. Most of the residents are teachers and shopkeepers or on daily wage. 

Schools, Colleges and hospitals are available within walking distance in the city. 

 

3. Background of relationship with BISP 
 

Safia Bibi was included in the BISP’s Parliamentarian phase. After the PSC survey, she was again 

declared eligible for the cash grant but this time a discrepancy was marked against her status as 

two PSC form were filled for the same household. Moreover, the form which declared her 

eligible, has an incorrect address noted which is not matching with that of her CNIC. Due to the 

two different addresses, the beneficiary was marked as an eligible household with discrepancy. It 

is expected that the issue of duplication will be decided in favour of the beneficiary and the form 
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in which she is ineligible will be discarded as a BISP policy. 

 

The survey team approached  her doorstep for filling out of her PSC in January 2011. The PSC 

form was filled by one of the enumerators who issued her its acknowledgement slip. 

 

The beneficiary has  little about the BISP understanding only from   neighbourhood sources that it 

is ‘Benazir money’ and the Pakistan People’s Party distributes it among the poor families. While 

she was unaware about the criteria for being an eligible beneficiary for cash grants  like many 

others of her locality, she considers BISP as a cash grant for poor and needy people. The only 

criterion known to her was that her family is a poor one and the cash grant is for the families like 

hers. 

  

Though the beneficiary has been declared as an eligible beneficiary with discrepancy for the cash 

grant  she did not receive her eligibility/discrepancy letter. The family was unfamiliar with the 

complaint redressal mechanism but the beneficiary obtained  information from the BISP Tehsil 

Office Pahar Pur, where she lodged a formal complaint.  

 

The amount of Rs. 35000 she received in phase one was used for daily food stuff and children’s 

education and in future it will be used for her children’s education. 

 

4. How Complaint/Grievance Emerged? 
 

Her CNIC bears the address of Mohallah Jattan Wala, while village Mohallah Sultania was 

entered in her PSC form at the time of survey.  She has been declared as an eligible household but 

with discrepancy, due to the mismatching address. 

 

After being declared as a beneficiary, she was switched to the second phase but due to the 

discrepancy the payments were never generated. She considered it the stoppage of the phase one 

instalments and in this regard she visited the BISP Tehsil office  around October 2011. Here she 

came to know that though she has been declared as an eligible beneficiary in the 2nd phase as 

well, there was a discrepancy as the address in the CNIC and PSC form does not match, therefore 

she needs to remove the discrepancy first and then remove the duplication as she had two PSC 

forms filled in her name. 

 

5. Process of the Case 
 

The beneficiary visited the BISP Tehsil Office, Pahar Pur and submitted an application along with 

a copy of her CNIC around  October 2011. The Complaint Assistant at the BISP Office received 

her complaint, filed the application in complaint file No.10, and its monthly summary was 

prepared on an excel work book on 28
th
 November 2011. No acknowledgement slip was issued to 

the beneficiary that could be used as a reference in the future. The BISP Tehsil Office Pahar Pur 

forwarded the complaint via e-mail and official letter in a package of 100 complaints to BISP 

Divisional Office, D. I. Khan on 28
th
 November 2011. 

 

On receiving the complaint, BISP Divisional Office, D. I. Khan forwarded the same to its 

Headquarters in Islamabad for further necessary action and data correction in the database on the 

same date. In order to follow up on her complaint, the beneficiary visited the BISP Tehsil Office, 

Pahar Pur more than three times, but the case was pending for at BISP Head Quarters Islamabad 

and is yet to be resolved. 
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6. Observation 

 
a. General Observation 

 

The Mohallah Jattan Wala area name was changed to Mohallah Sultania one year ago, but the 

CNIC of the beneficiary was not updated in the NADRA database, due to which the 

discrepancy occurred. 

 

The slight difference of address should not have occurred if the enumerators had paid heed to 

it, and due to the negligence of the enumerators her house hold was marked as discrepant. 

While her CNIC bears the address of Mohallah Jattan Wala Tehsil Pahar Pur,  Mohallah 

Sultania Tehsil Pahar Pur was written in her PSC form. Most of the discrepant cases have 

occurred due to the errors which have taken place at the initial stage of enumeration. 

 

b. Observation at the beneficiary level 

 

Safia bibi’s husband had another wife, with whom he has four daughters and three teenage 

sons. His first wife died some years back. The beneficiary has three daughters, in addition to 

her seven step children. All the responsibility of home maintenance i.e. provision of clothes, 

food and education is on the shoulders of the beneficiary, because her husband is unable to 

work. The children are receiving an education and her two step daughters remain at home 

while helping their step-mother in domestic chores. With the two step daughters assisting in 

her  domestic responsibilities,  the beneficiary has  spare time and works the whole day in 

three houses as a maid to generate a cash income. 

 

c. Observation at BISP/ Payment Agency level 

 

The complaint was forwarded to headquarters (via the divisional office) for resolution on 28
th
 

November 2011, while according to the beneficiary the complaint was submitted in October 

2011, at BISP Tehsil Office Pahar. A register for entering fresh complaints was not 

maintained at the BISP Tehsil Office Pahar Pur, therefore, receiving dates were not available 

at the office.  This is also why acknowledgement slips could not be issued to the 

complainants. The beneficiary visited  the BISP Tehsil Office, Pahar Pur twice and each visit 

incurred her costs of Rs. 75. . 

 

While processing this complaint, the BISP Tehsil Office Pahar Pur did not follow the 

prescribed procedure as the complaint redressal system had yet to be extended at Tehsil level. 

The summary was however prepared and forwarded to the complaint to BISP Divisional 

Office, D. I. Khan via E-mail. 

 

7. Lesson Learnt/ Conclusion 
 

 In the case, the beneficiary’s CNIC bears a different address from that  entered in her PSC 

form. The addresses of her CNIC and PSC form were not matching, which  resulted in the 

discrepancy. The name of the mohallah was changed but her CNIC was not updated 

accordingly. 

 After visiting the BISP Tehsil Office Pahar Pur she came to know about the discrepancy and 

submitted her complaint along with a copy of her CNIC at the BISP Tehsil Office, Pahar Pur.  

The date of registering the complaint was not recorded at the Tehsil office as there was no 

register or practice of recording complaints in this office.  Instead the office collects complaints 

in a file, and once about 100 have accumulated sends them as a batch to headquarters.   The 

complaint was therefore pending for more than one month at the BISP Tehsil Office Pahar Pur 

and at last it was forwarded on 28
th
 November 2011 to headquarters via the divisional offices. 
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8. Recommendations 
 

 In the absence of the  CMS manual registers should be maintained in which the exact receiving 

dates and details of complaints should be recorded.  This will also mean that an 

acknowledgement and receipt can be issued to complainants for future reference.  . 

 A reception counter should be maintained at the BISP tehsil level offices, as this  may help in 

guiding and educating the complainants properly regarding their complaints.  This would 

reduce the work load on complaint handlers and result in smooth official functioning. 
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Grievance Case Study Number: G-KPK-13 

Nature of Case: Discrepant household 

Complainant/ Beneficiary: Malghalara 

Widow of: Bakht zameen 

Complainant, if not beneficiary herself: Fareedoon Khan (Ex Nazim Mingora and the person 

at his house she’s being working all her life.) 

Address: Banr latifabad Mingora, Swat , Ingaro dherai, Swat, 

Malakand 

CNIC Number: 15602-0267820-6 

PSC form number: 6802813 

Date Study Conducted 22
nd

 December 2011 

 

1. Summary of the Case Study 
 

Malghara is an elderly resident of Tahir Abad, Mingora, Malalakand, and currently lives in the 

quarters of Fareedoon Khan’s residence, where she is a domestic servant. She is a widow and has 

no children to look after her, and therefore is completely dependent on her employers for her 

wellbeing. 

 

She was visited by BISP surveyors in January 2010, who filled in her Poverty Score Card (PSC) 

form for the cash grant. However, she did not receive any confirmation letter from the BISP 

authorities in Islamabad. Fareedoon Khan, her employer and caretaker, checked her status online 

and learnt that she is tagged as belonging to a ‘discrepant household’. The website does not 

elaborate on the cause for the discrepancy. Fareedoon Khan was advised by the details on the 

website to visit the nearest BISP Office to have the problem resolved. 

 

An official complaint was registered on the 5
th
 July 2011 at the BISP Divisional Office Saidu 

Sharif, which was forwarded to the BISP headquarters in Islamabad in the same week of lodging 

the complaint. However, no action has so far been taken, and the case remains pending until June 

2012.    

 

2. Beneficiary/ Complainant’s Profile and Background Information 
 

Malghara, aged 68 years, is the childless widow of Bakht Zameen who resides in Tahir Abad 

Mingora, Swat, Ingaro Dherai, Malakand. Her husband, Bakht Zamaeen, died several years back, 

and she currently lives with Fareedoon Khan’s family working as a nanny and domestic servant. 

She is educated to the primary level and she has been attached to Khan’s family, as was her 

husband, for several years now. She took care of Fareedon Khan in his childhood, and according 

to the prevalent custom in the Swat Valley, now looks after his children as well. 

 

Even though, Malghara has no particular responsibilities, she complains that that she has no 

relations or relatives left. She expresses her gratitude to the Khan’s family for looking after her in 

her old age, and providing her with food and shelter, in return for her years of service. Malghara 

suffers from deafness and near blindness due to old age. 

 

3. Beneficiary’s Relationship with BISP 
 

During the Parliamentary Phase of the BISP program, Malghara was not considered an eligible 

recipient for the cash grants. She became part of the second phase, after the survey team visited 

her in January 2010 and filled her PSC form.  
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Malgahara expressed ignorance about BISP procedures and eligibility requirements. In the BISP 

database she is tagged as belonging to a ‘discrepant household’ and her name does not appear in 

the list of ‘potentially eligible beneficiaries’.  

 

This is confusing, since she is the only individual in the household roster. Also, being a widow 

she should be eligible by default for the program. She may perhaps have been deemed ineligible 

because her PMT is too high; because she is living with a relatively well-off family even though 

she herself is very poor. 

 

Fareedoon Khan assisted her in completion of her survey forms and other required documents, 

and was promptly issued an acknowledgment receipt by the BISP surveyors. However, no 

intimation letter from headquarters in Islamabad has so far been received by the beneficiary or her 

care takers. Once she starts receiving BISP cash grants, Malghara plans to undergo a surgical 

operation to restore her eyesight.  

 

4. How did the Complaint Emerged? 
 

When women in the neighborhood began receiving their cash grants and Malghara did not, 

Fareedoon Khan checked her details on the BISP website. Here he discovered that her payments 

are not forthcoming because she has been declared as belonging to a discrepant household. The 

reason for the discrepancy is not elaborated upon by the website. This may have been caused 

because the enumerator did not fill the complete information in the form that could not then 

calculate the PMT in the system. 

 

As per the suggestion made on the BISP website, Fareedoon Khan contacted the nearest BISP 

Office in Saidu Sharif. The staff did not know the cause of the ‘discrepant household’ tagging. 

However, he was told to produce a copy of her CNIC and to submit an application requesting her 

discrepancy be resolved. 

 

5. Processing of the Complaint 
 

In July 2011, Fareedoon Khan registered a formal complaint at the BISP Divisional Office, which 

was immediately accepted by the local authorities and forwarded to the BISP headquarters for 

further processing in the same month. 

 

To date,  no news has been received from the BISP headquarters. The complainant has walked to 

the nearby BISP Office twice; first, to lodge a complaint, and second time to inquire about the 

progress of the beneficiary’s case. Her status on the BISP website remains the same as of the 25
th
 

May 2012. 

 

6. Observations 
 

a. General Observations 

 

Malghara owns no property or land and resides in the servant quarters of Fareedoon Khan’s 

residence. During the interview process, the BISP surveyor faced considerable difficulty in 

extracting information from Malghara, who possessed no hearing aid. Most questions had to 

be rephrased and repeated several times before Malghara could understand them. Although, 

she was ill informed about the BISP program and its requirements, her documentation was 

completed successfully by her caretaker. 

 

All BISP procedures were followed as prescribed, but no reason has been offered for the 

discrepancy in Malghara’s records. 
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b. Observations at Beneficiary Level 

 

Malghara is completely dependent on her caretakers for sustenance. With no children or 

relations to look after her, the caretakers are under social and cultural obligation to assist her 

in her old age and incapacity. Faridoon Khan visited the BISP Office twice; on foot as it is at 

a walking distance from his home. 

 

c. Observations at BISP / Payment Agency Level 

 

All complaints are usually dealt with in a period of two months. However, Malghara’s case 

has taken an excessive amount of time without any valuable response from responsible 

authorities. 

 

The BISP staff had no knowledge how the cases of discrepant household are to be resolved 

and the only remedy they had was to ask for the CNICs of the surveyed females to get it 

submitted along with a complaint. 

 

7. Lessons Learnt/ Conclusions 
 

 The case lays bare some fundamental shortcomings in BISP methodology. Most local women 

still express their ignorance about BISP program and their eligibility. The program itself does 

not reach out to potential awardees for grants, but instead relies on informal institutions and 

networks, like close family members or mere hearsay, for creating awareness. Furthermore, 

there is no separate methodology or instructions contained in the BISP procedures for the 

elderly and weak. As noted, surveyors often face difficulty in communicating with aged local 

women due to difference in age and possibly in gender. 

 There was lack of conceptual clarity on the part of BISP Office staff on how to handle 

complaints related to ‘discrepant households’, nor did they know the root cause of the 

discrepancy. 

 

8. Recommendations 
 

 Although centralization and computerization will certainly speed up the process of 

channelling funds to eligible recipients, BISP authorities need to focus more on creating 

awareness and understanding amongst locals, especially women. 

 Young men and women from the local population trained in BISP procedures could prove 

extremely beneficial in overcoming language and cultural barriers surveyors have to confront 

during the interview process. 

 Local BISP offices should undertake the responsibility of informing locals about their award 

status by either visiting them at their doorsteps or by publishing results in newspapers and 

popular magazines.  

 There should be manual which could serve as a bible book; elaborating all terminologies and 

the different issues defined and illustrated as a guide for BISP staff to track a particular case 

and achieve resolutions effectively. 
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Grievance Case Study Number: G-KPK-14 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: Anila Bibi 

Wife of: Mazhar Ali Shah 

Complainant, if not beneficiary herself: Mazhar Ali Shah 
Address: KachiPayan Khan, D.I.Khan 

CNIC Number: 12101-23334063-6 

PSC form number: 30620384 

Date Study Conducted 16
th 

December 2011 

 

1. Case Summary 
 

Anila Bibi is a resident of Kachi Payan Khan, in D.I. Khan. After the Poverty Score Card (PSC) 

survey was carried out some 6 months ago in May or June of 2011, she was declared as an 

eligible beneficiary but with discrepancy in her CNIC. 

 

On visiting the local BISP office, her husband came to know that Anila Bibi is tagged as‘ 

discrepant’ and that he must submit a copy of his wife’s CNIC in order to have her information 

updated and discrepancy removed. He submitted an application and a copy of the CNIC on the 5
th
 

September 2011 to the BISP Divisional Office, D.I. Khan, which was forwarded to concerned 

officials in Islamabad on 21
st
 September 2011. 

 

Anila Bibi has not received any positive response and as of May 2012 the BISP data base still 

shows her as having a ‘CNIC discrepancy’. 

 

2. Beneficiary/ complainant’s Profile/Background information 
 

Anila Bibi, wife of Mazhar Ali Shah, is a 26 year old housewife and resides in Kachi Payan Khan, 

District Dera Ismail Khan, and KPK.  Located on Bannu D.I Khan Road, the area is densely 

populated and struggles with poor civic facilities; most streets are unpaved, and no drainage or 

sanitation system exists. A local school and a market stand at a distance of half a km  from the 

beneficiary’s house .Zainab and Shahnaz are two other eligible beneficiaries in the household, 

they too have a CNIC discrepancy. 

 

Having received no formal education or training, Anila Bibi’s husband, Mazhar Ali Shah, drives a 

Chingchi (a rickshaw) and earns an average income of Rs. 4000 per month. The couple has two 

male children, and live in a 2 marla brick house comprising of 1 room, with no proper washroom 

or kitchen. The household has access to tap water in the house. 

 

3. Background of Relationship with BISP 
 

Anila Bibi was declared an eligible grant recipient in the PSC survey carried out six months ago, 

somewhere around May/June 2011. Her form was filled at her doorstep and she was granted a 

receipt as well. However, the survey team failed to note down her CNIC details, even though the 

beneficiary possessed a valid identification at the time of survey. Thus no intimation letters from 

the headquarters arrived, and no cash grants followed. 

 

Anila Bibi and her husband, both were unfamiliar with any complaint resolution process at the 

BISP. Her husband approached the local BISP Divisional Office DI Khan, where officials guided 

him to lodge a complaint for removal of the discrepancy. With the grant money, Anila Bibi hopes 

to educate her children, build a decent home and live a healthy life. 
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4. How did the complaint/ grievance emerge? 
 

Anila Bibi had never received any letter from the BISP headquarters in Islamabad, nor did any 

MOs arrive in her name from the local Post office. To resolve the issue, the beneficiary’s husband 

visited the BISP Divisional Office DI Khan, where the staff informed him of her CNIC 

discrepancy. She was then advised by the officials to lodge a formal complaint and submit a 

written application requesting her BISP records to be updated. 

 

5. Process of the case 
 

Consequently, Anila Bibi filed her case with the BISP Divisional Office in D.I. Khan on the 5th 

September 2011. The complaint was entered into official BISP computer records the next day, 

and transferred to the BISP headquarters for further action on 21
st
 September 2011. Thus far, no 

feedback has been received by the beneficiary pertaining to her application nor has the Divisional 

Office have any updates regarding the case at hand which stands unresolved till May of 2012. 

 

6. Observations 
 

a. General observations 
 

BISP Divisional Office, D.I. Khan, uses computers to maintain its records. All handwritten 

applications are typed into spreadsheets and are stored electronically for future processing. 

Summaries of the complaints are prepared which are shared with the BISP headquarters for 

them to correct the information in the database. Nevertheless, it is expected that with the launch 

of a computerized Complaint Management System, the redressing mechanism will become 

more efficient and productive. 

 

b. Observation at beneficiary level 
 

In spite of limited financial means and apparent lack of information about official procedures, 

the beneficiary visited BISP local office at least 6 times to amend her records. Every visit to the 

BISP office cost them approximately Rs. 30, by rickshaw for the 9 kms journey .Despite their 

repeated visits to the BISP Office, the beneficiary expressed her satisfaction with the complaint 

redressing mechanism at the local office, but added that the process is extremely slow, time 

consuming and expensive. 

 

c. Observation at BISP/payment agency level 
 

Whether the beneficiary’s CNIC number was skipped altogether, or lost during processing of 

data, the surveying team failed to act responsibly in recording an important piece of 

information. 

 

Furthermore, the lack of coordination between officials at the BISP headquarters and those in 

local offices lead to an inordinate amount of time consumed in resolving the case, and an 

enormous cost borne by the beneficiary. In addition, officials at the headquarters must be asked 

why they were not notifying the beneficiary of missing documents in her application. 

 

7. Lesson learnt/ conclusion 
 

 Although human errors and omissions are bound to occur at any level of surveying, by acting 

with reasonable care and double checking data prior to leaving the beneficiary’s door step, the 

above consequences could have been avoided altogether. 
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8. Recommendations 
 

 There is a need to install a modern complaint management system, which will surely relieve 

the BISP officials of paperwork and administrative burden.  

 However, this must not undermine the importance of customer service training for employees, 

well-coordinated efforts between officials, and responsible project management and 

completion. Often, simple tasks, like maintaining check lists can go a long way in 

streamlining procedures and optimizing overall performance.  

 An awareness campaign should be launched to make beneficiaries better educated about the 

BISP complaint management system. 
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Grievance Case Study Number: G-KPK-15 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: Bakht Zari Bibi 

Wife of: Khalid Zaman 

Complainant, if not beneficiary herself: Khalid Zaman ( Husband) 

Address: Zorabad, Rustom Mardan 

CNIC Number: 16101-3183063-6 

PSC form number: 4788865 

Date Study Conducted 19
th
 December 2011 

 

1. Case Summary 
 

Bakht Zari Bibi is a resident of Zorabad, District Mardan. During the Poverty Score Card (PSC) 

survey, held in December 2010, she was selected as an eligible candidate for the cash grants and 

her PMT was calculated at 6.97. Bakht Zari did not receive her promised cash grants; her cash 

grants were generated and shown as delivered but she could not receive them as she her CNIC 

number was not matching with the one in the records of the Post office and the BISP. The BISP 

website shows her status as eligible, and marked her CNIC as 16101-5135930-8 but her CNIC 

number is actually 16101-3183063-6.  

 

It is an interesting case; NADRA verified the number in the BISP records as being correct and as 

a result her payments were generated but she could not collect them because the Postman checked 

her CNIC before releasing payments. 

 

She visited the local Post office and found out that her CNIC number had been wrongly noted, 

and that NADRA had verified it as correct which was not the case.. She lodged a complaint at the 

BISP Divisional Office on the 23
rd

 September 2011, which seems quite confusing if one sees the 

dates of MOs generation and amount delivery, as her first amount is generated on the 12
th
 August 

2011 and shown as delivered on the 28
th
 September. 

  

This is a unique case in which  NADRA and BISP consider the CNIC number as correct and have 

verified it but the number is actually incorrect. The case was forwarded to Islamabad on the 27
th
 

of the same month. Although Bakht Zari is hopeful that her case will be resolved soon, she is still 

ignorant of any tangible progress that may have been made in its resolution. 

 

2. Beneficiary/ complainant’s profile/background information 
 

Barkat Zari, W/O Khalid Zaman, is 38 years old with no formal education or training. She is a 

resident of Zorabad, a small village comprising not more than 100 houses in District Rustom, 

Mardan. A narrow link road running around 25 kms connects the village to the main road. The 

market is situated 25 kms away from the village, while a school is located just a few meters away  

from the beneficiary’s house. The village has its own Basic Health Unit, and although basic 

facilities are provided for, the village lacks a drainage system, and most streets are still unpaved. 

 

Barkat Zari’s husband is a mason by occupation, and earns a daily wage of Rs. 250. The average 

income of the household, therefore, does not exceed Rs. 5000 per month. The couple lives with 

their children (1 daughter and six sons) in a 10 Marla house with no kitchen or washrooms.  

 

Water is fetched from a well dug within the house. The family does not possess any property or 

land for agriculture. 
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3. Background of Relationship with BISP 
 

Although Barkat Zari herself was unaware of the terms and conditions for the BSIP initiative, her 

family had filled her grant forms in a survey carried out one year ago somewhere in December 

2010. The family also recalls receiving an acknowledgement receipt from the survey team.  

 

After the survey, the beneficiary’s family waited for the intimation letters, but none arrived. The 

family came to know later that Barkat Zari’s CNIC number was misreported to the officials at the 

headquarters in Islamabad as well as wrongly verified by NADRA as her CNIC number is 

different and not matching the record BISP sends to the Post Office, on the basis of which they 

distribute the case grant. 

 

Barkat Zari is hopeful that with the new income she would be able to raise her family’s standard 

of living, educate her children, and start a small business of her own.  

 

4. How complaint/grievance emerged? 
 

As aforementioned, Barkat Zari did not receive any official letters from the BISP. However, the 

village Postman informed Barkat Zari’s husband that a cash grant on her name had arrived at the 

post office. The beneficiary and her husband visited the local post office to collect the grant, but 

discovered that the CNIC number on the payment voucher did not match her original CNIC. The 

Postman thus refused to hand over the MO.  

 

Apparently, both husband and wife were unaware of how to proceed next. Some immediate kin in 

the village advised them to go to the local BISP office to resolve the issue. There they checked 

her status and the BISP website showed that Bakht Zari’s CNIC is valid, but her BISP form was 

erroneously verified by NADRA with the wrong number. Having confirmed the facts, the staff at 

the Divisional Office Mardan guided her with filing an application to have her details corrected.  

 

5. Process of the case 
 

Together with a copy of the beneficiary’s CNIC and a written application, a complaint was 

registered at the BISP Mardan Office on the 23
rd

 September 2011, though this date appears 

incorrect if one does not understand the nature of the case. The websites show that she received 

her MO which was generated in August 2011. However, the story goes that NADRA and BISP 

consider that she has no ‘CNIC discrepancy’ but she does in reality as the CNIC she holds does 

not match the one in the database. 

 

The complaint was entered into official records on the same day, but transferred to the BISP 

headquarters after four days, on the 27
th
.  However, the local office has not been informed of any 

decisions made, nor has the beneficiary received any letter in this regard and the case still 

pending. In BISP records she receives her MOs regularly but due to the discrepancy she cannot 

get her MO’s released from the Post Office. 

 

6. Observations 
 

a. General observations 

 

Generally, the local community in Zorabad was not well informed about the BISP grant 

scheme. Most applications were submitted by male members of the family or close relatives. 

The people, in general, and especially women, learn from neighbours, friends or other 

relations about the programme and its details. It was observed that the local BISP officials 

have no role in creating awareness and spreading information.  Consequently, the entire 
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system has to pay an enormous price for petty cases that could be avoided by having better 

communication practices .  

 

b. Observation at beneficiary level 

 

The BISP local office is located in the main Mardan city, at least 50 kms from the village of 

Zorabad. In order to reach the local office, the beneficiary’s family travelled by Chingchi (a 

rickshaw) which took approximately two and a half hours to reach its destination. Without 

doubt, the complaint process has a high opportunity cost in terms money and time consumed, 

given that much of the income normally goes into feeding a large family. The beneficiary’s 

family also expressed their discontent with the manner in which the complaint was being 

resolved by the BISP staff. 

 

c. Observation at BISP/Partner agency level 

 

Although the brunt of the case must be borne by NADRA and BISP who incorrectly verified 

the CNIC details for the beneficiary, officials at the local office acknowledge the irregularities 

in their own procedures as well. In a meeting, the Assistant Director BISP Divisional Office 

disclosed that local offices have no permission to access or modify beneficiary’s data. Neither 

do they have the ability to know the progress of cases that have already been forwarded to 

Islamabad.  

 

7. Lesson learnt/ conclusion 
 

 Several key lessons may be derived from this case. Firstly, Even NADRA can make mistakes 

during the verification process and can wrongly verify CNIC numbers. Secondly BISP has no 

monitoring tools that identify such problems, as the record shows that the beneficiary is even 

receiving the cash grant. 

 Although the BISP code is being followed by the staff based in local offices, local officials 

must be given more authority in resolving beneficiaries’ complaints, including access to their 

records. Moreover, communication between headquarters and local offices is rare, if not 

imperfect. And lastly, the current BISP system does not ensure that BISP staff located in 

distant offices is fulfilling their responsibilities towards the beneficiaries or not. 

 

8. Recommendations 
 

 It is an indication towards a fundamental oversight in NADRA’s verification protocol. An 

assessment should be carried out to determine why this problem arose as there might be 

others having the same problems. 

 A channel of communications must exist between BISP headquarters and its beneficiaries in 

order to cut down on inefficiency and enormous costs for resolving complaints.  

 If data is found to be missing or incomplete, the BISP office should contact beneficiaries by 

email, cell phone, or through post to resolve issues.  

 Officials at the Post offices should be educated about BISP procedures so that they can easily 

inform them when needed.  

 The BISP staff should be trained in providing services to beneficiaries to the latter’s 

satisfaction and contentment. 

 

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-KPK-16 
 

J40252714 

GHK Consulting Ltd. 494 

Grievance Case Study Number: G-KPK-16 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: Amna Bibi 

Wife of: Muhammad Iqbal 

Complainant, if not beneficiary herself: Muhammad Iqbal 

Address: Village & PO. Band Korai, Tehsil: Pahar Pur, 

D.I.Khan 

CNIC Number: 12103-9774140-0 

PSC form number: 7206285 

Date Study Conducted 18
th
 December 2011 

 

1. Summary of the Case Study 

 

Amna Bibi, wife of Mr. Muhammad Iqbal, is a resident of the village and PO. Band Korai, Tehsil: 

Pahar Pur, District D. I. Khan. She was an eligible beneficiary for the BISP cash grant scheme but 

she has a ‘CNIC discrepancy’ because her Computerized National Identity Card (CNIC) bears the 

name of her father and was not updated to show her husband’s name after she got married. 

 

The BISP database on the other hand, shows her household head to be her husband and this 

difference is apparent when both information from both databases is compared, causing her to be 

flagged as ‘discrepant’. 

 

After visiting the BISP Tehsil Office in D. I. Khan, the complainant, her husband, was advised to 

remove the name of her father from her CNIC and have it replaced with her husband’s name. The 

complainant did not follow the advice, i.e. have her CNIC updated. Instead, on the 15
th
 November 

2011, she applied for the basic changes in her CNIC at the NADRA Office and submitted  a not 

updated CNIC for data correction in the BISP Tehsil office. 

 

The complaint was forwarded to the BISP headquarters for removal of the said discrepancy but 

such discrepancy shall never be removed as they have not yet resolved the issue with NADRA.  

 

The complainant was not aware of the progress of his case. When Muhammad Iqbal visited the 

BISP Tehsil Office to get information regarding the progress of the case, the BISP Official could 

not give him any feedback as they were not aware of any progress on the case. The grievance is 

unresolved yet. 

 

2. Beneficiary/Complainant’s Profile/Background information 

 

Amna Bibi, wife of Muhammad Iqbal, is 21 years old. She has not received any form of formal 

education. Her family lives in a 5 Marla house which has 1 kacha room; the house does not have a 

kitchen or a bathroom. The family’s only access to clean drinking water is from their neighbour’s 

house. The beneficiary lives with her husband, his four brothers, two sisters and his mother. The 

four brothers attend school and the two sisters go to a nearby mosque to receive religious 

education. 

 

Her husband is 19 years old. His father died a few years back and her husband was entrusted with 

the responsibility of running the household affairs. He works as a labourer and earns 

approximately Rs. 250 a day. This is not enough to meet the family’s basic needs. Their 

neighbours support the family financially by making regular donations. 

 

The family is living in the village of Band Korai PO. Band Korai, Tehsil Pahar Pur, District 

D.I.Khan. The village is 40 kms away from the city. Most of the villagers are farmers by 
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profession as the village has water channels from Chashma Right Bank Canal. The streets in the 

village are unpaved except the street in the centre of the village. The villagers have access to 

primary schools and high schools. They also have access to a Basic Health Unit (BHU). 

 

3. Beneficiary’s Relationship with BISP 

 

Amna Bibi was not a beneficiary during the Parliamentarians’ Phase of the program. She became 

eligible to receive the cash grants during the second phase of the program following the close of 

the PSC survey which was held in the 1
st
 quarter of 2011.  

 

During the PSC survey a team visited her Mohallah; a member of the team filled out her form at 

her door step and issued her with an acknowledgement slip. She has however not received an 

intimation letter from BISP informing her of her eligibility as a beneficiary to the scheme. The 

beneficiary possessed a valid CNIC at the time of the survey, it had not however been updated to 

reflect her husband’s name instead of her fathers in the section for ‘name of father/spouse’. 

 

The beneficiary claimed to have no detailed knowledge regarding the workings of the BISP cash 

grant scheme. She claimed to have heard, from others in her locality, about the cash grants that 

were being handed out to the poor. However, she was not clear on how to become eligible for 

these cash grant except that they were going to be distributed amongst the poorest quintiles of the 

country.  

 

The beneficiary did not have any knowledge of the complaint redressal mechanism. She learnt of 

the existence of such a mechanism when her husband visited an internet café, where someone told 

him he could visit the BISP office to lodge a complaint. 

 

If the family starts receiving their entitled cash grants they intend to use them to fund their 

children’s education and to construct another katcha room for their house.  

 

4. How did the Complaint/Grievance emerge? 

 

When some of the other beneficiaries in Amna Bibi’s village started receiving cash grants from 

BISP, her concerns grew. She sent her husband to the post office to make enquiries about her 

status in the program. The postman was unable to provide her husband with a satisfactory answer.  

 

He then checked his wife’s status from an internet café and found out that his wife was tagged as 

eligible but with a CNIC discrepancy. She would have to have her details corrected in order to 

start receiving cash grants.  

 

Her husband then went to the BISP Divisional Office D.I. Khan to lodge a complaint. BISP 

officials informed him that the discrepancy was most likely caused because the complement for 

name of husband/father showed her husband’s name in the BISP database but showed her father’s 

name on her CNIC. They advised her husband to have her CNIC updated and then to submit a 

copy to have her details updated in both NADRA and BISP records.  

 

5. Processing of the Case: (Case History) 

 

On the 15
th
 November 2011, the complainant visited the BISP Divisional Office in D.I.Khan and 

submitted an application requesting Amna Bibi’s data to be updated. Earlier an official at the 

BISP Divisional Office DI Khan advised him to apply for the correction in the beneficiary’s 

CNIC at the NADRA office but he did not heed the advice. Instead after applying to NADRA for 

a new CNIC, he submitted, along with the application, the old version of the CNIC she already 

possessed.  
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Staff at the BISP Divisional Office, D.I.Khan, on receiving the application, entered it in the 

complaint register. The beneficiary and her husband never went to NADRA office for CNIC 

update and BISP Divisional Office forwarded the complaint with her old CNIC, to BISP HQ for 

removal of the discrepancy. As she did not submit her updated CNIC with the application her 

complaint cannot be resolved. 

 

6. Observations 

 

a. General Observations 

 

The community at large has a limited understanding regarding the requirements and 

procedures of the BISP cash grant scheme. A majority of the beneficiaries are uneducated and 

they cannot understand the process easily. In the case of Amna Bibi, due to her unawareness 

and lack of understanding, she wasted time and approached the BISP office to lodge a 

complaint after a reasonable delay. The complainant launched an immature complaint at BISP 

Divisional Office D.I.Khan. Before initiating the complaint at the BISP Divisional Office in 

D.I.Khan he should have applied for the necessary changes in her wife CNIC at the NADRA 

office.  

 

b. Observations at the beneficiary level 

 

Village Band Korai is 40 kms away from the city. It would cost the beneficiary Rs. 110 on 

every visit to the BISP Divisional office in D.I.Khan. 

 

c. Observations at BISP/Payment Agency level 

 

The complainant submitted a written complaint at the BISP Divisional Office D. I. Khan, 

before applying for a new CNIC. Her data must be corrected in NADRA’s database before 

the issue can be resolved. BISP staff accepted the old CNIC even though they were aware the 

issue cannot be solved with the old CNIC. 

 

7. Lesson Learnt/ Conclusion 

 

 The complaint was lodged but the procedure explained by BISP staff was not followed by the 

complainant. A new CNIC had to be issued by NADRA before submitting a request to have 

her data updated by BISP.  

 The complainant was not aware of the progress of his case. When he would visit the BISP 

Office to get information regarding the progress of his case, BISP Official could not give him 

any feedback as they are not able to coordinate the progress of the case with any other Offices 

nor communicate the issue to NADRA. 

 

8. Recommendations 

 

 There should be coordination among BISP divisional Offices and the partner agencies that 

would help in timely resolution of the complainant’s grievances. 

 A reception counter should be maintained at BISP tehsil offices, it may help in guiding and 

educating the complainants properly regarding their complaints. It will also reduce the work 

load on complaint handlers and will result in a smoother system for the redressal of 

complaints. 
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Grievance Case Study Number: G-KPK-17 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Fozia Bibi 

Wife of: Mumtaz Ahmad 

Complainant, if not beneficiary herself: Mumtaz Ahmad 
Address: MandhraKalanD.I.Khan 

CNIC Number: 12101-09584014 

PSC form number: 6921816 

Date Study Conducted 19
th
 December 2011 

 

1. Summary of the Case: 
 

The complainant Fozia Bibi is a resident of Mandhra Kalan, Chashma Road D.I.Khan. Her 

household has been declared as beneficiary after the Poverty Score Card (PSC) survey held in 

December 2010. The household PMT was calculated at 14.95 but Fazio’s name was not included 

in the list of beneficiaries. 

 

Fozia’s father, the complainant, submitted a written application along with copy of the CNIC on 

behalf of his daughter on 11
th
 October 2011 at the BISP Divisional office D.I.Khan for grievance 

redressal. The complaint handler filed the application and forwarded it to the BISP Headquarters 

Islamabad for further processing. 

 

According to the BISP website her problem has been resolved and her CNIC has been updated in 

the family roster but she has not been declared as a potential beneficiary, as in most of the cases 

the people have the misperception that within an eligible household all females above 18 shall 

receive the cash grant. The complainant was neither informed about eligibility nor knew anything 

regarding any  update in status. 

 

2. Beneficiary/Complainant’s Profile/Background Information: 
 

Fozia Bibi is 18 years old. She completed her primary education but could not continue her 

education due to financial constraints. The beneficiary remains at home and helps her mother in 

day to day household activities. 

 

Fozia Bibi has four sisters and 3 brothers, who all live with their parents. Her brothers and sisters 

are all enrolled in a Government School in the village. The family lives in a 10 Marla katcha 

house. The house has two katcha rooms, a kitchen, a bathroom, a court yard and a low boundary 

wall. The family gets water from a hand pump which is located in the court yard. 

 

The father of the beneficiary works in the fields as a tenant and earns approximately Rs. 30000 a 

year .He is the family’s only source of income. 

 

The family is living in the village of Mandhra Kalan, Chashma Road, D.I.Khan. The village is 

approximately one km from the main road and 16 kms from DI Khan city where BISP is situated. 

The agricultural sector is the main source of income of the villagers. Most of the houses in the 

village have been made of mud. The village has a black top road that links the village with the 

main road. The village has a proper drainage system which was planned and financed by an NGO 

a few years back. 
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3. Beneficiary’s Relationship with BISP 
 

Farzana Bibi, the mother of Fozia Bibi, was receiving a cash grant under the Parliamentarians’ 

phase of the program. Her father had received the form from a notable political figure of the 

village.  

 

When the Survey team arrived in her village in December 2010, her family says that they 

provided all required information to the surveying team. Fozia Bibi was not aware of the criteria 

for being an eligible beneficiary for the BISP cash grant scheme, but like many other in this 

locality she thought BISP gives cash grants only to the poor. 

 

She was not aware of the BISP complaint redressal mechanism. When she did not receive an 

intimation letter from the BISP, her father visited the BISP Divisional Office in D.I.Khan where 

he was informed about the mechanism. 

 

She plans to use the cash grants to help pay for her brothers’ and sisters’ education, and save the 

rest for her marriage. 

 

4. How did the Complaint/Grievance Emerge? 
 

When the local Postman started delivering cash grant instalments to other beneficiaries in the 

village, Fozia Bibi’s father visited the BISP Divisional Office in D.I.Khan to get more 

information regarding his daughter’s eligibility. When her status was checked by the complaint 

handler, he found that she was on the roster of an eligible household. He was also informed that if 

his daughter did not possess a valid CNIC at the time of the survey  she might not have been 

declared as a potential beneficiary. The complainant thought that every female of a household 

would be declared as a potential beneficiary, as the scheme is for females. Such an impression 

also rests in the BISP circles as well. The Assistant Complaints asked him to submit her CNIC for 

updating and said she could then be declared as a potential beneficiary. 

 

5. Processing of the Case: 
 

The beneficiary’s father submitted a written complaint along with a copy of Fozia Bibi’s CNIC at 

the BISP Divisional Office, D.I.Khan on the 11
th
 October 2011. The complaint handler entered 

the complaint in the complaint register on the same day. His complaint was forwarded to the BISP 

headquarters Islamabad on 10
th
 November 2011 for further processing. 

 

The complainant, to follow up on his complaint, visited BISP Divisional office, D.I.Khan, more 

than three times but did not get any feedback, while each visit incurred him a cost of Rs. 120. The 

BISP website shows that her CNIC has been updated in the family roster but  she is waiting to be 

declared as a potential beneficiary. The complainant did not  know what progress had been made 

on their case. 

 

6. Observations 
 

a. General Observations 

 

After receipt of the complaint at the BISP Divisional Office D.I.Khan, the case was filed in 

the complaint register and the monthly summary was prepared and sent to the BISP 

Headquarters for redressal. The complaints are kept in a file for one month and after that they 

are sent to the HQs for redressal. The prescribed BISP format for the resolution of complaints 

was not followed and complaint remained in the Divisional Office for an extended period. 
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The complainant was completely dissatisfied with the management of his complaint by the 

BISP officials as his grievance was not redressed and he was frequently paying visits to the 

BISP Divisional Office D.I.Khan to determine what was happening and if it had been 

resolved. 

 

b. Observations at the beneficiary level 

 

The BISP Divisional Office was 16 kms away from the complainant’s house and it costs him 

around Rs. 120 per visit.   He was not clear on the eligibility criteria and spent much time and 

cost on attempting to follow up the complaint lodged. 

 

c. Observations at BISP/Payment Agency level 

 

BISP Divisional Office D.I.Khan, on receiving the complaint and copy of CNIC, forwarded 

the complaint to the Headquarters in Islamabad on the 10
th
 November 2011, after a lapse of 

almost one month. The BISP officials neither issued any reminder nor followed up the 

process of the case properly due to the apparent lack of coordination that exists between 

various BISP offices. 

 

Moreover, the complainant as well the BISP staff consider that any female in the family roster 

shall definitely be declared as a potential beneficiary, if the household is an eligible 

household. 

 

7. Lesson Learnt/Conclusion 
 

 After receiving the complaint, BISP Divisional Office D.I.Khan processed the case in line 

with the current procedure for dealing cases. The on-going BISP procedure is a main factor of 

delaying the redressal of cases. Unless and until the CMS is not operational, the beneficiaries 

will have to face this lengthy procedure in the redressal of their complaints. 

 There is ambiguity at organizational level on whether females who are  on the roster but not 

yet declared as potential beneficiaries would/when be declared as potential beneficiary? 

 The overall impression of the community regarding the BISP complaint resolution 

mechanism was negative, as they think that they are intentionally delaying the resolution of 

complaints. 

 The CNIC has been updated on the family roster but  the complainant is waiting to be 

declared as a potential beneficiary.  She believes  their complaint is in process of being  

resolved. 

 

8. Recommendations 
 

 Access to CMS should be given at Tehsil and Divisional level office, which will help 

beneficiaries in resolving grievances that may be solved easily. 

 Until then complaints shall be sent on daily or on next day basis and proper documentation of 

each complaint should be done, for which  an SOP is needed. 

 A guide book for BISP staff to make their concepts clear regarding different issues should be 

introduced, which clearly defines each possible issue and topic 

 An electronic system should be introduced through which the complainant gets speedy 

information about the progress of his case from BISP, even a SMS update via mobile. 

 A system through which the PSC form number if sent in a mobile message through any 

mobile gets an update on the status, and receives information regarding payment could be 

considered, with appropriate security checks. 
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Grievance Case Study Number: G-KPK-18 

Nature of Case: Duplicate Household 

Complainant/ Beneficiary: Zobada Bibi, 

Wife of: Muhammad Ramzan 

Complainant, if not beneficiary herself: Muhammad Ramzan 
Address: Village Mandhra kalan D.I.Khan 

CNIC Number: 12101-8852227-0 

PSC form number: 7039374, 2.6993683 

Date Study Conducted 20
th
 December 2011 

 

1. Case Summary 
 

This case relates to  double entry of the PSC form for the same household of Zobada Bibi and this 

was subsequently marked as duplicate. The Poverty Score Card (PSC) survey was held in 

December 2010. 

 

Zobada Bibi did not receive any intimation letter from the BISP and her name was not included in 

the list of beneficiaries displayed at the Pakistan Post Office D I Khan. Later, when her husband 

checked his wife’s status at a net café in D I Khan, he came to know that she has been declared as 

a beneficiary but with a discrepancy, due to the fact that two PSC forms were filled for the same 

household at the time of survey. 

 

Her husband lodged a complaint at BISP Divisional Office D I Khan in October 2011 to remove 

the discrepancy but till now the complaint remains unresolved. 

 

2. Beneficiary/complainant’s Profile/ Background information 
 

Zobada Bibi is an illiterate 34 year old woman, a house wife who remains busy in her household 

activities only. Her family of nine individuals, comprises three sons and four daughters; and the 

couple. Her kaccha house is on a 4 marla plot.  The house consists  of a single Kacha  room for 

living, a kitchen, bathroom and a water hand pump installed in the courtyard from where they take 

water for drinking and other household usage. 

 

Her husband runs a small general store which is situated within the house premises; but opens up 

to the street. This is the only income source of the household. The income from the shop does not 

exceed Rs. 2500 per month and that is grossly insufficient  for a household of nine to meet their 

ends. His children are school going and they do not want to put them  daily wage labour to 

support the household kitchen at the cost of their education. 

 

The village Mandhra Kalan is situated on Chashma Road, D. I. Khan,  at a distance of 1 km  from 

the main road.  It is another  16 kms to D. I. Khan city. Agriculture is the main source of income 

for most households in the village. Most villagers are tenants or sharecroppers and are very poor; 

the fact that most houses are made from mud reflects their economic status. The village is 

connected via a 1 km black top road with the main road that leads towards DI Khan city. 

Residents were very grateful for the proper drainage that was financed and built by a local NGO a 

few years ago. 

 

3. Background of Relationship with BISP 
 

Zobada Bibi was not included in the BISP cash grant scheme under the Parliamentarian’s phase of 

the program. She was selected as ‘eligible household with discrepancy’ for the second phase at 

the close of the PSC survey, which was held in December 2010 in her area. She was in possession 
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of a valid CNIC at the time of survey. 

 

An acknowledgement slips were also issued on the spot but she never received an intimation letter 

regarding her selection/discrepancy. 

 

Like many other of the locality her only knowledge of the program was that BISP is a cash grant 

for poor households. She considers that being poor is the only criterion for the eligibility. 

 

Since she did not receive any intimation letter from BISP, when others in the locality started 

receiving cash grant instalments she was curious and asked her husband to ask  someone about 

her status. Her husband visited a net café to check her status online; where he came to know that 

she has been declared as eligible household with discrepancy as two PSC forms were filled for the 

same household and subsequently duplication marked. 

 

The beneficiary was unaware about a follow up/complaint redressal mechanism but when her 

husband visited the BISP Divisional Office D I Khan, he was guided to lodge a complaint to 

remove the discrepancy. If the family starts receiving instalments of the cash grant they plan to 

use it to pay for the children’s education and other household necessities 

 

4. How Complaint/Grievance Emerged 
 

The problem was caused by a mistake made by the couple during the survey. When the survey 

team visited the village Zobada Bibi had one form filled at her doorstep by one enumerator whilst 

her husband, who was not at home at the time, chanced to meet another surveyor with whom he 

filled out another form. The family did not share with each other that one form was already filled 

and  the enumerators did not enquire whether the household had already been surveyed either. 

 

Her husband came to know about the discrepancy when he checked his wife’s status in a net café 

and found that two PSC forms were filled for the same household which tagged them as ‘eligible 

household with discrepancy’.  It is also of interest that one of her forms shows a PMT score of 

15.42 and the second shows a score of 45.90. 

 

Upon visiting the BISP Divisional Office D I Khan her husband lodged a complaint by submitting 

a copy of the CNIC of Zobada Bibi. 

 

5. Process of the Case 
 

On the 11
th
 October 2011 her husband Muhammad Ramzan submitted a written application and 

copy of her CNIC at the BISP Divisional Office D. I. Khan. The Complaints Assistant at the 

office filed the application in a complaint file and recorded it in a monthly summary prepared in 

an Excel work book. 

 

On the 10
th
 November 2011 Director BISP Divisional Office D. I. Khan forwarded the same to 

the BISP Headquarters in Islamabad for complaint redressal.  The complainant visited the BISP 

Divisional Office, D. I. Khan more than three times to follow up his complaint but did not get any 

positive feedback, each visit cost him Rs. 120. As of May 2012, the case is still pending and no 

update has been made in the BISP database. 

 

6. Observations: 
 

a. General Observations: 

 

The beneficiary’s family appeared to be quite needy. Her husband makes around Rs. 2500 
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which is not sufficient  to support the family of nine. Their one room accommodation is too 

cramped. 

 

BISP’s prescribed format for resolution of complaints cannot be followed at this stage since 

the online Complaint Management System (CMS) is yet to be made operational; Divisional 

and Tehsil level offices have not been given access to the CMS nor have they been trained to 

do so. 

 

The complainant was completely dissatisfied with the complaint redressal process as his 

grievance has not been processed even though an inordinate amount of time has lapsed. He 

has been making repeated, fruitless visits to the local BISP office. 

 

b. Observations at the beneficiary level 

 

The Divisional Office BISP D. I. Khan which the complainant frequently visited to follow up 

his complaint is situated at a distance of 16 kms away from his house. The visit costs him Rs. 

120 each time. This is putting great strain on his meagre economic resources. He is very 

disgruntled with the complaint resolution mechanism because it appears to be ineffective. 

 

c. Observations at the BISP/ Payment Agency level 

 

The BISP Divisional Office D. I. Khan, upon receiving the complaint and copy of the CNIC 

of Zobada Bibi on 5
th
 October 2011, forwarded the same to BISP Headquarters in Islamabad 

on the 10
th 

November; a delay of almost a full month. The BISP office staff did not issue a 

reminder or follow up the process of the case with any vigilance. A lack of co-ordination was 

observed between the BISP Divisional Office and Head Quarters. Moreover, even the the 

regional office cannot provide any information to the complainant regarding his case as the 

Divisional Office has no access to the CMS. 

 

7.  Lesson Learnt/ Conclusion 
 

 To sum up, the cause of the problem in this instance was a lapse of communication and 

awareness about the PSC survey. Had the procedure been clearly explained before-hand that 

the survey would be conducted door-to-door and only one form shall be filled for each 

household, it may have reduced the chances that multiple forms would be filled by one 

family, and duplication occurs. 

 After the receipt of the case at the BISP Divisional Office D. I. Khan, it was forwarded to the 

BISP Headquarters, but the complaint remains at the same stage in the process; as a 

communication gap exists between BISP Regional offices and Head Quarters. 

 

8. Recommendations 
 

 This case highlights the urgency of the CMS being rolled out, if not at Tehsil than at least at  

the Provincial and Divisional levels and special staff may be appointed with authority to solve 

such issues. 

 The issue of duplicate form might not have happened if  the PO had marked the door of the 

surveyed form or made clear the point to the enumerators that they need to probe before 

filling of the PSC form. 

 An electronic system should be introduced via which complainants may speedily access 

information about the progress of cases or beneficiary details from the BISP Database, such 

as over mobile SMS system. 
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Grievance Case Study Number: G-KPK-19 

Nature of Case: Duplicate Household 

Complainant/ Beneficiary: Fahmida 

Widow of: Hussain Ali 

Complainant, if not beneficiary herself: Mohammad Ameen (Father) 
Address: Rang Mohallah, Mingora Swat 
CNIC Number: 15602-2796543-4 

PSC form number: 4504245 

Date Study Conducted 18
th
 December 2011 

 

1. Summary of the case study 
 

Fahmida widow of Hussain Ali, resides in Rang Mohallah, Mingora with her parents. She was 

part of the parliamentarian phase and also declared as an eligible household under the second 

phase of the BISP programme but with discrepancy. Her discrepancy  appeared as a Duplicate 

Household, as two PSC forms were filled for the same household which marked the household as 

duplicate. 

 

Fahmida’s father  contacted the BISP Divisional Office Saidu Sharif, and came to know that his 

daughter is declared as an eligible household but with discrepancy. The BISP staff guided him in 

lodging a complaint for removal of the discrepancy as a duplicate household. He lodged the 

complaint around the middle of 2011 with the Assistant Complaints BISP Divisional Office Saidu 

Sharif Swat, but neither did the beneficiary exactly recall the dates nor had the BISP office  

marked the complaint with specified date. 

 

The BISP website shows that her discrepancy has been removed and her first instalment delivered 

to her in February 2012. 

 

2. Beneficiary background information 
 

Fahmida, widow of Husain Ali, is 32 years old and is the mother of one child. She currently 

resides with her parents in Rang Mohallah in Mingora, Swat. Unlike many other BISP 

beneficiaries, Fahmida is a qualified and has done a Master’s Degree in Islamiyat. She teaches at 

a local school to earn a living. Sisat Bibi is another beneficiary living in the same household. 

 

However, the neighbourhood where the family resides is located in one of the most congested and 

underdeveloped areas in the city. There is no sewerage or drainage system, and particularly no 

attention is paid to matters of sanitation. 

 

Basic facilities like health and education are provided for, a school, a market and a hospital, all 

are located at least one km away. Fahmida’s family itself lives in a 15 marla house comprising of 

5 rooms and uses the water of a well within the house. 

 

3. Beneficiary’s relationship with BISP 
 

During the parliamentarian phase of the BISP program, Fahmida was receiving cash grants.  Later 

on during the second phase, she was again considered for the BISP cash grant along with her 

mother. Her PMT was calculated at 13.85. However, after been declared as eligible household 

with discrepancy, she did not receive an intimation or discrepancy letter from BISP which could 

inform her about the discrepancy of duplication. 
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The beneficiary’s family had learnt about the BISP initiative through various ads on TV and the 

newspapers. They plan to spend the grant money on the higher education of Fahmida’s only child. 

 

4. How did complaint/grievance emerge? 
 

At time of survey she was registered in two PSC forms that resulted in a discrepancy of 

duplication. When her father contacted BISP Divisional Office Saidu Sharif  around the middle of 

2011 he came to know about the discrepancy. The survey team filled a separate PSC form for her, 

being a widow and registered her with her parent’s form as well. 

 

The BISP staff guided him to lodge a complaint and remove the discrepancy by submitting a valid 

CNIC of Fahmida which he did instantly. 

 

5. Process of the case 
 

An official complaint was lodged in BISP Divisional Office Saidu Sharif where the BISP Tehsil 

Office is also located and shares the Divisional Office premises,  around the middle of 2011. On 

successful registration of the complaint, the BISP officials forwarded it to the BISP HQs for 

complaint redressal within the same week of complaint lodging.  

 

The BISP website shows that her discrepancy has been removed and she received an instalment in 

February 2012.  

 

6. Observations 
 

a. General observations. 

 

There was no proper mechanism of record keeping in the BISP office to track exact records of 

cases at hand, as the young staff was not given training on record keeping and filling. 

 

As the BISP tehsil office has no access to the CMS therefore they cannot update or solve such 

problems at tehsil or divisional level which increase the burden of case filling and 

compilation. 

 

People take the BISP programme as a positive step of the government but they demand that 

the process should be more transparent and  alternative ways to distribute the cash grant 

should be used. 

 

b. Observation at beneficiary level 

 

In spite of being familiar with BISP processes, Fahmida could not pursue the matter herself 

with BISP officials because of cultural barriers. Although the nearest BISP Divisional Office 

was only 3 kms way from the complainant’s house and he visited it to follow up his complaint 

by foot, he was not happy with the complaint pursuance by BISP officials. 

 

c. Observation at BISP/Partner agency level 

 

The BISP Tehsil Office is in Mingora and had no access to a CMS for accessing or updating 

records. Data sharing between the BISP Offices was through an Excel sheet via internet. The 

BISP website shows that her discrepancy has been removed and one instalment delivered in 

February 2012. 
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7. Lesson learnt/Conclusion 
 

 Two PCS forms were filled which caused the discrepancy.  In general either the people 

intentionally fill double forms with the expectation that they will get double amounts from 

BISP or the survey team was not competent enough to effectively pursue their forward 

campaign and guide people as well as mark each door after form filling. 

 

8. Recommendations 
 

 BISP Tehsil offices should be provided with CMS for the on spot resolution of discrepancies. 

Sharing of information through a universal access to database records can drastically cut 

down errors and mistakes committed during transfer of information.  

 A system through which updates could be received via any mobile once one sends the PSC 

form number to that system would also ease the traffic in BISP offices. 
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Grievance Case Study Number: G-KPK-20 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Jahan Arra 

Wife of: Shakeel Ahmad 

Complainant, if not beneficiary herself: NA 
Address: Mohallah, Noor Islam, Ramdas, Bhana Mari, 

Peshawar 

CNIC Number: 17301-1277410-9 

PSC form number: 6972081 
Date Study Conducted 22

nd
 December 2011 

 

1. Summary of the Case Study 
 

Jahan Arra, wife of Shakeel Ahmad, is living in Mohallah Noor Aslam, Bhana Mari, Town 1, 

Peshawar. In November 2010, a survey team came to her area and filled her PSC form. 

Unfortunately, at that time she did not possess a valid computerized CNIC, but later on when she 

turned 18, she applied for issuance of her CNIC and subsequently received this. 

 

Shakeel Ahmad checked his wife’s status at a net café where he was told that she has been 

declared as an eligible beneficiary but with discrepancy for which she needs to submit her CNIC 

in the BISP office to remove the discrepancy. 

 

Her father visited BISP Divisional Office Peshawar and lodged a complaint and submitted Jahan 

Ara’s CNIC on 12
th
 October 2011. The BISP office forwarded the compliant to the BISP HQs and 

her case was resolved after the CNIC information in the system was updated. The BISP website 

shows that her first instalment has been delivered on 23
rd

 January 2012. 

 

2. Beneficiary/Complainant’s Profile/Background information 
 

Jahan Arra, wife of Shakeel Ahmad, lives in Mohallah Noor Aslam, Bhana Mari, Town 1, 

Peshawar. She has not received any form of formal education. She is 24 years old. She has two 

children, a son and a daughter. Her husband suffers from Hepatitis C. 

 

The family live in a Katcha house consisting of one room, they do not have a kitchen or latrine 

facilities. The family has access to a communal latrine facility; there is a covered communal area 

for open defecation and a separate covered communal area for bathing. Jahan Arra either cooks in 

the room or in a small verandah. Bakhtiyar Bibi is another potential beneficiary in the same 

household. 

 

Jehan Arra’s husband works as a daily wage labourer and has been a seat maker since he was 12 

years old. He makes seats/cushions for cars, buses and other vehicles. 

 

The family’s house is situated in the heart of the city of Peshawer where most of the houses are 

pacca. The mohallah they live in is congested and consists of 200-300 houses. It is a densely 

populated area of Peshawar. 

 

3. Beneficiary’s Relationship with BISP 
 

Jahan Arra was not a beneficiary during the Parliamentarians’ Phase of the program. She became 

eligible to receive cash grants during the second phase of the program following the close of the 

PSC survey. During the PSC survey a team visited her mohallah, a member of the team filled out 
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her form at her door step and issued her an acknowledgement slip. This event took place almost a 

year ago around November 2010. 

 

She did not receive any intimation of eligibility or a discrepancy letter from BISP through which 

she could be informed about the discrepancy. At the time of the survey, she was not 18 and did 

not possess a valid CNIC, but soon after the survey she applied at NADRA for issuance of a valid 

CNIC, which she got after normal due process without any fee charge. 

 

The beneficiary claimed to have no detailed knowledge regarding the workings of the BISP cash 

grant scheme. She claimed to have heard, from others in her locality, about cash grants that were 

being handed out to the poor. However, she was not clear on how to become eligible for these 

cash grants though expected that they were going to be distributed amongst the poorest quintiles 

of the country. 

 

The beneficiary did not have any knowledge of the complaint redressal mechanism. Her husband 

learnt of the existence of such a mechanism from an employee at an internet café where he went 

to check his wife’s status. 

 

The family intends to use the cash grants in order to return loans to the groceries shop in the 

market and in the future they plan to use the grants to support their children’s education and 

wellbeing. 

 

4. How complaint/grievance emerged? 
 

Her complaint emerged when her husband checked her status at a net café and was told that his 

wife has been declared as an eligible household with discrepancy and he needs to remove her 

discrepancy and needs to contact the BISP office. 

 

At the time of survey his wife was not 18 therefore she did not have a valid CNIC but soon after 

the survey she applied for issuance of a CNIC and subsequently received it. When her husband 

visited the BISP Divisional Office Peshawar, he also took his wife’s CNIC along. At the BISP 

office he was guided to register his complaint for removal of the aforesaid discrepancy. 

 

5. Process of the case 
 

The complainant filed his complaint on the 12
th
 October 2011 at the BISP Divisional Office 

Peshawar. He requested that his wife’s CNIC details on her profile should be updated and that her 

cash grants should be generated. 

 

The complaint had been registered in the complaint register on the 12
th
 October 2011 and made 

part of the complaint file. The complainant was not issued with any form of formal 

acknowledgement for the complaint. They only gave him a slip of paper on which they recorded  

the office number to allow him to follow up. 

 

On the 19
th
 October 2011 the complaint was marked to the Director BISP Divisional office 

Peshawar. On the 9
th
 November 2011 the complaint was further sent to the BISP HQs for 

redressal. The latest status on the BISP website indicates that her issue has been resolved and she 

has been delivered first instalment on 23
rd

 January 2012. 
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6. Observations 
 

a. General Observations 

 

The family was very poor and they were concerned about the wellbeing of their children. 

They lived in an old house which seemed pacca from the exterior. When Jahan Arra was 

interviewed, most of the questions addressed to her were answered by her husband Shakeel. 

 

b. Observations at the beneficiary level 

 

The beneficiary was included in the BISP cash grant scheme after her PSC survey had been 

processed. She was not aware that after the PSC survey, her PMT score was 12.49 and she 

was eligible to receive the BISP cash grants after the removal of her CNIC discrepancy. Her 

husband visited 2 to 3 times to follow up the case and each trip incurred him a cost of around 

Rs. 200. 

 

c. Observations at BISP/Partner agency level 

 

In the divisional office Peshawar, there were separate counters for men and women. The 

Assistant complaint officer mentioned that it is very difficult to visit each beneficiary 

individually. It has been observed that the enquiry of a complaint is usually completed in less 

than two month but in this case it took almost six months to get it redressed. An enquiry 

officer should be appointed and the enquiry process should be expedited in order to provide 

the poor their entitled cash grants. 

 

7. Lessons learnt/Conclusion 
 

 A lack of information is the basic cause for most grievances. The entire issue surfaces when 

beneficiaries and BISP are not on the same page, and have different understandings of 

eligibility and processes 

 

8. Recommendations 
 

  

 There should be a proper database which can be updated in every divisional office and 

monitored by a separate team in order to maintain transparency. 

 There should be a team that should monitor all BISP offices and make sure the pending cases 

are sent on time. 

 The data entry process of the BISP is very slow and there is plenty of space for the BISP 

management to build upon the speed of this process. 

 A display of beneficiary lists at BISP tehsil offices may help in minimizing complaints. 

 There is a need to create awareness and capacity building among women regarding the cash 

grant program since it is designed to empower women. 

 It should be clearly stated that which level of BISP office should forward the complaint to 

which level of NADRA/ Pakistan Postal department. Similarly the recipients of copies of 

complaint should also be prescribed. 

 A system through which those whose survey has been done can track their record via SMS, 

by just sending the PSC form number and receive different records, updates and details on the 

progress of their case would ease traffic in offices. . 
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Grievance Case Study Number: G-KPK-21 

Nature of Case: CNIC update 

Complainant/ Beneficiary: Jano Bibi 

Wife of: Ghulam Sarwar 

Complainant, if not beneficiary herself: Ghulam Sarwar 
Address: Mohallah Akhoon Abad No 04 Ganj Town Hazaar 

Khawani Road, Peshawar 

CNIC Number: 17301-9026104-2  

PSC form number: 6941821 

Date Study Conducted 22
nd

 December 2011 

 

1. The Case Summary 
 

Jano Bibi, wife of Ghulam Sarwar, currently resides in Mohallah Akhoonabad in Peshawar. 

During the second phase of the BISP program, she was considered for the cash grant as an eligible 

beneficiary with discrepancy as at time of survey she had an old National Identity Card. The 

Poverty Score Card (PSC) survey was held in around July 2010 in her area. 

 

Upon checking her status at the nearest Post office, the postman told her husband that first make 

her a new CNIC as she might be having problems  due to non-availability of a new CNIC, and 

after that visit BISP to initiate further process.  

 

Upon visiting BISP Divisional Office Peshawar Office the Assistant Complaints asked her 

husband to lodge a complaint and submit a copy of the CNIC of Jano Bibi to remove the 

discrepancy which he did on 12
th
 October 2010. The BISP office forwarded the case to the BISP 

HQs on 19
th
 October 2010.  

 

The discrepancy had been removed and Jano Bibi had received her first cash grant instalment of 

Rs. 2000 on 19
th
 October 2011, while the BISP website further shows that another instalment of 

Rs. 2000 has been received by Jano Bibi on 3
rd

 February 2012. Interestingly, in spite of the 

complaint being redressed, the beneficiary’s status on BISP official website has still not been 

updated and the household is still tagged with discrepancy.  

 

2. Beneficiary/Complainant’s Profile/Background information 
 

Jano Bibi, aged 47 years and wife of Ghulam Sarwar, is a resident of Mohallah Akhoon Abad 

No.4, Ganj Town, Hazar Khawani Road, Peshawar. She is dumb and deaf, and has received little 

formal education. Her husband used to earn some income as a garbage collector, but old age and 

arthritis has now left him disabled. 

 

Jano Bibi has raised 15 children; 5 of children of her husband’s second wife and 10 of her own. 

All her children are married and live in their own houses except her youngest daughter who is at 

her parent’s home. 

 

The family lives in a pacca house of 3 marlas, with two rooms, one bathroom but no kitchen. 

Basic facilities like tap water and electricity are available to them in their house. However, there 

was no gas connection, and the family used wood logs for fuel. The structure of the house was 

old, and the roof was not cemented. When it rains, water seeps down through the roof. Jano Bibi’s 

neighborhood is crowded and typical of some of the poorest areas. The streets are narrow, with 

overflowing sewerage bylines. 
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With the BISP cash grant, the family’s net income has increased. Jano Bibi saved money, and 

now has opened a small tuck shop of her own that is generating daily income for her. She plans to 

use this new income for repairing her house, and dowry for her youngest daughter. 

 

3. Background of Relationship with BISP 
 

Jano Bibi was not registered as part of the parliamentarian phase. However, during the second 

phase more than a year ago in July 2010, a survey team visited her household and filled a PSC 

form for her. She was also issued an acknowledgment receipt for future reference. 

 

But like many other people in her community, she too was unaware of the BISP initiative and 

kept referring to it as “Benazir’s money”. 

 

4. How complaint/grievance emerged? 
 

Jano Bibi did not receive an official intimation letter from the BISP authorities informing her of 

her eligibility and the discrepancy in her records. When other people in the community started 

receiving their cash grants, Jano Bibi’s husband visited the local Post office, where officials 

informed him that the beneficiary’s current CNIC needs to be replaced by a new computerized 

one. As instructed, Jano Bibi’s husband applied for a new CNIC, and after procuring one he 

contacted BISP Divisional Office Peshawar where he was guided to lodge a complaint as his wife 

has a discrepancy of CNIC. 

 

5. Process of the case 
 

On 12
th
 October 2010, an official complaint was registered at the BISP Divisional Office 

Peshawar. The, Assistant Complaints , help them lodge a complaint which was forwarded to the 

BISP HQs on 19
th
 October 2010. 

 

The complaint was resolved and her first instalment generated in August 2011 which she received 

on 19
th
 October 2011, while the BISP website further shows that another MO of Rs. 2000 has 

been received by the beneficiary on 23
rd

 February 2012. However, the BISP online status still tags 

the beneficiary with a discrepancy. 

 

6. Observations 
 

a. General Observation 

 

The current system of complaint resolution represents an enormous challenge for beneficiaries 

and their families. The BISP headquarters currently do not mention the exact nature of 

discrepancies as a simple one liner. The beneficiaries are not  at ease with the level of Urdu 

used in communications  and the letters are quite lengthy if they have been received at all, 

which spoils the spirit of informing  households clearly about their problem. As a result, 

beneficiaries are clueless until they seek official assistance for their problems at the BISP 

office. 

 

b. Observations at the beneficiary level 

 

The nearest Post office was located at a distance of 2 kms from the beneficiary’s home. Jano 

Bibi’s husband visited the office more than six times in the last three months, and often covered 

the distance on foot to save the Rs. 250 required for travelling by a rickshaw. 
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The husband told the BISP team “Cha da Allah har sa hukam de Munga de pe aghai razi ki aw 

agha da tollo raziq de za munga be hhum sa bandoobast kare ei”.  (What Allah wishes we are 

happy with that, He is the One Who feeds us all, and He must have definitely thought 

something for us as well) 

 

c. Observations at BISP/Partner agency level 

 

The beneficiary’s family had a minimal understanding of the BISP complaint redressing 

procedures. They were fortunate enough to be guided by the Post Master who identified the 

problem initially and informed them that they first need to make a new CNIC before visiting 

the BISP office, as they had an old National Identity Card.  He directed them towards 

registration of a complaint at the BISP Divisional office Peshawar. However, the complaint 

could have been resolved at the BISP office in Ganj Town 4, which was nearer to the 

beneficiary’s neighbourhood instead of which they went to the Divisional Office. 

 

7. Lessons learnt/Conclusion 
 

 Jano Bibi’s case study is a fitting demonstration of a poor household benefitting from the 

BISP grant money. It has made possible for many poor households in the poorest quarters of 

the country to start small businesses of their own spurring growth and development in the 

region. However, there is still a need felt within the community to guide people for the best 

possible utilization of their new income. 

 

8. Recommendations 
 

 BISP headquarters should introduce a CMS for resolving complaints and reduce unnecessary 

lags and overheads at the earliest.  

 The complaint redressing procedures should also be implemented in local Post offices, and 

officials should receive extensive training and be educated to eliminate redundancies in work 

and ensure efficient communication.  

 A system through which people can get receive updates of status, payment details etc via a 

SMS by just sending the PSC form number from any mobile would ease traffic in offices. 
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Grievance Case Study Number: G-KPK-22 

Nature of Case: CNIC update 

Complainant/ Beneficiary: Insania 

Wife of: Hidayat ullah 

Complainant, if not beneficiary herself: Hidayat ullah 

Address: landy kandy Sufaid Dheri, Peshawar 

CNIC Number: 17301-7577788-4 

PSC form number: 7003359 

Date Study Conducted 22
nd

 November 2011 

 

1. The Case Summary 
 

This is a case where a beneficiary’s case was misinterpreted and mishandled by NADRA; she was 

told twice to get her CNIC updated at a cost of Rs. 1000 each time. According to the BISP 

website there is no discrepancy or fault but officials at the BISP Tehsil Office told her husband 

that she was tagged as having a ‘CNIC discrepancy’ caused by an unclear thumb impression. 

 

Insania, wife of Hidayat Ullah, is a resident of Sufaid Deri in Peshawar. She was a beneficiary 

under the parliamentarian phase and received all her MOs for the phase. After the Poverty Score 

Card (PSC) survey she was again declared as eligible and subsequently received her first 

instalment of Rs. 2000 on the 10
th
 October 2011. 

 

She was also compensated due to the floods, and after her first ‘Flood Payment’ received in 

September 2010 she had not received any instalment and grew alarmed because she did not 

receive any subsequent payment till the 16
th
 February 2011, shortly after she had lodged her 

complaint at the BISP Divisional Office Peshawar. 

 

When she did not receive her second instalment in due time she contacted the BISP Tehsil Office 

Khazana Peshawar in January 2012, where the Assistant Complaints told her husband that his 

wife’s thumb impression is causing a problem that must be fixed at NADRA’s end. 

 

In January 2012, they visited the NADRA sub office Jamroad Road University Town Peshawar 

where the application was processed for a CNIC update along with a fee of Rs. 1000. When 

Insania visited NADRA office after 45 days with the token, she was again told that the problem 

still persists and they would need to deposit an additional Rs. 1000 to complete the process. 

 

Insania’s problem has now been resolved and she has started receiving MO’s as per BISP records, 

checked in June 2012. 

 

2. Beneficiary/Complainant’s Profile/Background information 
 

Mohallah Landay Kanday , is a neighborhood in Sufaid Deri, Peshawar comprising of not more 

than 200 houses. Some are pacca, while others are still katcha and in dire need of repairs. The 

streets here are narrow and filthy; litter chokes the open drains and gutters which line the street. 

Trash lies in heaps on every corner in the locality. Most residents in this neighbourhood are 

extremely poor and tend to work as manual labourers. 

 

Insania, wife of Hidayat Ullah, currently resides in this neighbourhood. She is 35 years old, and is 

a mother of 6 children. Without any formal education or vocational training, she performs only 

her daily household duties and chores.  By occupation, her husband is a painter and earns a 

meagre amount barely sufficient for the whole family’s needs. The family lives in a 5 marla 

katcha house consisting of one room, and a bathroom; there is no kitchen. Insania’s mother in law 
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and brother in law also live next door in small katcha rooms. Although they have an electricity 

connection and are also linked to the municipal water supply, there is no gas connection; and they 

use logs of wood for fuel. 

 

3. Beneficiary’s Relationship with BISP 
 

Insania was successfully registered as an eligible grant beneficiary during the Parliamentarian’s 

Phase of BISP’s initiative. She had also received an official acknowledgement receipt in return 

for submission of her household details. She received all the eight MOs generated in her name 

during the parliamentarian phase, amounting to Rs. 27,000 in total. 

 

Insania had heard about the BISP grant scheme from her husband, who was little aware of its 

procedures, requirements and conditions, and kept referring to it as “Benazir’s money” for 

poverty stricken households. 

 

4. How complaint/grievance emerged? 
 

Insania had received all her cash instalments as per schedule until the outset of the second phase 

of the BISP grant scheme launched in 2010. However, she did not receive intimation letter from 

BISP informing about her status in the second phase. Before leaving her premises, the BISP 

survey team noted all necessary details for updating her official records. 

 

She was not aware that the scheme was changing following the PSC survey. She received her first 

instalment generated under the second phase on the 19
th
 October 2011. This was generated in 

August 2011. Before this, she had not received any payments since the last Parliamentarian Phase 

instalment received on the 19
th
 September 2010 (generated in August 2010), because no payment 

had been generated during the interim period. 

 

However, she grew worried and paid a visit to the BISP Tehsil Office Sugar Mill Khazana 

Peshawar with her husband to enquire about the MOs she understood were not being paid to her. 

 

The staff there at the BISP Office did not investigate her case or view her ‘payment details’ and 

incorrectly informed them hers was a case of ‘CNIC discrepancy’ caused because the thumb 

impression on her CNIC was not clear. She was advised to have a new CNIC issued from 

NADRA and to submit it at the Office with an application requesting an update of her details. 

 

She followed the advice and submitted the two documents to the BISP Divisional Office 

Peshawar on the 10
th
 October 2011. 

 

5. Processing of the case 
 

Hence, an official complaint was filed at the BISP Divisional Office Peshawar on the 10
th
 October 

2011. The complaint was entered into records by the Assistant Complaints, and was forwarded on 

the 16
th
 October 2011 to NADRA, Peshawar, for further action. A copy of the complaint was also 

dispatched to the BISP Divisional Office Peshawar which was located on the same premises. The 

beneficiary’s husband did not receive any acknowledgement receipt for his complaint, and visited 

the BISP officials more than five times to get updates. 

 

In January 2011, the couple applied for a new CNIC at the NADRA sub-office Jamroad Road 

University Town Peshawar. They were dealt with at the Public Counter, where they were asked 

for Rs. 1000 as a processing fee along with the application. When Insania visited the NADRA 

office after 45 days, she was told that the problem persists and still there is a problem with her 
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thumb impression. She was not handed over the CNIC and asked for another Rs. 1000 to ‘resolve 

her issue’. 

 

In the meanwhile, she received two instalments; a ‘flood payment’ of Rs. 3000 on the 16
th
 

February 2011 and a few months later, she got her first payment for the second phase. The 

household was under the impression that it is due to the processing by NADRA that payments 

have resumed and they are receiving the cash grants in different amounts as their data get 

updated. 

 

6. Observations 
 

a. General Observations 

 

The poverty stricken community in Sufaid Deri was ill informed about the BISP requirements 

and procedures. Due to cultural reasons the women beneficiaries face difficulty in interacting 

and communicating with surveyors and officials. Furthermore, BISP procedures currently do 

not emphasize on verification of data to ensure its validity and reliability. 

 

This would appear to be a case of fraud at NADRA in exploiting the beneficiary because of 

their ignorance; without making any real updates or changes they had taken Rs. 2000 from the 

beneficiary. Moreover the BISP Tehsil Office also misguided the beneficiary. They just 

needed to ask her to wait for the MOs to be generated rather lead her on a wild goose chase. 

 

b. Observations at the beneficiary level 

 

Despite visiting the BISP office around five times at a cost of around Rs. 150 per visit, the 

beneficiary and her husband were satisfied with the cooperation extended by the BISP staff, 

particularly officers at the BISP Divisional Office in Mardan. 

 

c. Observations at BISP/Partner agency level 

 

No guidelines or instructions were put on public display for filling out forms or lodging 

complaints. As a result beneficiaries faced considerable difficulty in getting their concerns 

addressed. Further, lags are often noticed between delivery of funds and corresponding 

updates in beneficiaries’ accounts. For officials involved in resolution of grievance cases, the 

lag becomes a source of unnecessary confusion and difficulty. 

 

7. Lessons learnt/Conclusion 
 

 Most beneficiaries in rural and backward areas remain uninformed about official complaint 

redressing mechanism. Hence, closing or narrowing this knowledge gap will likely be the 

next key challenge faced by BISP workers and its donors.  

 Specific complaints about the NADRA sub office Jamroad Road University Town Peshawar 

are forthcoming as they are charging Rs. 1000 for every CNIC. Rs. 1000 is typically the 

charge for getting a CNIC made urgently, whereas they asked Insania to retrieve her CNIC 

after 45 days. 

 Despite the fact that the beneficiary received the smart card from Alfalah Bank they still 

considered that a discrepancy existed. 
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8. Recommendations 
 

 BISP headquarters should consider utilizing Easy Paisa type of schemes to transfer the money 

to the beneficiaries. The method is quick, less prone to exploitation, and is already used all 

over the country for transferring funds from one place to another.  

 Furthermore, complaint monitoring procedures should be developed whereby beneficiaries’ 

issues are resolved in a timely manner, and BISP Tehsil offices are accurately informed about 

any developments or progress made.  

 NADRA should have a separate counter desk for BISP beneficiary and deal with them 

accordingly on an urgent basis without charging any fee. ,.. 
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Grievance Case Study Number: G-KPK-23 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Mewa 

Wife of: Sharab khan 

Complainant, if not beneficiary herself: Mirza Khan 
Address: Mohalla Sadeeq Akbar, Togh, Kohat, KPK 

CNIC Number: 21604-8735604-9 

PSC form number: 5503217 

Date Study Conducted 22
nd

 December 2011 

 

1. Summary of the Case Study 
 

Mewa Jan, wife of Sharab Khan, resides in Ghulam Banda, Post Office Tough, Ashraf Abad, 

Rawalpindi Road, Kohat. She is an IDP from Orakzai Agency, and a mother of 6 children. Her 

husband is the sole breadwinner in the family, and works as a labourer. 

 

In 2010, Mewa Jan was approached by the BISP surveyors at Kohat and her Poverty Score Card 

(PSC) form was filled. Later on, she was declared as an eligible household with discrepancy, as at 

time of survey she did not have a valid CNIC. 

 

Mewa Jan’s brother in law visited a net café around June/July 2011 to check Mewa Jan’s status, 

where he came to know that she has been declared as an eligible beneficiary with discrepancy. He 

was told to make a new CNIC for Mewa Jan and then submit it to the BISP office. After receiving 

Mewa Jan’s CNIC from NADRA, he visited BISP Tehsil Office Kohat on 25
th
 August 2011 in 

order to lodge a complaint which was forwarded to the BISP headquarters on 25
th
 October 2011. 

Her complaint was resolved and her first MO was generated in December 2011 and delivered to 

her on 4
th
 April 2012. 

 

2. Beneficiary / Complainant’s Profile and Background Information 
 

Mewa Jan, wife of Sharab Khan, is 33 years old and is a resident of Ghulam Banda Togh District 

Kohat. Originally, she belongs to Orakzai Agency, but her family was forced to move to Ghulam 

Abad as IDPs due to the deteriorating security situation. Mewa Jan is a mother of 6 children, 5 

daughters and 1 son, and has hardly received any education. Her husband is a labourer, earning a 

daily wage by working under construction foremen. Currently, grandparents and their parents 

reside with them in that small house. 

 

The family lives in a pacca house, consisting of 4 rooms, a kitchen and a bathroom. Other IDPs 

live nearby and the small community is located only at a five minute drive from the nearest main 

road. 

 

3. Beneficiary / Complainant’s Relationship with BISP 
 

Mewa Jan was not declared a beneficiary during the parliamentarian phase of the BISP program. 

In the second round, a year ago, she was visited by surveyors who filled her PSC form. After the 

survey, her PMT score was 15.88, but at the time of survey she did not have a valid CNIC. 

 

Mewa Jan’s brother in law, Mirza Khan, checked the BISP website in a local internet café about 

two months before the lodging of the complaint, where he came to know that there is a 

discrepancy and need to contact the BISP office. 

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-KPK-23 
 

J40252714 

GHK Consulting Ltd. 517 

Oblivious of the actual eligibility criteria, Mewa Jan only knew that the BISP cash grants target 

poor and low income households. The family intends to utilize the grant money in paying off 

loans to village grocery shops, in educating their children, and in raising their general standard of 

living. 

 

4. How did the Complaint Emerged 
 

The family belongs to Orakzai Agency and live as IDPs in Kohat, after being surveyed a 

discrepancy occurred in their details as she was not in possession of a valid CNIC. They came to 

know when Mewa Jan’s brother-in-law visited a net café around June/July 2011and checked her 

status on the BISP website. 

 

The employee at the net café also told him that she would need to submit her CNIC in BISP, but 

she did not have a valid CNIC therefore the employee told him that first she needs to apply for a 

CNIC and afterwards he should  visit the BISP office. When she received her CNIC from 

NADRA in a normal due process, her brother in law visited BISP Tehsil Office Kohat which was 

in the premises of BISP Divisional Office Koaht, as both offices shared the same premises. 

 

5. Processing of the Complaint 
 

Accordingly, Mewa Jan’s brother in law submitted a formal complaint on 25
th
 August 2011 at 

BISP Tehsil Office. The Assistant Director recorded the complaint and forwarded it to the BISP 

headquarters on 25
th
 October 2011. 

 

The complaint processing almost took four months and her discrepancy was removed and her first 

instalment generated on 26
th
 December 2011, which was delivered to her on 4

th
 April 2012. 

 

6. Observations 
 

a. General Observations 

 

All adults in Mewa Jan’s family were daily wage earners, and visiting the nearest BISP office 

consumed both precious time and money.  For a large family surviving below the poverty 

line, following Mewa Jan’s case with BISP officials was a difficult task. In most of the 

discrepancy cases the exact discrepancy is neither known to beneficiaries nor to BISP 

officials, as they had no access to detailed information. 

 

b. Observations at Beneficiary Level 

 

Although Mewa Jan was declared a beneficiary through the general survey of the BISP 

program, she was unaware of her actual scores. Mewa Jan was  hesitant and even downright 

reluctant to ask her family members to forego a day’s work and wages to find out if any 

progress has been made. Therefore they visited once at the time of lodging a complaint which 

incurred them a cost of around Rs. 150.  

 

c. Observations at BISP / Payment Agency Level 

 

The complaint was redress in a moderately reasonable time (four months) and her payment 

generation started. However, the BISP staff were not well informed about the nature of the 

discrepancy, knowing only that resolution rested in submitting a CNIC.   
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7. Lessons Learnt/ Conclusions 
 

 Although, all irregularities found in Mewa Jan’s records were resolved and her first 

instalment generated but  as of 6
th
 May 2012 she had not received her due amount. 

 

8. Recommendations 
 

 BISP officials should strive to create awareness about grant procedures and requirements, 

especially amongst poor women.  

 By employing women staff members and launching door to door service for resolution of 

discrepancies, BISP headquarters can cut down on the occurrences of incoming complaints 

and can ensure that women lodge complaints themselves without relying on immediate family 

members.  

 Furthermore, partner agencies, such as Pakistan Post, should be educated enough about 

tackling minor complaints, and providing guidance and direction to eligible recipients whose 

cash grants fail to arrive.  

 A regular display of advertisements, announcements and notification at the local post office, 

including grant recipients’ list is recommended, in order to remove the knowledge gap. 
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Grievance Case Study Number: G-KPK-24 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: Rabia 

Wife of: Malang gul 

Complainant, if not beneficiary herself: N.A. 

Address: Toti khel, Badaber, Maryam Zai, Peshawar 

CNIC Number: 1730194374787 

PSC form number: 6866206 

Date Study Conducted 22
nd

 December 2011 

 

1. Summary of the Case Study 
 

Rabia, wife of Malang Gul, is a resident of Mohallah Tooti Khail, Village Badaber, Peshawar. 

Her husband suffers from Hepatitis A, and is unable to earn a living for his family. In 2010, 

Rabia’s household was approached by surveyors who recorded her PSC details and issued her an 

acknowledgement receipt. However, because she did not possess a valid CNIC at the time of 

survey, therefore she was declared eligible but with discrepancy. She was later advised to obtain a 

CNIC in order to initiate the flow of cash grants. 

 

Rabia applied at NADRA office, Peshawar, for a new CNIC. Later, she visited the BSIP local 

office to provide officials with her new CNIC. Her application was accepted on 17
th
 October and 

forwarded for further action to headquarters the same day. 

 

According to BISP local office, the beneficiary’s case has been resolved and she has been 

delivered her first payment on 23
rd

 April 2012. 

 

2. Beneficiary / Complainant’s Profile and Background Information 
 

Rabia, wife of Malang Gul, is a resident of Mohallah Tooti Khail, Village Badaber, Peshawar. 

She was 19 years old, and is a mother of two children; the girl is about two and a half years, and 

the boy only of six months. Rabia’s husband used to work as a daily-wage labourer, until he was 

struck  ill by Hepatitis A. Now, due to his ailing condition he is not able to work regularly. Rabia 

lives in a joint family system with her in-laws in the village of Badaber. The street was narrow 

with poorly maintained sanitation facilities. 

 

3. Beneficiary / Complainant’s Relationship with BISP 
 

At the outset of the BISP program, in the parliamentarian phase, Rabia was not identified as an 

eligible grant recipient. After her Poverty Score Card (PSC) survey was done in November 2010, 

she was declared as an eligible beneficiary but with a discrepancy. She received an intimation 

letter asking her to submit her CNIC at the nearest BISP office to remove the discrepancy. She 

had the acknowledgement slip issued by the survey team. 

 

However, at the time of survey, Rabia was not 18 and was not in possession of a valid CNIC. As 

it was mentioned in the intimation letter that she needed to make her CNIC she therefore applied 

with NADRA to receive her CNIC through normal due process. 

 

With the grant money, Rabia plans to pay off her debts, educate her children, and afford a 

healthier yet more comfortable living and lifestyle. She looks forward to acquiring medicines for 

her ill husband, and believes BISP assistance to be a miracle that will relieve her of all financial 

woes and worries. 
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4. How did the Complaint Emerged 
 

Rabia received an intimation letter that informed her that she has been declared as an eligible 

beneficiary but a discrepancy rests because she had not had a CNIC at times of survey and was 

directed to make her CNIC and contact BISP local office for removal of the discrepancy. At time 

of survey she was not 18 therefore did not have a CNIC. She applied in NADRA for issuance of a 

CNIC. 

 

fter she had received her CNIC in due normal process of NADRA,  her husband also checked her 

status in a net café where he received the same information. 

 

5. Processing of the Complaint 
 

On 17
th
 October 2011 she and her mother in law visited the BISP Divisional Office Peshawar to 

submit her CNIC and lodge a complaint to remove the discrepancy. The application was 

immediately recorded in an excel sheet, and forwarded to BISP headquarters on the same day. 

 

After a period of one month, on 8
th
 November 2011, when the BISP Office Peshawar checked her 

online status her CNIC number had been inserted and updated and on 26
th
 December 2011, her 

first MO generated; however, she was still waiting to receive payments. The BISP website shows 

that  she has received her first payment on 23
rd

 April 2012. 

 

6. Observations 
 

a. General Observations 

 

Rabia’s case has been resolved and her CNIC inserted and updated but despite that the 

discrepancy is still tagged against her profile. Her case was resolved in around 2 months from  

lodging of the complaint. 

 

b. Observations at Beneficiary Level 

 

She is facing financial problems as her husband remains ill and cannot work regularly to 

support the family. Rabia strongly believes that she deserves BISP grants, and expressed her 

disapproval and dissatisfaction with the current method of complaint resolution. Her 

discrepancy has been removed and her first MO generated, but she has neither  received that 

nor any other MOs generated. She visited the BISP Office more than 3 times at incurred cost 

of  Rs. 70 for each visit, as she used local bus transport. 

 

c. Observations at BISP / Payment Agency Level 

 

A grievance complaint could be resolved instantly via CMS but it has taken almost 2 months 

to resolve manually. 

 

7. Lessons Learnt/ Conclusions 
 

 Due to illiteracy and poverty, people like Rabia continue to face numerous hurdles in 

acquiring the grant money. Though her CNIC number was inserted and a MO generated in 

December 2011, her payment was delivered to her after a span of five months in the last week 

of April 2012. 
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8. Recommendations 
 

 All grant recipients need to be thoroughly educated about BISP procedures and regulations.   

 The intimation letter guides her properly and saved her time. 

 A system through which recipients get SMS updates of payments, status etc by just sending 

the PSC form number from any mobile, would ease traffic in offices. 

 A complaint system through which the complainant calls and registers their complaints by 

just providing them with their CNIC number and the rest of the data could be automatically 

brought up in the system by BISP from NADRA, would expedite matters.. 
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Grievance Case Study Number: G-KPK-25 

Nature of Case: Change of Address 

Complainant/ Beneficiary: Rahat BIBI 

Wife of: Sharif Gull 

Complainant, if not beneficiary herself: N/A 

Address: Umar Farooq Street, Shahi Bagh , Peshawar, Khyber-

Pakhtunkhwa 

(Permanent address: Gulabad Badaber Peshawar) 

CNIC Number: 17301-7850791-0 

PSC form number: 5076293 

Date Study Conducted 22
nd

 December 2011 

 

1. The Case Summary 
 

Rahat Bibi, wife of Shareef Gul, currently resides in University Campus, University of Peshawar. 

In October 2010, a BISP survey team visited  her home at Shahi Bagh Peshawar, where her 

Poverty Score Card (PSC) form was filled. 

 

After the survey, she was  declared as an eligible household as she received an intimation letter 

from the BISP and her first MO was generated in August 2011, which she received in September 

2011 (although the official data shows that the amount was delivered in October 2011). 

 

Soon after receiving her payment, the family shifted to University Campus, Peshawar. 

Subsequently they wished to receive the cash grant at their current address at University Campus 

Peshawar for which they lodged a complaint in the BISP Divisional Office Peshawar, for change 

of address. The complaint was lodged on 9
th
 October 2011, and was forwarded to the BISP 

headquarters on 15
th
 October 2011. Subsequently her payment delivery address was changed as 

the office was informed of this on 9
th
 November 2011. Her due amounts were being  delivered at 

her current address and the grievance was resolved. 

 

2. Beneficiary/Complainant’s Profile/Background information 
 

Rahat Bibi, wife of Shareef Gul, is 35 years of age and is a mother of 7 children, 4 boys and 3 

girls.  

 

She has no vocational training or formal education, and performs only daily chores of the 

household. Her husband is polio stricken, and a car driver by occupation, and his meagre and 

insufficient earnings do not allow his family a decent living.  

 

Rahat Bibi used to be a permanent resident of Mohallah Gul Abad Badaber, Peshawar while at 

time of survey she was living in Shahi Bagh Peshawar, where her survey form was filled. Soon 

after they shifted to University Campus Peshawar where she is currently living, one of the most 

densely populated areas in the city. The locality is a slum area comprising of a mix of pacca and 

katcha houses, with open drainage and sewerage. Rahat Bibi, herself, lives in a pacca house 

which has two rooms, a kitchen and a bathroom. 

 

3. Background of Relationship with BISP 
 

Rahat Bibi was not a beneficiary during the parliamentarian phase of the BISP program. In the 

second phase, she was visited by the BISP survey team who interviewed her in October 2010 and 

she was issued an acknowledgement receipt for her records. Later, she was declared eligible by 
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BISP and started receiving her payment. Rahat Bibi also received an intimation letter from the 

BISP headquarters in Islamabad, informing her of the grant award.  

 

Although the family had no prior knowledge of the BISP initiative for low income households, 

they were briefed by the people in their community about its various monitory and nonmonetary 

benefits. In future, the cash grants will translate into added income for the family. Rahat Bibi 

looks forward to procuring medicines for her asthmatic daughter, purchasing warm clothing, and 

saving money for her children’s higher education. 

 

4. How complaint/grievance emerged? 
 

In Shahi Bala Peshawar, her PSC form was filled by the survey team and subsequently declared 

as an eligible household;  she received her first payment in September 2011, though the BISP 

website shows that she received this in October 2011. When the beneficiary started living in 

University Campus she wished to receive the grant at her current address and lodged a complaint 

for change of MO delivery on 9
th
 October 2011.,Before that she updated her CNIC as was advised 

by a Postman. 

 

5. Process of the case 
 

Rahat Bibi applied for a new CNIC at the NADRA office, Peshawar to update her current address 

and a new CNIC was issued within one month in October 2011.  She was advised to do so by a 

local Postman. Her husband then submitted a formal application on 9
th
 October 2011 at the BISP 

Divisional Office Hayatabad. The request was entered into official records on the same day, 

although no acknowledgment was provided to the beneficiary at the time of submission. Later on, 

the complaint was sent to the BISP headquarters on 15
th
 October 2011. On 9

th
 November 2011, 

the case was resolved and the relevant BISP Office was informed that the address for delivery of 

MO has been updated, and she started receiving her payment at her current address. 

 

6. Observation 
 

a. General Observations 

 

The beneficiary’s husband is polio-ridden but struggles to feed the family and works as a 

driver. Currently he is a driver with a university professor, who also helps and facilitates the 

family. 

 

b. Observations at the beneficiary level 

 

Rahat and her husband visited the BISP offices several times, around 4 times; sometime on 

foot and at other times using public transport which cost them around Rs. 40 per visit. For a 

family that spends a large part of its income on purchasing medicines, visiting BISP offices 

turned out to be rather taxing and costly. Despite their financial constraints, Rahat Bibi’s 

residence was clean and tidy. Located on the 1
st
 floor of an apartment building, the family 

experienced extreme temperatures in winters and in summers. 

  

Rahat Bibi told the TPE team, “Chi da Allah har sa hukam de Munga de pe aghai razi ki aw 

agha da tollo raziq de za munga be hhum sa bandoobast kare ei.Dade waroo ka mushkilat 

nawe no munga ba de ta las hum no kare”. “ We are pleased with whatever Allah wishes, as 

He is the Raziq and definitely He must have thought something for us, it’s just for the future 

of our children that we are expecting to receive something from BISP otherwise we would not 

have asked for the cash grant. 
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c. Observations at BISP/Partner agency level 

 

The issue stands resolved and was processed speedily. The case was sent with a delay of 4 

days and it took another month for resolution, but overall it was efficiently dealt with and the 

beneficiary started to receive her payments fairly soon.   

 

7. Lessons learnt/Conclusion 
 

 Poverty and illiteracy continues to be the main reason behind lack of awareness about the 

BISP initiatives. Rahat Bibi was ignorant about the complaint lodging procedures until she 

was directed by the postman in the right direction. Her case is an excellent example of how 

proper coordination and communication can lead to quick resolution of all complaints. 

 

8. Recommendations 
 

 Postal staff should be trained and actively engaged in providing information and guidance to 

beneficiaries.  In this case the Postman positively guided the complainant. 

 BSIP headquarters should adapt monitoring mechanisms to enforce transparency and 

accountability at all levels of management.  

 Complaints should be dealt with efficiently and promptly in order to mitigate piling up of 

unnecessary workload.  

 To this effect, BISP officials should strive to maintain coordination and cooperation between 

departments at all times.  
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Grievance Case Study Number: G-KPK-26 

Nature of Case: CNIC update 

Complainant/ Beneficiary: Bibi Saqeeba 

Wife of: Sadiq Shah 

Complainant, if not beneficiary herself: N/A 

Address: Village Mohallah Mohra, PO Jhangran, Havelian, 

Abbottabad 

CNIC Number: 13102-0568139-8 (1310141717307) Head CNIC 

PSC form number: 6179171 

Date Study Conducted 22
nd

 November 2011 

 

1. Summary of the Case Study: 
 

After the January 2010 survey, Bibi Saqeeba wife of Sadiq Shah who lives in Havelian, 

Abbottabad, received a letter from the BISP stating she is eligible with discrepancy for the grant, 

as in her CNIC Havelian was part of Abbottabad Tehsil, but this area was later on declared as a 

separate Tehsil by a Government Order. 

 

When the survey team approached and filled her Poverty Score Card (PSC) form in January 2010, 

they recorded Havelian as a Tehsil but in her CNIC, Havelian was still shown as part of 

Abbottabad Tehsil which caused a discrepancy as the database of BISP and NADRA was not 

matching.  

 

Saqeeba applied for a new CNIC and her data was updated in the NADRA data base.  She  lodged 

a complaint thereafter for resolution of the issue. Her issue was subsequently resolved and her 

first MO was generated in December 2011, while her 1
st
 payment was delivered to her on 22

nd
 

March 2012. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Bibi Saqeeba wife of Sadiq Shah is 51 years old, and has never received any formal education. 

After the 2005 earthquake she shifted from Bagh to village Mohallah Mohra, Jhangran, PO 

Havelian, and Abbottabad. Here a family lends them a field attic with two rooms. She is a house 

wife. 

 

Bibi Saqeeba is living with her family in a room of a rented old Katcha house with no kitchen and 

latrine facility. Bibi Saqeeba is the mother of 6 children (5 girls and 1 boy). Her children are not 

attending school, her only son left home due to family problems. Their house is situated on a 

mount in the middle of the fields with a few houses in the same locality.  

 

Sadiq Shah’s 2
nd

 wife Khatoon Bibi and her children also live in this two-room quarter. Besides 

Khatoon Bibi, there is another potential beneficiary Naheed Bibi who is divorced and lives in the 

same household. Rubina Bibi, daughter of Sadiq Shah, is also on the family roaster. As the BISP 

record shows, Khatoon bibi and Naheed are eligible beneficiaries in the same household. 

 

Sadiq’s earnings are very low; it is extremely difficult for him to survive with his 2 wives and 12 

children. He earns his living by selling wood logs and working some time for land lords. His sons 

from his 2
nd

 wife are going to a nearby school but scarce health resources are available for people 

of this locality. 

 

Village Mohra, Jhangran, is a part of Havelian Tehsil but it can be considered a semi-rural area. 

There is small number of houses in their village spread across different clusters. Road conditions 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-KPK-26 
 

J40252714 

GHK Consulting Ltd. 526 

were good, once they connect to the main road. Market, School and health facilities were at a 

distance of 1.5 kms. 

 

3. Beneficiary’s Relationship with BISP: 
 

Bibi Saqeeba was not a beneficiary under the BISP parliamentarians’ programme. The PSC 

survey of her household was held about a year ago and in January 2010 a survey team from BISP 

completed her survey form. She was provided with an acknowledgment slip as well. She received 

a letter from the BISP office around the end of 2010 (she did not recall the exact date nor had the 

copy of the intimation letter), that she is eligible with discrepancy for the cash grant.  

 

She has confused views about the BISP and is not sure whether they are addressing her case or 

not. She had thought that as  poor Pakistani she would be treated as a priority by the programme. 

 

She lodged a complaint for removal of her discrepancy at the BISP Divisional Office Abbottabad, 

but had little notion of the details of the complaint redressal system.  

 

. As her family income is very low she will utilize the amount to feed her family and try to 

improve the poor nutrition of her siblings. 

 

4. How did the complaint/grievance emerge? 
 

Bibi Saqeeba never received her monthly instalment due to a discrepancy with the data in her 

CNIC. She received an intimation letter through which they were directed to remove the 

discrepancy but she did not understand that and thought that they had simply received an 

eligibility letter and soon payments would be forthcoming. She kept on waiting till finally her 

husband went to the BISP Office to check the status. ere he came to know that there is a 

discrepancy and her address recorded by BISP was not matching with the NADRA data base 

record, as the government had declared Havelian as a Tehsil but NADRA had not updated that in 

their data base and were still considering Havelian as part of Abbottabad Tehsil. 

 

NADRA addressed the problem and updated Havelian as the Tehsil and the discrepancy was thus 

removed automatically. Prior to  lodging the complaint the complainant applied in NADRA for 

issuance of an updated CNIC as it was thought that the problem rested only with her CNIC rather 

than being a generic issue for  NADRA in relation to the area/tehsil. 

 

5. Processing of the Case: 
 

The complainant visited the BISP office somewhere around  July 2010, where he was guided to 

the effect that first there is a need to update his wife’s CNIC and then lodge a complaint.  They 

did apply for a new CNIC and further lodged a complaint. After receiving Saqeeba’s CNIC, he 

lodged a complaint at the BISP Divisional Office Abbottabad on 20
th
 October 2010. During the 

same week, the complaint was forwarded to the BISP headquarters for redressal and the issue was 

resolved in December 2011, followed by her first payment on 22
nd

 March 2012.  

 

6. Observations 
 

a. General Observations: 

 

Bibi Saqeeba lost a few  months of the much-needed cash assistance due to her, while another 

woman in the same house was receiving funds during this period.  She suffered through no 

fault of her own but a  systemic error on the part of NADRA.  However, this family fought to 

address the issue, even applying for a new CNIC. . 
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In discussing receipt of payments the family indicated that the post man informs the 

community that the MO is being delivered, and either they stay home for him or they go to 

the post office to receive the money.  It is a standard unofficial practice  that Rs. 100 is 

deducted from every Rs. 1000 MO, for the services rendered by the postman. 

 

b. Observations at the beneficiary level 

 

The beneficiary was deemed eligible, but a systemic issue related to NADRA data resulted in 

her being deprived of her payments for several months.  She was not informed by BISP that 

there was a discrepancy so waited for her payments.  She was guided well by the BISP staff 

once she contacted them and took actions as recommended for resolving the issue.   She 

visited the BISP offices 3 to 4 times and each visit incurred her a cost of Rs. 150. 

 

c. Observations at BISP/Partner agency level 

 

BISP did not contact the applicant about her discrepancy status which resulted in her being 

deprived of several months of due payments.  However when BISP was contacted by her 

husband, it promptly advised the complainant to remove the discrepancy from her CNIC.  As 

this was a generic issue this should have been picked up and dealt with at a systemic level 

with NADRA early on.   

 

7. Lessons Learnt/ Conclusions 
 

  Given the profile of the people BISP is targeting far better efforts are needed at 

communicating with these marginalised groups, to empower them to demand their rights and 

take the actions necessary to access what is due to them.  With proper communication, the 

beneficiary would have taken action to address the discrepancy earlier. . 

 In this case the fact that another eligible beneficiary in the household was receiving payments, 

the family took the initiative of enquiring about their status.  . 

 The CMS is not yet operational at BISP’s Tehsil/Divisional level; therefore, the BISP 

officials only entered the complaint in a complaint register and this was made a part of a 

complaints file. A monthly wise summary of the complaints are prepared in the shape of excel 

sheets then forwarded to HQ for further process. 

 

8. Recommendations 
 

 It is urgent that beneficiaries be informed of their eligibility and whether there is an impeding 

discrepancy.  Improvements are needed in communication with beneficiaries. 

 Improved monitoring & evaluation for those eligible families who are not receiving the due 

benefit due to a discrepancy or other reasons, needs to be undertaken so that no one is left out.  

 A heavy work load on the BISP officials has been noted during the visit which leads towards 

hurdles in smooth/speedy running of the activities. Further resources or improved methods are 

needed for better outreach to beneficiaries.  

 A system through which potential beneficiaries receive updates via sending their PSC form 

number from any mobile network or mobile number would reduce traffic in BISP offices. 
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Grievance Case Study Number: G-KPK-27 

Nature of Case: CNIC update 

Complainant/ Beneficiary: Sajjan  

Mother of:  lal zaman khan 

Complainant, if not beneficiary herself: Mohammad Ashraf (Sajjan Bibi husband nephew) 
Address: Village Barseen, Bandi Attai khan, Havelian, , 

Abbottabad 

CNIC Number: 13101-0861096-4 

PSC form number: 6224310 

Date Study Conducted 23
rd

 December 2011 

 

1. Summary of the Case Study 
 

Sajjan, mother of Lal Zaman Khan, lives in a Village Barseen, Bandi Attai Khan, Tehsil Havelian 

of District Abbottabad. She lives with Mohammad Ashraf, who is the nephew of her husband. She 

is a widow, aged 57 as  her husband died 20 years ago. Mohammad Ashraf is the sole bread 

earner and a farmer by profession. 

 

Sajjan, was declared a beneficiary but with a discrepancy in her CNIC, as at the time of the survey 

she was visiting her son and not home and hence only her name was recorded in the Poverty 

Score Card (PSC) form and not her CNIC number. When the discrepancy was discovered  her 

nephew Mohammad Ashraf lodged a complaint along with the CNIC of Sajjan on 13
th
 August 

2011 at the BISP Divisional Office Abbottabad, which was subsequently forwarded to the BISP 

Headquarters on 20
th
 August 2011 for removal of the discrepancy. 

 

Her son Mohammad Ashraf visited  the relevant BISP office 3 or 4 times to check any progress 

made but her discrepancy  had not been removed as of June 2012. 

 

2. Beneficiary / Complainant’s Profile and Background Information 
 

Sajjan is a potential beneficiary under phase II of the BISP program, though she was not a 

beneficiary under the parliamentarian program. She is a 57 year old widow who lives with her 

husband’s nephew Mohammad Ashraf in village Barseen, Bandi Attai Khan, Havelian, 

Abbottabad.  She has chosen not to live with her own sons. She has 6 sons and a daughter. 

Mohammad Ashraf has seven children (3 boys and 4 girls). She is an illiterate woman and often 

remains in bed due to ill health. 

 

The house they live in is an old mud  house with two basic rooms but no kitchen, bath and latrine 

facility. Drinking water is not available within the house premises and they fetch water from a 

stream at a distance of 15 minutes’ walk. 

 

There is another potential beneficiary Shameem, who lives in the same household. She considers 

her as her daughter in law.  She is the wife of Mohammad Ashraf, is 43 years old and is the 

mother of the  seven children. 

 

Mohammad Ashraf who is the sole bread earner for the entire family is a farmer by profession 

and works on someone else lands.  He also works  part time as a conductor on a van, as he cannot 

earn enough to make ends meet. 
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3. Beneficiary / Complainant’s Relationship with BISP 
 

In January 2010, the NRSP survey team in Abottabad Havalian filled their PSC form. After filling 

their PSC form, they got an acknowledgment slip. Sajjan received a letter of discrepancy as at the 

time of survey her CNIC was not recorded. She was on a visit to her son’s house as although she 

had chosen not to live with her sons, she did occasionally visit them. Her sons are not living in 

Abbottabad. 

 

Upon visiting the BISP Divisional Office Abbottabad on 13
th
 August 2011, her nephew 

Mohammad Ashraf lodged a complaint by submitting her CNIC. Sajjan is old and in ill health, 

and with limited financial resources, and so cannot afford to visit the BISP office repeatedly.  

 

4. How did the Complaint Emerged? 
 

When Sajjan received the letter of discrepancy from BISP and also received advice from some of 

the women in neighbourhood who suggested that they should consult BISP as people are getting 

their cash grants, she decided to approach the BISP office. Her nephew Mohammad Ashraf went 

to the BISP Divisional Office Abbotabad and submitted a written complaint, along with 

photocopies of the CNIC of Sajjan. There he was told that Sajjan has a discrepancy but they 

assured them that the discrepancy will soon be removed. 

 

5. Processing of the Complaint 
 

The complaint was lodged in the BISP Divisional Office Abbottabad on 13
th
 August 2011 and 

was forwarded to the BISP headquarters for redressal on 20
th
 August 2011. Mohammad Ashraf 

visited the BISP office three to five times paying Rs. 85  per visit for lodging and following up the 

complaint for the removal of the discrepancy. 

 

The Assistant Complaint assured  him that the discrepancy would soon be removed but her case 

remains pending as of June 2012. 

 

6. Observations 
 

a. General Observations 
 

When the TPE team visited Sajjan, she lamented “We are poor that’s why no one considers us 

nor are they resolving our problems. You are educated and please take our message to the 

president/head to consider our plea. We are already under heavy debts and no one will even 

loan us more money.” 

 

Sajjan’s misery is compounded by ill health. Although her complaint was lodged in  August 

2011 months had passed without resolution, and she has despaired of the system.   

  

b. Observations at Beneficiary Level 
 

The beneficiary is not satisfied with the result of the complaint. Being illiterate she was 

unaware that her PMT was 8.51 and she was an eligible beneficiary.   

 

c. Observations at BISP / Payment Agency Level 
 

It has been observed that the enquiry of a complaint is usually completed in less than four 

weeks but in this the case it has taken many months with the  the case still  unresolved. 

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-KPK-27 
 

J40252714 

GHK Consulting Ltd. 530 

7. Lessons Learnt/ Conclusions 
 

 Many beneficiaries are illiterate and lack awareness of how to access the system and resolve 

issues related to their entitlements.   In particular most are not aware that there is a complaint 

mechanism and how they can go about addressing their grievances. 

 Investigations reveal that communication gaps between the various tiers of BISP offices result 

in delays in tackling grievances.  Further, communication with beneficiaries is weak and they 

are not aware of progress on their cases.   

 

8. Recommendations 
 

 There should be  mechanisms for monitoring eligible beneficiaries who have not accessed the 

system, or have discrepancies, to ensure those entitled can receive what is due to them. . 

 There is an urgent need to introduced the CMS so grievances can be resolved more speedily 

and at local BISP offices, and the poor and marginalised not be deprived of sorely needed 

financial assistance. .  

 A mechanism should be instituted to track lists of discrepant beneficiaries to determine 

progress made in resolving cases.  

 A specified time period should be sent to each divisional office for processing of complaints.  
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Grievance Case Study Number: G-KPK-28 

Nature of Case: CNIC update 

Complainant/ Beneficiary: Rukhsana 

Wife of: Musharraf Khan 

Complainant, if not beneficiary herself:  
Address: Mohallah Sultan Meer Shinwari,Jungle Khel, Kohat 

3, Kohat . 

CNIC Number: 14301-9128828-3 

PSC form number: 5196929 

Date Study Conducted 22
nd

 November 2011 

 

1. Summary of the case 
 

The case study relates to  the updating of the old CNIC of Rukhsana w/o Musharraf Khan, who is 

a resident of Jungle Khel of district Kohat. At the time of the survey she had an old NIC, though 

when her Poverty Score Card (PSC) form was filled she was asked to make a new CNIC. The 

PSC survey was held in the area in October 2010. 

 

She applied for a new CNIC in NADRA and this was issued in  around  one month. After learning  

that she had been declared an eligible household with discrepancy, she lodged a written complaint 

at the BISP Tehsil Office Kohat for an update and submitted her new CNIC along with the 

complaint, somewhere around June 2011.  

 

Though her CNIC is updated in the BISP website she is still tagged as discrepant  and awaits her 

money orders.  

 

2. Beneficiary / Complainant’s Profile/Background Information  
 

The beneficiary Rukhsana is a 50-Year old housewife with 4-daughters ( Samina (Age-24), Rabia 

(Age-19),  Fadia (Age-18) and the oldest one is married), a daughter-in-Law (Saima Age-21) & a 

son. Rukhsana is illiterate, poor & a patient of diabetes as well as a patient of hypertension. She 

has all the responsibilities of the family on her shoulders, as her husband retired earlier from the 

Frontier Corps and later on became a drug addict. Her husband’s early retirement resulted from 

his suffering from  schizophrenia due to which he was declared as unfit for the job. 

 

Rukhsana resides in a one Kanal rented house, with 3-Rooms without windows & doors, situated 

at Mohallah Sultan Meer Shinwari, Jungle Khel, and District Kohat. The area is considered an 

urban area; it has brick paved streets which are partly clean. As far as her house is concerned, it 

has no separate kitchen and a sheltered area without roof is used as a Latrine/Wash Room. Her 

house is at a 10 - 12 minute walk  from the main road. 

 

Rukhsana used to support her family through the sale of cloth, crockery etc in the nearby villages. 

However, after the debt she incurred at her daughter marriage and after her husband retirement, 

she could not continue due to lack of resources and time.  Her son works as a driver but in his 

salary he even cannot support his wife as he gets a very meagre amount. 

 

Rukhsana lives in an old house. Among her daughters one is disabled due to polio while the 

others (at home) are now considered  overage for marriage and are not able to attract suitors due 

to the financial condition of the family. Despairing from the blows life has dealt her, Rukhsana 

says,  “It’s easy to attend a funeral but it’s quite difficult for the people to support the aggrieved. 

It’s not someone’s fault but everything occurs due to fate”.  
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3. Beneficiary / Relationship with BISP 
 

Rukhsana was not part of the Parliamentarian’s programme. The PSC survey of her household 

was held in October 2010 and she was given an acknowledgement receipt as well. She did not 

receive the intimation letter.  Due to the guidance offered through the survey and BISP personnel 

she  acquired a computerized CNIC.  

 

She was not familiar with the details of  BISP and nor did she knew about the complaint redressal 

mechanism. She understood  that there is some “Benazir Bhutto Zakat Fund”, which is granted to 

poor people. She believes  BISP is a Zakat Grant Scheme. Although she could not recall  the 

names / positions of the survey team she  acknowledged that she had been interviewed.  

 

She intends to utilize the cash assistance  on the provision of food for her family, once she gets 

the amount.  

 

4. How did the complaint/grievance emerge? 
 

At the time of the survey in October 2010, Rukhsana had her old NIC. Though the survey team 

filled her PSC form they told her that she needed to make a new CNIC, and until then would not 

be able to  benefit from BISP.  When the  postman also confirmed that this was the case, she 

applied for a CNIC and this was issued by NADRA in about one month.  

 

She was not aware, being illiterate, that she needed to update her data at the BISP Office, and nor 

was it communicated to her that she had been declared as an eligible household with discrepancy. 

  

When she visited the BISP office around June 2011  she was told that she needed to submit her 

CNIC which she did and lodged a complaint. 

 

When asked about her case she said “Everyone received payment but I didn’t so I went to the post 

office and asked them to send my name. The post master helped me in the matter”. 

 

5. Processing of the Case  
 

The complaint was written with the help of Post Master Jungle Khel by paying him Rs. 60. 

Afterwards the complainant lodged her complaint at the BISP Office Kohat in June 2011. She was 

not provided with a complaint acknowledgement receipt.  The  BISP Office only provided a slip 

(piece of paper) on which they noted their office & landline number for follow-up.  

 

The BISP (KDA Kohat) Office forwarded the complaint to the BISP Divisional Office Kohat in 

four days. One the same day, the Assistant (Complaints) BISP Office Kohat informed the 

complainant that the discrepancy had been removed.  In fact this was incorrect as the  webpage 

indicates that  the discrepancy was removed  around March 2012.  While her status has been 

updated,  she is still waiting for the payment to be generated.  

 

6. Observations 
 

a. General Observations  

 

Clear and easily accessible information is not available for the beneficiary in relation to 

status, discrepancies, stage of processing of grievances and amount and due delivery date of 

payments.  Rukhsana is still not sure  whether she’ll get her payment or not.   
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b. Observation at Beneficiary Level  

 

She was not satisfied with the result of the complaint as still she is waiting for her MOs to be 

generated and delivered. Rukhsana’s son visited the BISP Office (KDA Kohat) to follow up 

the case time and time again; each time spending Rs. 20/- (Bus Fare) & Rs. 100/- (Rickshaw 

Fare).  He had visited about  4 to 5  times when interviewed. 

 

c. Observation at BISP/Partner Agency Level 

 

At Tehsil level, the BISP Office entered the complaint as per their existing system/procedures 

and the case was in fact resolved but the MOs were yet to be generated.  

 

7. Lessons Learnt/Conclusions 
 

 Rukhsana didn’t know how to deal with the grievance redressal process  and her husband and 

son were pursuing the case.  The family were unclear on the outcomes of the case, and why 

their MOs had not been generated, due to gaps in communication with the beneficiary by 

BISP.   

 

8. Recommendations 
 

 The beneficiary should be guided about all the procedures involved in the processing of the 

case at the outset of the BISP process. The procedures (involved) should be printed in 

pamphlets in simple language & provided to the people (who are surveyed).  

 Within BISP officials need to be able to ascertain what stage of processing a complaint is at, 

and the outcomes.  Further, they should be in a position to inform beneficiaries when to 

expect payment.   

 A system through which people can track updates, payment details etc via SMS from any 

mobile by just sending the PSC form number to BISP would reduce footfall in BISP offices. 
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Grievance Case Study Number: G-KPK-29 

Nature of Case: Duplicate Household 

Complainant/ Beneficiary: Tasleem Bibi 

Wife of: Muhammad Zaib 

Complainant, if not beneficiary herself: Muhammad Zaib 

Address: Tahirabad ,Ingaro Dherai, Mingora , Swat,Malakand 

CNIC Number: 15602-8500134-4(15602-6486178-5HH  Head CNIC) 

PSC form number: 6782280 

Date Study Conducted 22
nd

 December 2011 

 

1. Summary of the Case 
 

Tasleem Bibi w/o of Muhammad Zaib resident of Tahir abad, Ingaro Dherai, Mingora, Swat, is a 

21 year old illiterate woman, and the mother of two sons. Her husband works in a bakery and 

confectionary shop and barely earns his bread and butter  with a low salary.  This far from meets 

his family needs. 

 

Their survey was conducted in January 2011 and soon after the survey, her husband checked their 

status and came to know that there was a duplication marked for Tasleem Bibi, as she has been 

entered twice in two different PSC forms. The forms were filled by the Poverty Score Card (PSC) 

enumerators in January 2011 under form # 6782036 and 6782280 which were filled by the survey 

team. 

 

In one form the household head is Bakhtzadgai, the mother in law of Tasleem Bibi while in the 

other Mohammad Zaib the husband of Tasleem Bibi. In both forms, they are declared as an 

eligible household with discrepancy but with no potential beneficiary. 

 

Her husband submitted a CNIC copy of Tasleem Bibi in the BISP Tehsil office Swat on 5
th
 July 

2011 and they forwarded the case to the BISP Divisional office Swat on the same day, as  both 

offices were in the same vicinity. The case was forwarded to the BISP headquarters for 

investigation on the same date. Though her data has been updated in the family roster  she is still 

waiting to be declared as a potential beneficiary with the duplication discarded. 

 

2. Receiver Woman/ Complainant’s Profile and Background Information 
 

Tasleem Bibi w/o Muhammad Zaib is living in Tahir Abad, Ingaro Dherai, Mingora, and Swat. 

She is an illiterate woman. Her age is about 21 years and she has two sons. Her husband is 

working in a local bakery and confectionary shop. She is living in an old Katcha house consisting 

of two rooms with a kitchen, bath and latrine facilities but the latrine was a sheltered area for open 

defecation without a roof. 

 

Her house is situated in katchi abadi consisting of about a hundred houses of different types, with 

open sanitation lines. When we visited her she said that “The BISP office has the copy of my ID 

card and still I have not received a single penny. Eid has passed and the season changes but still 

my children are without clothes and medicines”. 

 

3. Receiver Woman/ Complainant’s Relationship with BISP 
 

In January 2011, a survey team completed the survey for the BISP.  Tasleem was also provided 

with the acknowledgment slip. She was not part of the parliamentarians’ programme previously 

being implemented. She knows little about BISP’s  complaint redressal mechanism.  

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-KPK-29 
 

J40252714 

GHK Consulting Ltd. 535 

Being an eligible beneficiary with discrepancy, her husband submitted an application with the 

copy of her CNIC to the office. To date no progress has been shown except that they have been 

informed that her valid CNIC number is now included in the family roster. 

 

They have been  visiting the Divisional office repeatedly,  spending from their pockets about Rs. 

80 to Rs. 150 per visit.  In visiting the Saidu Sharif office, their already limited resources have 

been exhausted. They were told that the BISP Peshawar office was working on the complaint and 

it was in the pipeline for further redressal. 

 

She plans to buy clothes and food for her children and save some money for a rainyday when she 

receives her money. . 

 

4. How did the Complaint Emerge? 
 

The complaint was filed when Tasleem Bibi observed that some of the women in the 

neighbourhood were being paid. Tasleem thought that may be her grant has been generated but 

she does not know; so her husband requested someone to check their status in the nearest internet 

café.  He was told that he needed to visit the BISP office as they had a discrepancy related to  

duplication of household. When her husband visited the BISP office  he was told the same and 

guided  to lodge a complaint which he did and submitted a copy of  Tasleem’s CNIC. 

 

5. Processing of the Complaint 
 

They lodged a complaint on 5
th
 July 2011 in Tehsil office Mingora, which is in the same vicinity 

of the Divisional Office Swat. The data of Tasleem bibi was sent to the BISP headquarters for 

verification which was completed in September 2011. 

 

Though her CNIC is updated in the family roster she is still waiting to be declared as a potential 

beneficiary and have the duplication  discarded. It usually takes 3 to 4 weeks according to the 

BISP procedures for a case to be processed, but in this specified case this time frame has been 

exceeded; her duplication has not been removed and nor has she been declared as a potential 

beneficiary. 

 

6. Observations 
 

a. General Observations 

 

An inordinate amount of time was taken in resolving this case, and despite repeated visits to 

the BISP office, no clear information was provided on the blockages and when due amounts 

would be paid.   

 

b. Observations at Beneficiary Level 

 

The beneficiary  is not satisfied with the result of the complaint. She was not aware that after 

the PSC survey, her PMT score was 12.48 and she was eligible.   Nor was she aware that 

there was a discrepancy till she made an enquiry.  

 

They were told in September 2011 that the discrepancy had been removed, though this has 

not resulted in payments. They are at a loss as to how to pursue the case further.   

c. Observations at BISP / Payment Agency Level 

 

There was no flow of information from BISP to the beneficiary- even her eligibility letter 

never reached her.  While the local offices processed the complaint once lodged with speed, 
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they had no information on why the duplication had not been removed, and the beneficiary 

was still being deprived of due payments.  This was a fairly simple matter of two forms 

erroneously being filled in, and should have been fairly standard to address within BISP.  

 

7. Lessons Learnt/ Conclusions 
 

 Clear guidance needs to be present at all levels of BISP offices on specific discrepancies and 

the procedures to address these.   

 All BISP offices should have access to information on the stage of processing of a case and 

outcomes, so this information can be shared with beneficiaries.  

 

8. Recommendations 
 

 There should be a monitoring mechanism for discrepancy cases, to ensure that all eligible 

beneficiaries are taking action to pursue their entitlement, and on their part the agencies 

involved are taking measures to remove the discrepancy.  A joint committee, comprising of 

BISP officials and Partner agency representatives, should be constituted for speedy enquiry of 

payment complaints. Where payments are not being received, there is a need to determine the 

causes.   

 Where straightforward discrepancies can be removed without the official lodging of a 

complaint, this should be undertaken, to streamline procedures and reduce the burden on the 

system.   

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-KPK-30 
 

J40252714 

GHK Consulting Ltd. 537 

Grievance Case Study Number: G-KPK-30 

Nature of Case: CNIC update 

Complainant/ Beneficiary: Zaib un nisa 

Wife of: Alamzeb 

Complainant, if not beneficiary herself: N/A. 

Address: Tahirabad Mingora, Swat , Ingaro Dherai, Malakand 

CNIC Number: 15602-9709122-6 (15602-3102787-7 Head CNIC) 

PSC form number: 6770766 

Date Study Conducted 22
nd

 December 2011 

 

1. Summary of the Case Study 
 

Zaib un Nisa w/o Alamzaib is a 33 year old woman with seven children, living in Mohallah 

Tahirabad, Mingora Swat. She was a beneficiary under the first parliamentary phase and was 

receiving her MOs but after the Poverty Score Card (PSC) survey, she was declared as an eligible 

household but with discrepancy. She did not have a CNIC at the time of the survey which was 

held in January 2011. 

 

She came to know of the problem when she received her intimation letter from the BISP which 

informed her about the discrepancy and she was asked to submit a computerized national identity 

card (CNIC). As she did not havea computerized card, she applied in NADRA for issuance of a 

CNIC and after one and a half months she received her CNIC.  

 

On 5
th
 July 2011, she visited BISP Tehsil Office Mingora Swat which is within the premises of 

BISP Divisional Office Swat and lodged a complaint by submitting a copy of her newly made 

CNIC. The BISP Tehsil Office forwarded the case to BISP Divisional Office and they further 

forwarded it to the BISP headquarters for redressal, within a week of the complaint being lodged. 

Her data was updated and the discrepancy removed, and in August 2011 her first MO was 

generated and subsequently delivered to her on 15
th
 February 2012 as shown by the BISP website.  

 

2. Receiver Woman/ Complainant’s Profile and Background Information 
 

Zaib un nisa wife of Alamzeb is living in Banr Mohallah Tahirabad Mingora Swat. She is an 

illiterate woman of about 33 years with  7 children. Her husband works as a florist in a shop and 

decorates artificial flowers for the owner of the shop. He is an artist by profession and has an 

artistic mind. He is supporting the family but his income is too meagre and his family too large 

for him to provide tehm with enough food and other necessities of life.  

 

She is living in a pacca house which is a portion on the 1
st
 floor of the landlord’s house. The 

house has one room but no kitchen, bath and latrine facilities. The house is situated at a heightand 

the only way to reach their portion is a stairwell .  The house was situated in a locality where there 

were pacca and katcha houses consisting of more than 70-80 houses of the same kind with an 

open sanitation line.  

 

3. Receiver Woman/ Complainant’s Relationship with BISP 
 

She was part of the parliamentarian phase and also was declared as an eligible household after the 

PSC survey done in January 2011. She was provided with an acknowledgment slip. She also 

received a letter from the BISP office that she has been declared as an eligible household with 

discrepancy.  
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She said she shall buy clothes and food with the money. There are always one or two children that 

do not feel well around the month and with cash grants she would be able to buy medicine for 

them. 

 

4. How did the Complaint Emerged? 
 

At the time of the survey, she did not have a CNIC, though she possessed an old NIC, but her 

other details were taken by the survey team. She received a letter from the BISP regarding her 

eligibility but with discrepancy and was directed to submit her CNIC in the nearest BISP office. 

She applied in NADRA for a new CNIC. When her CNIC was issued by NADRA in about one 

and a half months (the standard time expected) she submitted a copy of the newly issued CNIC in 

the BISP Tehsil Office Mingora on 5
th
 July 2011. 

 

5. Processing of the Complaint 
 

She lodged a complaint on 5
th
 July 2011, after receiving her CNIC from NADRA, in the BISP 

Tehsil Office Mingora Swat, which is within the premises of BISP Divisional Office Swat. Along 

with an application she submitted her newly made CNIC.  

 

Her complaint was forwarded to the BISP Divisional Office Swat on the same day and was 

further forwarded to the BISP headquarters for redressal. Her CNIC was updated in the BISP 

database and her case resolved. As a result her first MO was generated in August 2011 and 

subsequently she received that MO in February 2012 as indicated on the BISP website.  

 

6. Observations 

 
a. General Observations 

 

She was living in a pacca house but that too was rented. Her children were not going to school 

as they could not afford school expenses. She and her children stay at home and remain busy 

doing their household activities. 

 

b. Observations at Beneficiary Level 

 

The beneficiary was included in the BISP in both phases. At the time of completing this case 

study she was not aware that her problem had been resolved therefore during the interview 

with her she was not satisfied with the result of the complaint.  She felt that the best 

mechanism for delivery of payment was at her doorstep through the postman if possible. She 

was aware that after the PSC survey, her PMT score was 8.55 but had no idea about the 

implications of the score. As the BISP office is at walking distance, 2 kms away  the 

complainant visited 4 to 5 times to follow up.  

 

c. Observations at BISP / Payment Agency Level 

 

While the BISP office, at Tehsil level, had entered the complaint as per their existing 

system/procedures and forwarded and resolved it in a timely manner, with her MO being 

generated as a result of the complaint management process, neither the office nor the 

beneficiary were aware of this.  

 

7. Lessons Learnt/ Conclusions 
 

 The case highlights the need for more effective communication with beneficiaries. It is 

important that beneficiaries be informed about the processing of their case, and when to 
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expect what amount of money.  The BISP offices were easily accessible to the beneficiary 

and allowed repeated follow up.  However, if information were available by easier means, it 

would reduce the need for repeated physical visits to BISP offices. 

 There was a delay between the case being resolved, MO being generated and when the 

amount was received.  During this period both the beneficiary and the local BISP office were 

not aware of what was transpiring. 

 

8. Recommendations 
 

 There should be  mechanisms for monitoring discrepancy cases, to ensure that those entitled 

to the BISP support are actually availing of it.  Where discrepancies can be removed by the 

agencies involved, this should be expedited without the need for a formal complaint being 

registered.   

 In cases such as these, a shared database with NADRA could ensure the beneficiary’s new 

information was updated in the BISP database, pre-empting the need for repeated visits by the 

beneficiary and easing the traffic in BISP offices.   
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Grievance Case Study Number: G-KPK-31 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: Maria Naseem 

Daughter of: Mohammad Naseem 

Complainant, if not beneficiary herself: N/A. 

Address: Mohallah Sarrowali Masjid, Village Jhangaran, 

Tehsil Havelian , Abbottabad 

CNIC Number: 15602-9709122-6 (1310144963164 Head CNIC) 

PSC form number: 6244926 

Date Study Conducted 22
nd

 December 2011 

 

1. Summary of the Case Study 
 

Maria Naseem  lives in Mohallah Sarrowali Masjid, Village Jhangran, Tehsil Havelian of District 

Abbottabad with her jobless and aged father. This complaint was registered in the BISP Tehsil 

office, Abbottabad as a grievance case by Maria Naseem. While BISP’s official website 

(www.bisp.gov.pk) only reflects Gulnaz as an eligible beneficiary, who is Maria’s mother. The 

complaint is registered to add Maria as a beneficiary in the same household.  

 

During October 2010, she was surveyed along with her mother for the second phase of the BISP 

programme. At that time she was a minor and did not possess a CNIC. After turning 18, she 

became eligible for the cash grant scheme. She submitted her CNIC with an application to the 

BISP Tehsil office and after repeated reminders and more than 6 visits, Maria’s CNIC has been 

updated in the BISP records but she is not declared an eligible beneficiary. On the other hand, her 

mother has received her 1
st
 installment under cash grant scheme on 17

th
 January 2012. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Maria Naseem is an 18 year old girl studying in 9
th
 class

 
in a local high school. She is living in 

Mohallah Sarrowali Masjid, Village Jhangaran, and Tehsil Havelian with her jobless and aged 

father. Her old house is Pacca measuring 3 Marlas, and was built by her grandfather. Maria and 

her family share the house with her grandmother, uncles and their families. The house consists of 

four congested rooms, one for each family regardless of the size of their unit, with no kitchen, 

bath and latrine facilities. 

 

Her father is old and his approximate income when on the job does not exceed Rs. 4000. His only 

source of income is collecting wood for selling. He is always living hand to mouth, as his old age 

and weak health has become a barrier for him. Her brothers are too young to offer any helping 

hands to the family. 

 

The streets of the village are unpaved, with open sanitation line and a lot of garbage blocking 

even this. The nearest market is 5 kms from their house. The same distance lies between the 

village and  any health facility and public school. 

 

3. Beneficiary’s Relationship with BISP 
 

The PSC survey of her household was held in October 2010. The BISP survey team completed 

her survey form along with her mother’s. She was provided with an acknowledgment slip. Her 

mother who was also a beneficiary under the Parliamentarians’ program also received a letter 

from the BISP office under second phase stating that their family is eligible for the grant. Her 

mother has started to receive the cash grant but Maria did not receive hers for obvious reasons. 

 

http://www.bisp.gov.pk/
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Maria Naseem had no idea about the details of BISP but she was familiar with the phrase 

“Benazir scheme money” about which she came to know from her mother because she was 

already a beneficiary under the Parliamentarians Programme. Like many other women of her 

locality, she considers BISP as a cash grant scheme, though she does not know  the criterion for 

being an eligible BISP beneficiary. The only criterion she knows is that her family is poor and the 

cash grant being distributed is for needy people. The beneficiary was unfamiliar with the 

existence of any complaint redressal mechanism. 

 

If she gets the cash grant, she will buy books, groceries for her family, and medicines for her 

father and grandmother. She thinks if she receives the grant she will continue her studies and then 

find a respectable job and support her family, thus, improving the condition of their home as well. 

 

4. How did the complaint/grievance emerge? 
 

Not receiving any intimidation about Maria, her mother decided to contact BISP Tehsil office. 

She was told by the BISP Tehsil office Havelian that when Maria will reach 18 and NADRA 

issue her CNIC, she needs to submit her CNIC to make her an eligible beneficiary.  

 

She then applied and issued her CNIC from NADRA and her parents submitted a copy of the 

CNIC along with an application to the BISP office. They were told that the BISP office will send 

the documents to its divisional office and after updating her data, she will receive an eligibility 

letter from BISP. Later, on the inquiry of Maria’s family by phone, they were informed that the 

Peshawar office was working on the complaint and it was in the process for redressal. 

 

Being an educated girl, after learning from the BISP Tehsil office why, Maria had a good idea 

why she was not being paid and that after reaching the age of 18 she is eligible to receive the cash 

grant. After she became eligible for the grant by crossing the age of 18, Maria submitted her 

CNIC and filed an application  to declare her a potential beneficiary for the said cash grant.  

 

5. Processing of the Case:  
 

The complaint Assistant at BISP Tehsil Office, Havelian entered the complaint in the official 

register and filed it on the 6
th
 August 2011. The Tehsil office forwarded the case to Divisional 

office for redressal on 20
th
 August 2011. Complaint was forwarded to BISP headquarters for 

redressal on 20
th
 August 2011. 

 

The BISP staff rightly guided the parents of Maria to make her CNIC and submit it to BISP Tehsil 

office. They submitted the CNIC along with an application at Havelian Tehsil office. The same 

was forwarded to BISP Headquarters for resolution. The complainant was informed by the BISP 

Tehsil office about the time consuming process, and after more than 6 visits Maria’s CNIC has 

been updated but she is not yet declared an eligible beneficiary. On each visit they spend almost 

Rs. 30 on Riksha / Tonga / Xingchi. The applicant had not received any amount nor was she told 

about her status at the time of writing of this report and the case remains pending. 

 

6. Observations 

 
a. General Observations: 

 

The CMS  system has not been operational at BISP Tehsil/Divisional level; therefore, the 

BISP officials only entered the complaint in a register and made this part of the complaint 

file. Monthly summary of the complaints are prepared in the shape of an excel sheet then 

forwarded to BISP headquarters for further processing and redressal. 
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Due to the lack of communication and systems to inform the complainant about her status, the 

family visited the BISP office for an update of the appeal more than 6 times but nothing was 

shared with the family even after 5 months of submission of the complaint. 

 

b. Observations at the beneficiary level: 

 

The beneficiary belonged to a very low income household;  her father was earning around Rs. 

4000 which is less than the minimum wage rate set by the government of Pakistan. Due to the 

large number (two uncles their wives and children along with the grandmother, her own 

parents and siblings) of dependents their living standards dipped even further below the 

acceptable standard. 

 

Regular reminders are sent to the BISP Tehsil office Havelian about the pending case. It has 

been observed that the complaints are usually addressed in less than 2 month but in this case it 

has been almost 4 months. They also visited the BISP Tehsil office  more than 6 times but so 

far her grievance has not been  redressed. 

 

c. Observations at BISP/Partner agency level: 

 

As a regular procedure, the BISP Tehsil office sent regular reminders to BISP Headquarters 

for resolution of the case because it was taking excessive time to resolve. It was observed that  

complaints of a similar nature were usually being addressed in less than a month but in this 

case it took 5 months to resolve partly. 

 

7. Lessons Learnt/ Conclusions: 
 

 The complaint has been partly resolved, as her CNIC has been updated but she is not declared 

a beneficiary as yet.  

 She and the other women in the community need awareness in how to lodge their complaints 

and getting their problems resolved.  

 

8. Recommendations: 
 

 Complainants/Beneficiaries must be kept in the loop and informed on the progress of the case. 

It is strongly recommended that a mechanism should be developed for the timely provision of 

complete information to the beneficiaries with regard to their interaction with BISP and 

process of grievance resolution. 
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Grievance Case Study Number: G-KPK-32 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Rashida Bibi 

Wife of: Mumtaz shah 

Complainant, if not beneficiary herself: N/A. 

Address: Village Wazeeran, PO Jhangran, Havelian, 

Abbottabad 

CNIC Number: (13101-6559715-5 Head CNIC)13102-0566643-0 

PSC form number: 6234717 

Date Study Conducted 22
nd

 December 2011 

 

1. Summary of the Case Study 
 

This is a story of how certain administrative changes can affect the lives of many people. Rashida 

Bibi, wife of Mumtaz Shah  did not receive any payment, because of a discrepancy in her CNIC. 

A BISP survey team came to their area to fill in the Poverty Score Card (PSC) in October 2010. 

At that time she did not possess CNIC to become an eligible beneficiary.  

 

After receiving her CNIC from NADRA, she submitted it to the BISP Tehsil office, Havelian. 

The situation of mass discrepancies begins, when the people of Havelian have to suffer because of 

an administrative change on part of the provincial government. Havelian was elevated to the 

status of Tehsil of district Abbottabad in March 2011. With this up-gradation, a new area code for 

Tehsil Havelian was notified by NADRA during the same month. This became a major 

discrepancy in the BISP system for beneficiaries from Havelian. Later NADRA corrected the 

record and also linked it to the BISP systems. 

 

After acquiring the new CNIC, Rashida Bibi submitted the same with BISP Tehsil office 

Havelian for redressal. The discrepancy was removed and she had received one payment on 23
rd

 

January 2012 under the cash grant programme.  

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Rashida Bibi, wife of Mumtaz Shah is 33 years old and lives in Village Wazeeran, UC Jhangran, 

PO and Tehsil Havelian with her two sons and four daughters. She has not received any formal 

education and is a housewife who only performs domestic duties. She is living in an old Katcha 

house, which consists of one congested room with no kitchen, bath and latrine facilities. A small 

area with walls but no roof is used as latrine. The other covered corner of the house is used as a 

kitchen. 

 

Her husband works on daily wages, he is an unskilled laborer and is the family’s only source for 

income. His income is barely sufficient for meeting the family’s basic needs. She said, ‘Asan da 

ek Allah da asra hai , mera ek bach moh gia ke main unna da elaj na kra saki.khasam mera traly 

da kam karda e te ow we kadi hond ei te kadi nahi. (One of my children died because of poverty, 

as I was not able to buy his medicines on time,  my husband is a daily wager and it is not always 

that he has work on his hand.) 

 

The village of Wazeeran is located in a valley surrounded by beautiful mountains. The streets of 

the village are unpaved and lack any form of drainage system. The primary economic activity in 

the village is agriculture. Schools for both girls and boys are situated in the village, eliminating 

the need to children to travel great distances for education. A local person has been appointed by 

the Post Office for nominal charges for the distribution of Money Orders (MOs). The Postman 

belongs to the same village for the distribution of the MOs and lives at the walking distance from 
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the complainant’s home. 

 

3. Beneficiary’s Relationship with BISP: 
 

Rashida Bibi was declared eligible with discrepancy for the cash grant scheme. She was not part 

of the Parliamentarian Phase. During the PSC survey held in October 2011, a team visited her 

Mohallah filled the form and issued her with an acknowledgement slip. After declaring Havelian 

as Tehsil, its CNIC code was changed. This became a discrepancy in the system. 

 

Later, a neighbor suggested to her husband, who was curious to know the outcome, to visit a local 

net café and checked her status online. There he discovered that she had been declared a 

beneficiary with discrepancy. This motivated him to visit BISP office where he was told to apply 

for the new CNIC for his wife so that her Tehsil information is updated. The beneficiary later 

possessed a valid CNIC from NADRA. 

 

The beneficiary claimed to know about BISP, when a team visited their home 1 year ago for 

filling PSC forms. They believed BISP’s role is to distribute money among the poor and needy. 

The beneficiary and the complainant (her husband) were unfamiliar with the existence of any 

complaint redressal mechanism at the outset. 

 

The cash grants, the beneficiary may receive will be spent on paying the local shop keeper’s loan, 

but in the future they plan to spend it on their children’s education. 

 

4. How did the complaint/grievance emerge? 
 

The complaint was filed when Rashida observed that some of the women in her neighborhood 

were paid under the cash grants programme. Rashida thought in the beginning that may be the 

Postman is keeping the payments with him and not paying to her. Her husband is an out spoken 

person and decided to file a complaint against the Postman to seek justice. But when he submitted 

the application with the BISP officer, he was informed of a totally  different situation. He was told 

that Havelian has been declared a Tehsil, so he needs to update his wife’s CNIC.  

 

5. Processing of the Case: 
 

Initially, the BISP official had no idea where the discrepancy is emerging from. BISP Havelian 

office received and registered the case on 20
th
 September 2011. The BISP officials informed her 

that there was problem with the CNIC number or the address, which can only be corrected by 

NADRA. The AD Tehsil Havelian sent the copy of the complaint to the divisional office BISP 

and NADRA on 20
th
 October 2011. She was informed when the Tehsil office received the 

complaint back after redressal.  

 

After correction of her CNIC, her information was updated and as a result of that her cash grant 

amount was generated of Rs. 2000 on 28
th
 October 2011. As per BISP website, her 1

st
 installment 

was delivered to her on 23
rd

 January 2012. 

 

6. Observations 
 

a. General Observations: 

 

After the elevation of Havelian status to Tehsil, many people in this area had to face the same 

problem. Majority of the beneficiaries in rural areas such as this are illiterate and are unaware 

of any mechanism for redressing complaints. BISP will have to address the issues on fast 
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track basis. With continuous inflation, growing prices of necessary items, a lot of people are 

forced to live below the poverty line. 

 

b. Observations at the beneficiary level: 

 

According to the TPE team observation, the beneficiary belonged to a low income household. 

Her husband was for most of the time jobless and not earning regularly.  When earns, he gets 

not more than Rs. 4500, which is less than the minimum wage set by the government. 

 

The beneficiary learnt by word of mouth that it was possible to check ones status online and 

the husband took the initiative to do just that and found to his pleasure that his wife was 

indeed eligible for a cash grant. 

 

Before resolution of the case, reminders were sent regularly to higher BISP offices. It has 

been observed that the complaints of similar nature are usually completed in less than 2 

month but in this case, it has been more than that. The beneficiary recalled that since 20
th
 

September 2011, they have paid three visits and spent Rs. 30 on each visit/person. 

 

c. Observations at BISP/Partner agency level: 

 

In pursuit of making new CNIC from NADRA, she suffered a lot. The problem started when 

she was told of the discrepancy in her CNIC in Tehsil office Havelian. Her frustration was 

that although she had a valid CNIC, the discrepancy is arising because of the changes in the 

code number allotted to different districts and regions by NADRA.  

 

7. Lessons Learnt/ Conclusions 
 

 Rashida Bibi being a poor, needy and illiterate woman does not know how to tackle her case 

or what the correct processes are.  She did therefore face problems in obtaining her new CNIC 

although her issue is resolved and she receives her payments released under BISP 

programme. 

 Rashida Bibi did not hear from BISP even when the CNIC discrepancy was removed and her 

payment was generated.  

 

8. Recommendations 
 

 In order to obtain quality of service, regular follow-up from BISP is required, along with 

clearer communication for beneficiaries.  

 Complainant/Beneficiary should be kept in the loop with regard to progress on her case.  

 NADRA and BISP should have better coordination so that systemic issues such as this are 

resolved without putting such strain on the resources of already marginalised beneficiaries.    
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Grievance Case Study Number: G-KPK-33 

Nature of Case: Discrepant Household 

Complainant/ Beneficiary: Gul Pari 

Widow of: Ameer Nawab 

Complainant, if not beneficiary herself: N/A 

Address: Mohalla Merakhel Amankot / Faizabad, Swat 

CNIC Number: 15602-7165554-6 

PSC form number: 30511533 

Date Study Conducted 22
nd

 December 2011 

 

1. Summary of the Case Study 
 

Gul Pari a 45 year old widow who was included in the BISP PSC survey conducted in January 

2011. She was provided with the acknowledgement slip but did not receive any intimation letter 

from BISP. However her son learned from the net café that his household  appeared as a 

discrepant household in the BISP records and his mother cannot be made eligible for cash grants 

until the discrepancy is removed. He reconfirmed the status with the nearby Post Office, where he 

was directed to the BISP office concerned for grievance redressal. 

 

Upon contact, the staff at the BISP office told him that a copy of a valid CNIC is needed with an 

application, which was duly submitted. A complaint was lodged with the BISP Tehsil Babozai 

office in July 2011 and was forwarded to the BISP Divisional Office for resolution. Gul Pari 

visited the BISP Office thrice to get her complaint resolved but her case is still pending and her 

status as discrepant household is not changed yet. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Gul Pari is a 45 year old widow, who lives in Village Mohalla Merakhel Amankot/Faizabad, 

Swat. She is the mother of five girls and five boys, eight of whom are married and live separately. 

However a daughter with disability and the youngest son are living with her. Her house is situated 

on a 2 Marlas plot and consists of 1 pacca room; 1 bathroom and 1 kitchen with an unpaved 

courtyard. 

 

Her son is working on daily wages and is the only source of income for the family, which is 

barely sufficient to meet the family’s basic needs. He is supporting the family to provide food and 

other necessities. Her only unmarried daughter is deaf, dumb and disabled; the family does not 

have enough resources to consult a doctor for her treatment. 

 

The village of Amankot is located in a rural setting, surrounded by agricultural lands on 

mountainous terrain. The streets of the village are unpaved and lack any form of drainage system. 

Her house is situated in a low cost congested area consisting of more than forty houses of the 

same kind with an open sanitation line. The villagers fetch water to their homes by walking 

approximately 20 minutes. 

 

The primary economic activity in the village is agriculture. Schools for both girls and boys are 

situated in the village, eliminating the need to children to travel great distances for education. The 

local Post Office is also situated in the village and was at a walking distance from the 

complainant’s home. BISP Tehsil office is 2 kms away from the beneficiaries’ residence.  

 

In December 2011, when the TPE team visited the complainant, she hoped that “us zama zra jor 

sho che sa hal bai rauzi, gini nu ma khu we che da paise ba zumung naseeb ke nai,zamoong 
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khwaroono sok tapos kai”. (Now my heart says that something good will comes out of my case, 

otherwise I thought there is no money in our fortune. Who will help the poor like us?) 

 

3. Beneficiary’s Relationship with BISP: 
 

Gul Pari was not a beneficiary under the Parliamentarian Phase. In January 2011, a BISP survey 

team completed her survey form under PSC format. She was issued an acknowledgement slip but 

never received an intimation letter from the BISP. 

 

Later, Gul Pari along with her son visited the BISP office and filed an application for the cash 

grant. They were told that her household  appears in the BISP records as a discrepant household. 

She was asked to provide the valid CNIC to the BISP Divisional Office Malakand. After her visit 

to the Divisional office, she was informed that the BISP headquarters was working on the 

complaint and it was in the pipeline for further redressal. 

 

The beneficiary claimed to have no information about the BISP cash grant scheme. She  first 

heard of the ‘Benazir fund’ from her neighbours. The family believed that it was Benazir Bhutto’s 

Zakat money that the Pakistan People’s Party (PPP) was distributing amongst the poorest 

quintiles of the country. 

 

The beneficiary and the complainant (her son) were unfamiliar with the existence of any 

complaint redressal mechanism. Being a beneficiary with discrepancy, she had no idea that there 

are many ways to submit their complaint. Her son submitted an application with the copy of her 

CNIC to the office in the summer, as she did not recall the exact date, but still no progress has 

been shown in this particular case. 

 

The cash grants, if received, she will spend on food items and other household essentials. In the 

future, the family plans to save some money for the rainy days as well. 

 

4. How did the complaint/grievance emerge? 
 

Gul Pari’s son learned from a nearby net café that his household is declared as a discrepant 

household. He rechecked with the Post Office from where he was directed to the BISP office. 

There he learned that his mother has a discrepancy and a copy of valid CNIC is needed along with 

an application for resolution of the grievance. She along with her son visited the BISP Office 

more than thrice to get more information about the case. According to them, their resources and 

energies were exhausted by visiting BISP offices and they have been paying Rs. 100 for each trip 

to the BISP office. 

 

5. Processing of the Case 
 

Upon receiving the application of Gul Pari, the Complaint Assistant at BISP Office, Baboozai 

which falls within the area of BISP Division office Saidu Sharif, entered the complaint in the 

official register in July 2011 and the same was forwarded to the BISP Divisional Office with 

copies to DG BISP KPK and BISP headquarters. NADRA was also sent a copy of the application, 

which has an established complaint redressal mechanism for updating CNICs. 

 

6. Observations 
 

a. General Observations: 

 

Since this is a case of a discrepant household and the household is still to be declared eligible 

or ineligible, the complainant’s household might be resurveyed. It is evident from the 
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statements of the beneficiary and the relevant BISP officials that the complainant was never 

told about her true status of a discrepant household. 

 

The CMS access system has not been operative at BISP’s Tehsil/Divisional level, therefore, 

the BISP officials only enter the grievance in a complaint register and then this is made part 

of a complaint file. Bimonthly summary of the complaints are prepared in shape of an excel 

sheet and then forwarded to the BISP HQs for further process. 

 

According to BISP officials, except few, there is no feedback from the BISP HQ on the 

forwarded complaints. The BISP officials at Tehsil and Divisional level have a 

communication gap and receive no response from BISP HQs/NADRA regarding the 

complaints forwarded. 

 

b. Observations at Beneficiary Level 

 

According to TPE team observation, the beneficiary belonged to a low income household. 

Her son Mohammad Iqbal was earning less than Rs. 6000 per month. However, due to the 

disabled daughter at home, their living standards dropped further. 

 

The family approached the BISP office with a lot of effort for filing the complaint. Due to 

lack of communication between Tehsil and BISP HQs, the family visited the BISP office to 

receive updates on the complaint more than ten times but nothing has been shared with the 

family even after three months of filing the complaint. They visited BISP Tehsil office more 

than thrice to follow the case. 

 

Gul Pari was not satisfied with the complaint redressal mechanism. When questioned further, 

she told the TPE team that it is always that “they have to check again and again the status of 

the case.” 

 

A majority of the beneficiaries in rural areas such as Gul Pari are illiterate and are unaware of 

any mechanism for redressing complaints. 

 

c. Observations at BISP / Payment Agency Level 

 

It was learnt that reminders were regularly sent about this case to the higher BISP offices but 

there was no response. TPE Team was told by the BISP officials that on repeated visits from 

the beneficiary, they have to send reminders to the BISP Divisional Office. It has been 

observed that because of the lapse of coordination no one knows what steps have been taken 

for the redressal of the complaint. 

 

7. Lessons Learnt/ Conclusions  
 

 In conclusion, Gul Pari and the other women in the community need help in processing, and 

sorting out the problems with the BISP office. It has been around five months and regular 

visits by the applicant have been made, but efforts have not borne any fruits so far. Her case is 

stuck in the process, but due to no correspondence with the beneficiary, the complainant feels 

left out of the process. It is discouraging for the beneficiaries when others in the 

neighborhood are receiving their cash grants but she for some unknown reasons is not getting 

her money. 
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8. Recommendations  
 

 It is important that awareness should be created about where a receiver woman/complainant 

may file their complaints.  

 In order to avoid unnecessary duplication, there should be a standard procedure for all 

grievance related complaints (as well as for all payment related complaints), especially about 

discrepant households.  

 Display of beneficiary lists with amount of current installments generated at BISP Tehsil 

offices and relevant Post office should be ensured. This will help in minimizing the possibility 

of misappropriation by delivery agency and will make beneficiaries aware of the status. 

 The BISP letter to the beneficiary should mention the amount of the first installment that she 

will receive and the month when she can expect to receive this amount. 
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Grievance Case Study Number: G-KPK-34 

Nature of Case: Missing CNIC  

Complainant/ Beneficiary: Bibi Layaqa  

Wife of: Meer Afzal 

Complainant, if not beneficiary herself: N/A. 
Address: Gulkari, Chapperyal ,Tehsil Matta Dist. Swat 

CNIC Number: 15601-1844999-8(15601-1186433-1 HH head CNIC 

no) 

PSC form number: 6803616  

Date Study Conducted 19
th
 December 2011 

 

1. Summary of the Case Study 

 

Bibi Layaqa w/o of Meer Afzal is 56 years old and lives in Village Gulkari, Chapperyal, Tehsil 

Matta, and Swat. She was included in the BISP programme through PSC survey held in February 

2011 and declared an eligible beneficiary with discrepancy. But she never received any intimation 

from BISP informing her about the discrepancy. 

 

At the time of survey she did not possess a CNIC. Her husband after enquiring about the 

discrepancy submitted a valid copy of her CNIC and lodged a complaint to update his wife’s 

information in the system. The BISP Tehsil Office, Kabal entered the complaint in the official 

register and forwarded a letter to BISP divisional office to update her data. 

 

Following visits of the BISP office more than 10 times, her status was updated in the BISP 

records and resultantly her first payment was delivered to her on 12
th
 February 2012. 

 

2. Beneficiary/Complainant’s Profile/Background information: 

 
Bibi Layaqa wife of Meer Afzal is 56 years old and lives in Village Gulkari, Chapperyal, Tehsil 

Matta, District Swat, with her three sons and four daughters. Her three married sons are also 

living in the same household along with their families. Shoukat Bibi is  another beneficiary in this 

household and also receiving cash grant installments. 

 

Bibi Layaqa has not received any formal education and is a housewife who only performs 

domestic duties. Her house is an old Katcha house consisting of 2 rooms with no kitchen, bath 

and latrine facilities, with an unpaved courtyard surrounded by a boundary wall made from mud. 

The house belongs to a local landlord on whose land her husband is working. 

 

Her husband Meer Afzal Khan is a farmer, who works on local landlord’s land. The land is 

usually on lease and the farmer has to give 50% of the crop to the land owner and has to bear the 

expenses of the seed, the thresher and the fertilizers. With a combined family system, his earning 

is not enough to support the needs of so many family members. Though they can hardly feed 

themselves due to poverty in this war torn village, they want their grandchildren to study so that 

they can prosper in their life. Most of the time they are under heavy debt of the land owner so 

their monthly income cannot be assessed easily. 

 

The village of Gulkari is located in a rural setting surrounded by mountains with agricultural 

fields. The village consists of more than seventy houses of the same kind with open sanitation 

line. Most of them have been declared as poor and eligible families for the grant. The 

beneficiary’s home is situated close to the nearest main road. The streets of the village are 

unpaved and lack any form of drainage system. The villagers all have No access to tap water in 

this area, they have to walk 20 minutes to fetch water from a natural stream. 
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The primary economic activity in the village is agriculture.  Government schools for both girls 

and boys are situated in the village, but most of the time they are without teachers. The nearest 

hospital is in Mingora and market is located 30 minutes’ drive away in Kanjoo. 

 

3. Beneficiary’s Relationship with BISP: 
 

Bibi Layaqa was not the beneficiary under the Parliamentarian Phase. In February 2011, a BISP 

survey team completed her survey and issued her with an acknowledgement slip. Subsequently, 

she heard nothing and did not receive an intimation letter from BISP. 

 

The beneficiary was aware that the BISP is aimed to distributing money among the poor and the 

needy. She was not aware about the BISP eligibility criteria and also did not know how she was 

declared as an eligible beneficiary except that she was poor. 

 

The beneficiary and the complainant (her husband) were unfamiliar with the existence of any 

complaint redressal mechanism at the outset. Despite being declared an eligible beneficiary by the 

BISP, she was asked to contact nearest BISP office, as she had a discrepancy in her CNIC. Her 

husband lodged an application for the removal of the discrepancy. They were quite satisfied with 

the behavior of the BISP staff. They said the staff was cooperative and they were ready to help the 

applicant. 

 

The beneficiary will spent the cash grant on food items and other household essentials. In the 

future, the family plans to spend the grant on the children’s education and improving the 

condition of their home as well. 

 

4. How did the complaint/grievance emerge? 
 

Bibi Layaqa launched her complaint when she observed that some of the women in neighborhood 

were receiving monthly grants but she has not heard any word from the BISP. At the time of 

survey, she did not possess the CNIC, so she was asked by the neighbours to obtain one and 

submit the same with the BISP office. On this, she requested her husband to check her status with 

the concerned office. At the BISP Kabal Tehsil office, her husband was informed about the CNIC 

discrepancy with Bibi Layaqa’s case and that she needed to submit a copy of her CNIC. Her 

husband submitted her CNIC at the BISP office. 

 

5. Processing of the Case 
 

The Complaint Assistant at BISP Tehsil Office, Kabal entered Bibi Layaqa’s complaint in the 

official register in July 2011 and forwarded a letter to BISP Divisional Office Saidu Sharif within 

the same month of reception of the application to update her data. 

 

They had to bear the burden of cost of visiting the offices more than 10 times. Every time they 

visited the Tehsil office, they paid Rs. 300 to Rs. 350 to the Suzuki driver because they had to rent 

a special vehicle to drive them to the BISP Saidu Sharif office.  

 

6. Observations 
 

a. General Observations 

 

The practice of not informing the beneficiary about the progress of their case is creating many 

problems. It makes the poor people pay for unnecessary travel expenses and spend all day in 

the offices. A majority of the beneficiaries in rural areas such as this are uneducated and are 

unaware of any mechanism for redressing complaints. 
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The CMS access system was not operative at the BISP’s Tehsil/Divisional level. Therefore, 

the BISP official only entered the complaint in a complaint register and make it part of a 

complaint file. Monthly summary of the complaints are prepared in the shape of an excel 

sheet and then forwarded to the BISO HQ for further process. 

 

b. Observations at Beneficiary Level 

 

According to TPE team observation, the beneficiary belonged to a very low income 

household. Her husband is a farmer whose income is dependent on every crop; there is no 

monthly income of this family as some times they store grain and sometimes sell those grains 

to buy other household items. Due to the joint family system their living standards cannot be 

scaled up. 

 

The beneficiary learnt by word of mouth that it was possible to enquire about the case by 

visiting the concerned office. The husband took the initiative to visit the BISP office and 

found to his pleasure that his wife was indeed eligible for a cash grant. 

 

When the TPE team visited the beneficiary on 9
th
 December 2011, she said: “Za da khpal 

waro da para sa hum kole sham zama da khawand kala kar ey aw kala na we kho za ghwaram 

che dai dair sabaq o wai che da dai juwand laka zumung na we. This is what she said about 

her grandchildren. (I can do anything for my kids. My husband seldom finds work, but I want 

the kids to study so that they don’t face the same hard ship in life that we faced.) 

 

c. Observations at BISP / Payment Agency Level 

 

The BISP office Kabal Tehsil enters complaints, as per their existing system/procedure and 

forwards them accordingly to the BISP Divisional Office Malakand. 

 

Kabal Office is operating without the necessary equipment like Printer, Computer, Telephone, 

DSL connection, a UPS and there was no stationary in the office. 

 

7. Lessons Learnt/Conclusions 
 

 Layaqa Bibi being poor, needy and illiterate women does not know how to lodge and follow 

her case in a right direction. She faced so many problems in resolving her complaint and these 

are the issues which are to be solved by someone who could uproot the causes of delay from 

the concerned offices. 

 A gap in communication was noticed between BISP Tehsil/Divisional office and the BISP 

HQs. The BISP officials did not try to obtain the information about the proceedings from 

BISP HQs and also did not attempt to speed up its proceedings by sending any official 

reminders. 

 

8. Recommendations 
 

 Updation of the BISP database, and access to CMS for BISP Tehsil and Divisional staff is 

strongly recommended. 

 Office needs to be equipped with basic requirements like computer and internet. 

 The complainants’ should be kept informed about the status of their case, so they do not have 

to repeatedly visit BISP offices.  
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Grievance Case Study Number: G-KPK-35 

Nature of Case: Duplicate household 

Complainant/ Beneficiary: Bala Bibi 

Wife of: Bakht Karram Khan 

Complainant, if not beneficiary herself: Self 
Address: Mashkumy Khwazakhela, Swat, KPK 

CNIC Number: 15602-0349848-8  

PSC form number: 7970808  

Date Study Conducted 14
th
 December 2011 

 

1. Summary of the case study 
 

Bala Bibi lodged her complaint in the BISP Tehsil Office, Khwazakhela, Swat, and KPK. Her 

complaint was that of a duplicate PSC form, which was filled during the Poverty Score Card 

(PSC) survey, which was held in February 2011. Her status in the programme is stated as “eligible 

household with discrepancy”. She has appealed for the removal of the discrepancy. 

 

Bala Bibi is a social worker and often visits the BISP Tehsil Office in Khwazakhela to help other 

women of her locality and she assists them in forwarding their grievances and complaints. 

 

She filed her complaint in the BISP office in November 2011, when she visited with other women 

of the neighbourhood. BISP staff informed her that she is an eligible beneficiary but there is a 

discrepancy of duplicate form. Her PSC form was filled twice during the survey and subsequently 

data was entered into the database on both occasions. 

  

She and her husband used to visit the BISP Tehsil Office in Khwazakhela in matters of the 

villagers, as both are social workers therefore, they knew about the process of lodging a complaint 

against the grievance. A written complaint along with a copy of CNIC was submitted in the BISP 

Tehsil office, but till December 2011 this complaint  was not redressed. 

 

2. Beneficiary profile/background information 
 

Bala Bibi wife of Bakht Karram Khan is a 52 year old uneducated woman. She is a social worker 

who runs a welfare organization called the Shaheen Welfare Organization. She is a resident of 

village Mashkumy, Khwazakhela, Swat, KPK, and  is living with her seven children and husband 

in a small Katcha house. Her house is situated on a four Marla plot which comprises of only two 

rooms. There are no kitchen and latrine or bathroom facilities in the house. The family fetches 

water from a nearby tube well in the village. Her house is located in a hilly area therefore no 

drainage and sanitation system exists in the locality. 

 

Her husband is a farmer as well as working on daily wages. The monthly income of the household 

is Rs. 7000 and provision of day to day food and other necessities is hardly met. The family 

income sources are very limited and the economic condition of the family is fragile. 

 

Mashkumy is a small village located on the outskirts of Khwazakhela, Swat. The village is in a 

hilly area and has lush greenery and cultivated fields. Khwazakhela is 5 kms away from the main 

road. No proper road leads to her village and house; it takes thirty minutes from the main road by 

foot to reach her house. There are no schools, hospital, and markets in the village. Villagers have 

to travel a long distance of 6 kms to avail these facilities. BISP tehsil office khwazakhela is at 6 

kms distance from the beneficiary’s house. 
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3. Beneficiary’s relationship with BISP 
 

The complainant was not part of the parliamentarian phase though was declared an eligible 

household with discrepancy under the second phase soon after when the survey was held in 

February 2011 in District Swat. 

 

When the survey team visited their village for filling the poverty score card forms, their form was 

filled at their house and an acknowledgment slip was issued for the future reference. 

 

After having been declared a beneficiary, she did not receive any intimation/discrepancy letter 

from the BISP, which could have informed her about her status in the programme. 

 

She was well informed about the BISP through newspapers and she considered it as a government 

institute though she was not aware that only one form has to be filled. Neither did the enumerators 

enquire and nor did she inform them that their PSC form was already filled. She was well aware 

about the complaint registration mechanism because she is a social worker and often visits the 

BISP office with the local females to help them out in resolving their cases. 

 

She was hopeful that after getting the cash grant she will spend this on her family’s various 

necessities. 

 

4. How did the complaint/grievance emerge? 
 

Her complaint was that she is not receiving cash grants and her status in the programme is 

“eligible household with discrepancy”. One day when she was visiting the BISP Tehsil Office 

Khwazakhela with other woman of her locality, she also asked about her status, where she was 

informed that there is a discrepancy and she needs to remove the duplication of forms, for which 

she needs to lodge a complaint. 

 

As she knew about the complaint mechanism, she filed a complaint against her grievance in the 

BISP Tehsil Office Khwazakhela. When she was accompanied by her husband, she personally 

submitted a copy of the CNIC along with application in the BISP office for removal of the 

duplication of form. 

 

5. Process of the case 
 

Bala Bibi lodged her complaint in the BISP Tehsil office, Khwazakhela, Swat. The date of 

complaint registration was not available at the BISP Tehsil Office, as they did not consider date-

wise records as a compulsory exercise. However the beneficiary told the TPE team that the 

complaint was initiated 2 or 3 months ago, when she was interviewed in December 2011. 

 

Following lodging a complaint, she was told by the BISP staff that her case shall soon be 

redressed. 

 

According to the Complaint Assistant, the BISP Tehsil office Khwazakhela forwarded her case to 

the BISP Divisional office Malakand for further processing within a week;and that the case has 

also been forwarded to the BISP Headquarters in Islamabad, but for all such correspondence no 

proper date wise record was being maintained, as they did not consider it worthy to be noted. 

From the time duration as mentioned by the beneficiary this could be around November 2011. 

 

The case is still pending as nothing has been conveyed from the BISP Headquarters and 

Divisional offices to the Tehsil office, Khwazakhela where the complaint was lodged. 
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6. Observations 

 
a. General observations 

 

It was observed that the process followed by the Tehsil office was not up to the mark as 

compared to the BISP prescribed procedure for complaints redressal because no data was 

maintained by the said office. 

 

It was also observed that in the second phase of the program and as local people informed the 

TPE team that key political figures and local influential persons help the beneficiaries in 

redressing the grievances. 

 

b. Observation at beneficiary level 

 

It was observed at the beneficiary level that she was a poor woman and has a large family to 

take care of. She was well aware of the complaint mechanism because she was a social 

worker and always leant a helping hand to the local females in absolving their grievances at 

the BISP offices. She was also well informed about the BISP program and its redressal 

mechanism. She told the TPE team that if she avails the cash grant, she will spend it on her 

family. She spends Rs. 15 per visit to the BISP Tehsil office Khwazakhela, as most of the 

distance she covers by foot. She did not visit just for her case but when she pursued the cases 

of other women of her locality, she also follows her case and accordingly makes some 5-6 

visits a month. 

 

c. Observation at BISP level 

 

It was observed at the BISP level that no proper procedures were followed in dealing with 

grievance and payment related complaint cases at the Tehsil office, Khwazakhela. The record 

was missing in the register of the Assistant Complainant. 

 

It was also observed that at BISP level the redressal mechanism was slow and case was still 

pending since it was lodged in November 2011. 

 

7. Lesson learnt/Conclusion 
 

 It was learnt from the case study that staff at the BISP Tehsil office, Khwazakhela were not 

maintaining the proper record of the complaints. 

 The case is still pending from indefinite period of time and reply from BISP Headquarter is 

yet to be received. 

 A communication gap among various BISP offices was also observed. 

 

8. Recommendations 
 

 A letter of intimation should be sent to the eligible beneficiaries, which will inform them 

about the discrepancy/eligibility and the complaint mechanism. 

 A feedback mechanism should also be developed between the BISP headquarters and its 

lower offices for timely redressal of the cases. 

 A SMS message about updates, status reports and general guidance may be launched to 

inform complainants and reduce traffic in BISP offices. 

 A proper record of the complaints by the BISP staff at Tehsil office, Khwazakhela should be 

maintained. 

 Access to the CMS should be given to the lower offices of the BISP for the quick redressal of 

the cases. 
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Grievance Case Study Number: G-KPK-36 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: Khan Khela 

Wife of: Abdul Wazir 

Complainant, if not beneficiary herself: Abdul Wazir (Husband) 

Address: Babu Awary, Khwazakhela, Swat 

CNIC Number: 15601-0349361-6 

PSC form number: 4851722  

Date Study Conducted 20
th
 December 2012 

 

1. Summary of the case study 
 

This is a case of incorrect entry of the CNIC of Khan Khela either by the PSC enumerator or the 

data entry operator. The beneficiary is a very poor woman who has been declared an eligible 

household with discrepancy. 

 

Her husband Abdul Wazir has filed an application with a copy of her CNIC in May 2011 to the 

BISP Tehsil Office Khwazakhela for her data to be updated / corrected. The Tehsil Office staff 

has forwarded the complaint to the BISP Headquarters since Tehsil and Divisional Offices did not 

have access to update CNIC related complaints. The BISP website shows that her CNIC has been 

updated, while a response is still awaited to generate her payments. 

 

2. Beneficiary/ complainant profile/background information 
 

Khan Khela is the 30 year old wife of Abdul Wazir. Both husband and wife are unlettered and 

only one of their 6 children is getting an education at a local Government School. She is living 

with her six children and her husband in a small old house built on a 5 Marlas plot. The house 

consists of 2 katcha rooms without provision for a washroom and kitchen. The family fetches 

water from a nearby stream. The street leading to their house is katcha and there is no drainage 

system. 

 

Her husband is working in Punjab as a daily-wager, earning around Rs. 200 per day. The family is 

very poor and lives in a remote, hilly area with limited access to education, health and other 

facilities which are essential for life. Although one of her children was going to school  it was 

difficult for the family to pay the expenses incurred on his education. Bakjt Mina and Taj Baro 

were 2 other eligible beneficiaries in the same household. 

 

The village of Babu Awary in Khwazakhela Swat is at a twenty minute walk from the main road. 

No link road connects the village to the main road. There is no drainage system and a nearby 

stream is the source of water. Most of the people in the village are very poor; share-cropping or 

tenant farming is the primary occupation. The BISP Tehsil office Khwazakhela is at about 6 kms 

distance from the house of the beneficiary. 

 

3. Beneficiary’s relationship with BISP 
 

The beneficiary was selected for the BISP cash grant under the 2
nd

 phase of the program and was 

not part of the 1
st
 phase. Her CNIC number was recorded wrongly on her Poverty Score Card due 

to which she was tagged as ‘eligible household with discrepancy’. 

 

When the PSC survey team visited the beneficiary’s home in February 2011, Abdul Wazir 

showed them the CNIC of all adults in the house. An acknowledgment slip was also issued to 

Wazir by the team. 
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Abdul Wazir, the complainant, was unaware of the BISP. He was also unaware of the existence of 

a complaint redressal mechanism. The only thing known to the family was that poverty stricken 

families are eligible for the scheme and they were sure that their condition would make them 

qualify. 

 

Abdul Wazir told the team that, in case they receive the cash grant amount, they will spend it on 

food and other essential commodities. 

 

4. How did the complaint/grievance emerge? 
 

Khan Khela’s complaint is grievance related, as her CNIC number was noted wrongly during the 

PSC survey and in the BISP database, either by the PSC enumerator or data entry operator at 

BISP. 

 

She did not receive any intimation or discrepancy letter and when other women in the locality 

started receiving the cash grant, she wondered why she was not getting the cash grant as her PSC 

form too was filled in the same time period. She asked a neighbor, who was a little bit aware 

about the BISP, to check her status. He checked her status in a net café and told her that there is a 

problem for which she shall have to lodge a complaint at the BISP Tehsil Office Khwazakhela. 

 

The couple followed the neighbour’s advice and they paid a visit to the BISP Tehsil Office 

Khwazakhela and lodged a written complaint. A copy of Khan Khela’s CNIC and a hand written 

application were submitted as per the requirement. 

 

5. Process of the case 
 

The case was filed at the BISP Tehsil Office Khwazakhela and the BISP Office did not have the 

record of the date, while according to the beneficiary the case was lodged somewhere around the 

start of Summer 2011 (around April/May 2011). Dates of complaint registration and forwarding 

were missing in the BISP Tehsil Office Khwazakhela.  The complainant visited the BISP Tehsil 

Office more than 4 times to follow the progress of the case; however, resolution remains pending. 

It costs them Rs. 200 per visit to visit the BISP Tehsil Office to follow their case.  

 

When the TPE team asked the Complaints Assistant at the Tehsil Office about the progress of the 

case, he replied that nothing had happened as the case has been forwarded to BISP headquarters 

for Updation. Moreover, the office did not have proper stationary and it was difficult for the staff 

to maintain proper records or keep a track of each case. 

 

According to the Assistant Complaints the case was forwarded to the BISP Divisional Office 

Swat for redressal during the same month but no feedback had yet been given to the Tehsil Office 

Khwazakhela or to the complainant. Officials informed the team  that they submit 100 cases in 

bulk to the Divisional Office which usually get collected within 7 to 10 working days. 

 

6. Observations 
 

a. General observations  

 

It was observed that the beneficiary was unaware of her status as she had not received a letter 

of intimation. 

 

It was also observed that the records were not being maintained properly  at the BISP Tehsil 

Office; the staff did not put dates on each complaint and hence failed to track them. 
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b. Observations at beneficiary level 

 

It was observed that the family was very poor and unable to afford the cost of making 

repeated visits to the Tehsil Office. It cost the complainant Rs. 200 per visit in transport fares 

and he had already visited the BISP Tehsil Office more than 4 times for the follow up of the 

case. 

 

The complainant was satisfied with the attitude of the BISP Tehsil Office staff but he was 

upset that his problem was still unresolved Since April/May 2011. 

 

c. Observations at BISP/Partner agency 

 

It was observed that at the BISP level  the standard rules and procedures of the BISP 

complaint mechanism were not followed. The dates on which the case was lodged and 

forwarded to the BISP Divisional office Swat and to the payment agency were not maintained 

in the register. 

 

It was also observed that the BISP Tehsil Office Khwazakhela was lacking logistical support 

and office equipment essential for daily operations. 

 

7. Conclusion/Lessons Learnt 
 

 It is concluded from the case study that the BISP Tehsil office Khwazakhela did not follow 

the prescribed procedure to keep full records of the cases. The complainant’s issue arose 

because Khan Khela’s CNIC details were copied incorrectly by either the enumerator or data 

entry operator who uploaded her information into the BISP database. The BISP website 

shows that her CNIC has been updated, while a response is still awaited from BISP 

headquarters to generate her payments. 

 

8. Recommendations 
 

 A letter should be sent to all those who participate in the PSC survey to inform them of their 

status. 

 The BISP Tehsil office should be provided additional resources such as basic logistics and 

stationary,  to allow them to carry out operations. 

 SMS alert service may be introduced to keep the beneficiaries updated regarding status of 

their complaints and the way forward. 
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Grievance Case Study Number: G-KPK-37 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Chand Bibi 

Wife of: Allah Dita 

Complainant, if not beneficiary herself: Allah Dita 
Address: Village Kak, P/O Kala But Haripur 

CNIC Number: 13302-7549696-8 

PSC form number: 6313598 

Date Study Conducted 24
th 

December 2011 

 

1. Case Summary 

 
Chand Bibi is a resident of village Kaka P/O Kala but District Haripur. Her husband is a labourer 

who makes barely enough to make ends meet. She was declared an eligible beneficiary following 

Poverty Score Card (PSC) survey, held in early 2011 but her status appeared as tagged with a 

discrepancy. She was very unfortunate to not have her CNIC with her at the time of the PSC 

survey.  

 

In order to resolve her grievance, the complainant visited the Tehsil office BISP Haripur and 

submitted a written application and a copy of CNIC in November 2011 to have her data updated. 

This was forwarded to the BISP Headquarters in Islamabad where the data correction has been 

made but payments have not been generated yet. 

 

2. Beneficiary/complainant’s Profile/ Background information 

 
Chand Bibi is 31 year old unlettered house wife, who lives with her family of 5. Her husband and 

her three children live with her elderly mother-in-law. The family’s home is a 20 year old 

structure which consists of only 2 rooms, 1 kitchen and 1 bathroom with a boundary wall 

surrounding a courtyard. It was insufficient for the family needs. 

 

The beneficiary is a housewife who exclusively works within the confines of her home. The 

husband of the beneficiary is a daily wage labourer who works in the city if and when he finds 

work. He earns a very small amount around Rs. 200 per day and the family’s basic needs can 

hardly be met. The children are attending the nearby Government School which is situated in the 

village. 

 

The family is living in the village of Kaka which is 5 kms from Haripur city. Most of the villagers 

are poor. They are farmers and daily wagers. Some of the houses were cemented but most of them 

were made from mud. The villagers are using pure drinking water obtained from the municipality 

pipeline for which they pay Rs. 300 per month. No drainage system exists in the village and 

though the roads are hard-topped they are very narrow. 

 

3. Background of Relationship with BISP 

 
Although Chand Bibi was not included in the Parliamentarian phase of the BISP cash grant 

scheme, she was declared as an eligible beneficiary ‘with discrepancy’ in the 2
nd

 phase. 

 

The PSC survey team approached her doorstep to fill the form in early 2011. She could not recall 

the month. She was issued an acknowledgement slip at the time. The beneficiary did not receive 

any intimation letter from BISP regarding her selection as a beneficiary nor the intimation about 

the discrepancy. 
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She was unfamiliar with the BISP but when other beneficiaries started receiving installments at 

their doorsteps from the Postman. She sent her husband to check her status from the local BISP 

Office. While she was unaware about the criteria for eligibility for the cash grant, like many 

others of the locality, she considers BISP as a cash grant for poor and needy people.  

 

The beneficiary and her family were unaware about the existence of a complaint redressal 

mechanism but learnt more when her husband visited the BISP Divisional Office Abbottabad for 

information. 

 

If the family receives the cash grant, they will use it for the children’s education and to buy other 

house hold necessities. 

 

4. How did the Complaint/Grievance Emerge? 

 
The beneficiary applied to have her CNIC data updated in the BISP, as her CNIC was not 

available during the survey of her village. When some other beneficiaries were receiving cash 

grants in her locality, Chand Bibi’s husband enquired about his wife’s cash grant from the 

Postman who explained he had no money order received for his wife.  

 

He visited the BISP Office Haripur to check his wife’s status and was told that her CNIC data had 

not been entered, which was the cause of her being tagged as ‘eligible with discrepancy’. After 

this she applied for the CNIC at NADRA and she received her CNIC from NADRA via normal 

process free of cost. 

 

Though she did not know the exact days in which she received her CNIC, it took one to two 

months and even she forgot the exact expenses incurred on her traveling. After obtaining the 

CNIC, her husband submitted an application along with a copy of his wife’s CNIC at the BISP 

Tehsil Office Haripur. The application was filed but the complainant did not receive an 

acknowledgement slip against his complaint.  

 

5. Processing of the Case 
 

The complainant visited the Tehsil Office BISP Haripur and submitted an application along with a 

copy of Chand Bibi’s CNIC on the 10
th
 November 2011.The official at the BISP Tehsil office, 

who received his application, entered the complaint in a register and filed it. It was also entered 

into a monthly summary prepared in an excel sheet and forwarded to the BISP Headquarters in 

Islamabad for further processing at the end of November 2011, as each month they send collected 

data 

 

The BISP Tehsil Office Haripur also forwarded a copy of the complaint to the Divisional Office 

Abbott bad for information during the same week when they received the complaint. They did not 

have the exact date, only were sure that at the same week when the complaint was lodged it was 

also forwarded. The complainant is paying regular visits to the BISP Tehsil Office to follow up 

the progress of his application but they have not yet received payments. 

 

6. Observations 
 

a. General Observations 

 

The community at large has a very low understanding regarding the requirements and process 

of the BISP cash grant scheme. A majority of beneficiaries are uneducated and belong to 

vulnerable groups of the society. The beneficiary and her family did not know that they would 

have to submit a CNIC at the time of the survey and her data was not entered in the PSC 
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form.  The survey organisation did not inform them clearly of this requirement. 

 

b. Observations at the beneficiary level 

 

The family is in dire need of the cash grant for financial support. The complainant was very 

optimistic and hopeful the cash grant would come through soon and that it could change his 

family’s fate. The beneficiary submitted her application more than a month ago but the 

problem is not yet resolved. The complainant incurred Rs. 60 on each visit to the BISP Tehsil 

office Haripur.  

 

c.  Observation at BISP/ Payment Agency level 

 

BISPs prescribed format for complaint redressal could not be followed in this instance 

because access to the CMS has not yet been devolved to the Tehsil/Divisional levels. Due to a 

gap in communication between the BISP Divisional Office Abbottabad and BISP 

Headquarters, the case is still pending. BISP Tehsil Office staff neither pursued the case nor 

coordinated with BISP Headquarters regarding the complaint and the status of its processing. 

 

7. Lesson Learnt/ Conclusion 
 

 The complainant did not know about the progress of his case because even when he visited 

the BISP Office to get information, officials could not respond to his queries as they have no 

coordination with the BISP Headquarters. 

 The complainant was very disgruntled with the complaint redressal system, as it has proven to 

be very ineffective and slow. 

 

8. Recommendations 
 

 Strong coordination should be ensured between various BISP Offices; proper flows of 

informationwill be invaluable for resolving grievances in a timely manner. 

 Limited access to the CMS should be given at the Divisional/Tehsil level so that staff at these 

offices may at least answer complainants’ queries about the status.  
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Grievance Case Study Number: G-KPK-38 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: Bano 

Wife of: Namdar Khan 

Complainant, if not beneficiary herself: Namdar Khan 
Address: Village Pagvarian District Abbottabad 
CNIC Number: 13201-2194082-0 

PSC form number: 6542057 

Date Study Conducted 6
th 

December 2011 

 

1. Case Summary 
 

This is the case of Bano, a resident of Village Pagvarian of District Abbottabad. She is suffering 

because her CNIC data was not entered by the enumerator during the Poverty Score Card (PSC) 

survey, which was held in January 2011 in her village. According to her, she had a valid CNIC at 

the time but was never asked to produce it.  

 

Her husband, a daily wage laborer who is supporting a family of seven filed an application on 8
th
 

September 2011 at the BISP Divisional Office Abbottabad along with a copy of his wife’s CNIC. 

It was forwarded on 19
th
 September 2011 to the BISP Headquarters in Islamabad and now the 

record has been updated and she has been delivered her 1
st
 installment on 13

th
 January, 2012.  

 

2. Beneficiary/complainant’s Profile/ Background information 
 

Bano is a 27 year old woman who was has not received any formal education. She spends her 

time performing domestic duties. She and her husband, Namdar Khan, have two daughters and 

one son. They share their home with her husband’s parents who are both elderly. The total 

strength of the family is seven. The children are enrolled at the Government School in the village. 

 

The family has no other source of income apart from her husband’s income. He works as a daily 

wager and earns around Rs. 200 a day. Her husband is the sole supporter of the whole family as 

his father is blind and cannot work. 

 

The 2 Marlas house in which the family was living, has 1 mud room and 1 kitchen without a 

bathroom. No water system exists in the house; the family fetches it from the nearby stream. 

 

The family is living in the village of Pagvarian in Union Council Jhangi, Abbottabad. The village 

is around 10 kms away from the city. The road leading towards the complainant’s village is 

tarred. Most of the villagers are laborers or employees at stores and factories. The villagers fetch 

pure drinking from streams and water springs. 

 

3. Background of Relationship with BISP 
 

The beneficiary was not included in the BISP cash grant scheme under the Parliamentarian’s 

phase, but in the 2
nd

 phase, she was declared an eligible beneficiary with a discrepancy. The PSC 

survey team arrived at her door step for filling the form in January 2011. Her survey form was 

filled by a member of the survey team at her door step and an acknowledgement slip was also 

issued on the spot. 

 

She was unfamiliar with the BISP but during the survey, she learnt that the program  is for poor 

households. Whilst she was unaware about the specific criteria for eligibility, like many others of 

the locality she simply considers BISP as a cash grant scheme for poor and needy people. The 
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only facts known to her were that her family is a poor one and the cash grant is for the families 

like hers. 

 

The family was unaware of any complaint mechanism and when they did not receive any 

intimation letter they learnt of this when the complainant visited the BISP Divisional Office 

Abbottabad to make enquiries. 

 

If the family avails of the BISP cash grant money they will use it for the children’s education and 

to pay off debts to shopkeeper’s from whom they have bought groceries on credit. 

 

4. How did the Complaint/Grievance emerge? 
 

According to Bano, she was not asked to produce her CNIC by the enumerator while filling the 

PSC form. Bano also did not receive an intimation letter at from the BISP. When other women in 

their locality started receiving instalments, her husband paid a visit to the BISP Divisional Office 

Abbottabad for information. He was told by a negihbour to visit the BISP office. The BISP 

officials told him that his wife’s CNIC number and data was missing from the PSC form. He 

filled in an application to have the data updated upon hearing the news. 

 

5. Processing of the Case 
 

Namdar Khan submitted a written application and a copy of his wife’s CNIC to the BISP 

Divisional Office Abbottabad on the 8
th
 September 2011. The official dealings with the 

complaints prepared a summary of the case in an Excel work book but did not issue its 

acknowledgement slip to the complainant for future reference.  

 

The Director BISP Abbottabad forwarded the same to the BISP Headquarters in Islamabad for 

further necessary action and data correction in the database on the 19
th 

September 2011.Now, her 

record has been updated and she has been delivered her 1
st
 installment on 13

th
 January, 2012. 

 

The complainant paid four visits to BISP Divisional Office Abbottabad, for the follow up the 

process of his application since he had filed it on the 8
th
 September 2011.The complainant had to 

incur around Rs. 60 per visit to the BISP office.  

 

6. Observations 
 

a. General Observation 

 

The complaint arose due to the negligence of the partner organization whose enumerators 

were filling the PSC forms at the initial stage. The complainant had to follow a lengthy 

procedure for the resolution of the complaint as a result of this, which  took more than three 

months.  

 

If they had demanded a CNIC from the complainant during the survey at his doorstep, the 

grievance could have been avoided. The procedure of complaint resolution has evolved into a 

lengthy process, which took far too much time. If access and authority to make updates was 

given at the Tehsil and Divisional level the complaint might possibly be resolved within 

minutes. 

 

b. Observation at the beneficiary level 

 

The father of the complainant is aged and physically handicapped. The complainant was 

running the house on his daily wages, which were insufficient in view of the number of 
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dependents. The village was around10 kms from Abbottabad city and it costs him Rs. 60 for 

each visit he makes to the BISP Divisional office Abbottabad. The complainant is very keen 

for his wife to become eligible because he is counting on the financial support. 

 

c. Observation at BISP/ Payment Agency level 

 

The BISP Divisional Office Abbottabad neither issued reminders nor followed up the process 

of the case properly. The complainant was not satisfied with the behavior of the BISP 

Divisional Office Abbottabad staff, and BISP complaint resolution mechanism as the process 

of the case has taken a very long time and the matter is pending yet. In his opinion, if the 

matter was resolved in time, it could have decreased his difficulties and saved him useless 

trips in the bitterness of winter. 

 

7. Lesson Learnt/ Conclusion 
 

 Survey enumerators did not demand the beneficiary’s CNIC at her door step whilst filling her 

PSC. 

 In this case BISP officials entered the complaint in an Excel workbook and then filed it in the 

grievance complaint file but failed to forward the case to BISP Headquarters in Islamabad on 

the same day for further necessary action on their part. It was forwarded 12 days later. This 

has added to the delay later caused by the Headquarters. 

 The complainant did not know about the process of his case because the BISP officials cannot 

give him information as they have no access to the Complaint Management System. 

 

8. Recommendations 
 

 An electronic system should be introduced through which the complainant may  speedily and 

cheaply get information about the progress of his case from the BISP Database, such as via 

SMS. 

 Tehsil and Divisional Offices should be given limited access to the database so that they may 

update beneficiary’s details themselves. 

 The officials should be trained and educated, in order to provide a friendly atmosphere to the 

complainant. 
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Grievance Case Study Number: G-KPK-39 

Nature of Case: Duplicate Household 

Complainant/ Beneficiary: Hussan Bano 

Wife of: Mohammad Zubair 

Complainant, if not beneficiary herself: Mohammad Zubair (Husband) 
Address: Banda Paghwarian, P/o Paghwarian, Abbottabad 

CNIC Number: 13101-0948644-2 

PSC form number: (65420532) 2611502 

Date Study Conducted 15
th 

December 2011 

 

1. Summary of the case study 
 

This is the story of Hussan Zaiba, an elderly lady whose complaint has been registered at the 

BISP Divisional Office Abbottabad. When Hussan Zaiba’s husband approached the 1
st
 time to the 

BISP office, the staff assumed that Hussan Zaiba was not receiving installments of the cash grant 

because the Postman had embezzled her money. Following the same line, they guided her 

husband, the complainant, to file a complaint against the Postman.  

 

However, it was discovered by the TPE Team that Hussan Zaiba is tagged as a ‘duplicate 

household’ on the BISP website. The discrepancy is caused by the fact that there are 2 Poverty 

Score Card (PSC) forms which were filled and hence 2 PMT scores were calculated against her 

name.  

 

2. Beneficiary /complainant’s profile/background information 

 
Hussan Zaiba is a 63 year old woman who has not received any formal education. She lives with 

her husband Mohammad Zubair and their four children in the village of Banda Paghwarian near 

Abbottabad. They share a small katcha room built on a 3 Marlas plot which has no provision for a 

washroom or kitchen. Like the rest of their locality they too have no access to water and had no 

drainage and sanitation system. 

 

Her husband is a labourer, who works on a daily wage, earning around Rs. 3000 per month. They 

do not own any agricultural land and his wages are the family’s only source of income. The 

family spends this on purchasing groceries and on other basic household needs; though the family 

has access to government health and education facilities, which minimizes some of the burden on 

their kitty. 

 

Banda Paghwarian is situated some 12 kms away from the nearest main road. Although the link 

road connecting the village to the main road is pacca the street leading to Hussan Zaiba Bibi’s 

house is katcha. People living in the locality were very poor and unable to afford efficiently many 

basic necessities of life such as health, education, water and sanitation. 

 

3. Beneficiary’s relationship with BISP 
 

Hussan Zaiba was not a beneficiary under the Parliamentarian phase of the program; she was 

declared as a beneficiary under the 2
nd

 phase of the program following the BISP PSC. 

 

She informed the TPE team that when the PSC survey was held in her village, around September 

2011, an enumerator filled her form at her doorstep. She was given a receipt on the spot as an 

acknowledgment. She had a valid CNIC at the time of the survey. 
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When Hussan Bano’s status on the BISP website was checked, it was discovered that 2 PSCs 

forms had been filled for her house hold. The PSC form numbers were 6542053 and 2611502 

with PMT scores of 14.14 and 20.88 respectively. 
 

No letter of intimation regarding her eligibility or discrepancy was received by the beneficiary 

and her only knowledge of the BISP had been garnered from advertisements that have been aired 

on TV. She understood the BISP to be a government institution that is awarding grants, based on 

the extent of each household’s poverty. Hussan Bano and her husband were unaware of any 

complaint redressal mechanism. If she becomes eligible for the cash grant she plans to spend it on 

purchasing food for her family. 

 

4. How did the complaint/grievance emerge? 
 

Hussan Zaiba’s issue is caused by the fact that there were 2 PSC forms filled in her name. When 

Mohammad Zubair checked his wife’s status online in a net café  he was told that she has been 

declared eligible for the cash grant. Armed with this knowledge, he paid a visit to the Pakistan 

Post hoping to collect her cash grant but the Postman refused to pay up for obvious reasons, as 

there was no such amount in her name  generated. Zubair believed  that the Postman was not 

making the payments. 

 

Disgruntled, Mohammad Zubair made a trip to the BISP Divisional Office Abbottabad to enquire 

about the matter further and ask  why the Postman is not paying the cash grant for his wife. The 

staff at the office guided him with regard to the complaints process; and subsequently he 

submitted a written application along with a copy of Hassan Bano’s CNIC.  A case was duly 

lodged requesting an inquiry  against the Postman.  

 

The complaint was registered as against non-payment of the installment, however, on checking 

the beneficiary’s details on the BISP website, the TPE team discovered that the complaint was 

actually caused by a grievance and was not payment related.  

 

5. Processing of the case 
 

Mohammad Zubair launched a complaint at the BISP Divisional Office Abbottabad the date of 

which is unknown since it was not recorded by the BISP staff though according to the beneficiary 

the case was lodged somewhere around  July 2011 but was unsure. The Divisional Office staff 

registered the complaint and forwarded it to the Pakistan Post.  

 

Mohammad Zubair told the TPE team that he had been told by the staff at the BISP Divisional 

Office that the problem with the Postman had been resolved. He was free to go to the Post Office 

and retrieve the outstanding MOs. 

 

He approached the Postman again, who reiterated his stance that no MO is generated against his 

wife’s name. Muhammad Zubair returned to the Divisional Office but claims that he did not 

receive a satisfactory reply from the staff as to why the case was still pending. He felt that the 

BISP staff were using delaying tactics and avoiding  resolving his problem. 

 

When the TPE team visited the Pakistan Post Office Abbottabad on the 12
th
 January 2012, the 

Assistant Superintendent Postal Service informed us that no such case in the name of Hussan 

Zaiba had been received by the Postal Department. The case was incorrectly filed by the BISP 

Divisional Office staff as a payment case when it is in actuality a grievance case. 
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6. Observations 
 

a. General observations 

 

It was observed that there was no mechanism for effective communication and coordination 

among different agencies working under the BISP program and cases are just forwarded here 

and there, with no proper follow up of each case. 

 

Though no result had emerged at the time this case study was being reported, this case 

demonstrates the issues with the process. The beneficiary and her husband are both very old 

and observed to be a poor family. They do not have the time and resources to diligently 

follow up their complaint. 

 

There was a contradiction in statements made by the BISP staff. The Complaint Assistant 

insisted that the case had been resolved and the beneficiary had received the outstanding 

payments. The beneficiary stated that the case been pending for months and she has not 

received any cash grant installments. 

 

b. Observations at beneficiary level 

 

The beneficiary was an uneducated, unskilled woman with very limited resources and access 

to only the basic necessities of life. The family was cramped, living in a one-room katcha 

house with no privacy. The complainant has made more than four visits to the BISP Office, 

each visit cost them more than Rs. 60 per visit to follow up his complaint but he has not 

received any satisfactory resolution to the problem thus far. 

 

c. Observations at BISP/Partner organization 

 

The BISP Divisional Office had no records of the case to show the TPE team. Staff at the 

BISP Divisional Office did not follow the prescribed procedure for complaint redressal as 

they did not enter the case into a proper register. Only CNICs are collected, from which they 

are making lists in an excel sheet which too did not have enough information. This  excel 

sheet recordsonly CNIC related information, no receiving and forwarding dates were 

available in the record to follow up the case. 

 

It was observed at the payment agency level that there was no monitoring of the Postman at 

the field level who is in charge of distributing the cash grants. The delivered MO report is the 

only tool of monitoring. 

 

The beneficiary and complainant were dissatisfied with the behaviour of the staff at BISP 

Divisional Office Abbottabad, since the resolution of her complaint was still pending. 

 

7. Lesson learnt/conclusion 

 

 It is concluded from the process of the case that the staff at BISP Divisional Office 

misunderstood the issue and handled the case incorrectly. They registered the case as a 

payment case and forwarded it to Postal Service for action. Moreover, the Post Office also 

had no record of the complaint forwarded by the BISP office. It would also appear that the 

resources and information available to the local BISP staff were limited, which did not allow 

them to retrieve information from a central BISP database or even check them on the website. 

 

  



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-KPK-39 
 

J40252714 

GHK Consulting Ltd. 568 

8. Recommendations 
 

 Staff of the BISP Divisional Office Abbottabad should be given training/capacity building 

workshops to reduce the chance of such misunderstandings in the future.  

 A letter of intimation must be sent to all beneficiaries regardless of their eligibility. This will 

minimize confusion and also ensure that the beneficiaries learn about their eligibility and/or 

the discrepancy. 

 Proper record keeping should be maintained in a standard procedure, which needs to be set by 

the BISP. 
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Grievance Case Study Number: G-KPK-40 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: Ruqia Bibi 

Wife of: Muqarrab Khan 

Complainant, if not beneficiary herself: Muqarrab Khan 
Address: Village Rakhshah Kot P/O Thatha Balochan, Tehsil 

Pahar Pur D.I.Khan 

CNIC Number: 12101-5621390-2 

PSC form number: 7273866 

Date Study Conducted 5
th
 March 2012 

 

1. Case Summary 
 

Ruqia Bibi w/o Mr. Muqarrab Khan is a resident of village Rakhshah Kot P/O Thatha Balochan 

Tehsil Pahar Pur, District. D. I. Khan. Her survey form was filled  at her door step by the Poverty 

Score Card (PSC) surveyors in March 2011. At the time of the survey, her CNIC was not issued 

and the details of her CNIC were not entered on her form as her marital status had changed since. 

The beneficiary applied for issuance of her Computerized National Identity Card for the desired 

changes and after due time she received her updated CNIC. 

 

Muqarrab Khan has another wife, Sardara Bibi, who is also a potential beneficiary within the 

household and who also has a discrepancy as she never had her CNIC made nor has she applied 

for it. 

 

When the other women of her locality were receiving cash grant money, her husband too visited 

the BISP Tehsil Office Pahar Pur for getting information, where he came to know that his wives 

were eligible beneficiaries for the BISP cash grant, and both of his wives have CNIC 

discrepancies and he would have to submit a copy of their CNICs. 

 

Following CNIC application and receipt,  the complainant, Mr. Muqarrab Khan, submitted a copy 

of Ruqia’s CNIC which was forwarded to the BISP Divisional Office, D. I. Khan for further 

necessary action at their end. The BISP Divisional Office D. I. Khan on receiving the complaints 

forwarded the same to the BISP headquarters in Islamabad on the same date. As of June 2012, her 

discrepancy has been resolved, but it is not clear whether or not she has started receiving 

payments as her ‘payment details’ are not available on the BISP website. 

 

2. Beneficiary/complainant’s Profile/ Background information 
 

Muqarab Khan has two wives, Ruqia Bibi who is 26 years old and illiterate; she has three 

children. His second wife Sardara Bibi is 32 years old and has two boys and three girls. Both 

remain busy with their household tasks. 

 

The family consists of eleven persons (two female, one male, four sons and four daughters). The 

family resides in a ten marla katcha house with two rooms a kitchen and a bath room. The house 

is surrounded by a low katcha boundary wall.  The family has their own water hand pump in their 

court yard. No drainage system exists in the village. Only the boys were attending the government 

school around 3 kms away in the adjacent village Thatha Balochan whilst the girls get a religious 

education at the nearby mosque. 

 

Muqarrab Khan took 20 canals of agricultural land on a 5 year lease for cultivation; he also works 

as a part-time daily wager. He is the sole supporter of the entire family. He earns a very small 

amount and the family’s basic needs are hardly fulfilled. 
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The family is living in the village of Rakhshah Kot which is around three kms away from the 

main Chashma Road and 25 kms from D.I. Khan city. The road leading to the village is single and 

narrow, although it was shingled. The village consists of some 20 houses, and its total population 

is around 250 persons. Most of the villagers were farmers by profession as the land was fertile and 

the village has water channels from the Chashma Right Bank Canal. The village has no health and 

education facilities and the village children go to the school in the nearest village which is located 

at a distance of 3 kms. 

 

3. Background of Relationship with BISP 
 

Ruqia Bibi and Sardara Bibi were not included in the Parliamentarian phase of the BISP cash 

grant scheme but in the second phase both were declared as an eligible with CNIC discrepancies 

but did not receive any intimation letter from the BISP informing them of their status or 

discrepancy. 

 

The survey team approached her door step for filling out their PSC form in March 2011. Their 

form was filled by one of the surveyors who issued an acknowledgement slip on the spot. 

 

The family knew about the BISP as they had heard about it from other villagers. They understood 

that it was for poor families. While both  were unaware about the criteria for being an eligible 

beneficiary for the cash grant  like many other of the locality, consider the BISP to be a cash grant 

for poor and needy people. 

 

Ruqia applied to NADRA for a CNIC after the survey which was held in her village. Later she got 

her CNIC and submitted its copy at the BISP Tehsil Office Pahar Pur. Sardara did not apply for a 

computerized CNIC at all. 

 

The family was unaware of any BISP complaint redressal mechanism but the complainant got 

information about the process from the BISP Tehsil Office Pahar Pur, where he lodged a formal 

complaint. 

 

If the family avails of the BISP cash grant money it will be used to pay for the children’s 

education and other basic needs of the family. 

 

4. How did the Complaint/Grievance Emerged? 
 

A CNIC discrepancy was the cause of complaint. Ruqia wished to have her CNIC information 

updated so her discrepancy could be resolved and she could begin receiving installments. The 

CNIC she possessed at the time of the survey, showed her marital status as single, whereas she 

was married by the time she participated in the PSC. 

 

When the Postman started delivering the cash grants in the village, the complainant enquired 

about his wife’s installments from the post man. The Postman replied that his wives names were 

not included in the list of beneficiaries. He then visited the BISP Tehsil Office Pahar Pur, where 

he came to know about the CNIC discrepancy and was advised by the staff to have new CNICs 

issued and to submit copies of them to the Office in order to have the discrepancies resolved. 

 

5. Processing of the Case 
 

The complainant visited BISP Tehsil Office, Pahar Pur and submitted an undated application for 

Ruqia Bibi as her CNIC was available whilst Sardara had never applied for a new CNIC. The 

Assistant Complaints at the BISP Office received his complaint, he filed that application in a 

complaint file, and included it in a monthly summary which he prepares in an excel work book on 
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the 5
th
 February 2012. 

 

The BISP Tehsil Office Pahar Pur, forwarded the complaint via e-mail and official letter to the 

BISP Divisional Office, D.I. Khan on the 7
th
 February 2012. On receiving the complaint, the BISP 

Divisional Office D. I. Khan forwarded the same to its BISP headquarters in Islamabad for further 

necessary action and data correction in its database on the same date. 

 

In order to follow up progress of his case, the complainant visited the BISP Tehsil Office Pahar 

Pur more than three times and to make each visit he spent more than Rs. 100 on public transport. 

 

6. Observations 
 

a. General Observations 

 

Only two individuals, the Assistant Director and Assistant Complaints are working at the 

Tehsil Office Pahar Pur an office that services more than 14000 potential beneficiaries, and 

the heavy load may affect their performance. The office forwards the cases on monthly basis 

rather than on a daily basis. 

 

The community at large has a low understanding level regarding the requirements and process 

of BISP cash grant. Majority of the beneficiaries are uneducated and belong to vulnerable 

families. They cannot understand the process easily and did not know about the requirements 

essential for eligibility for the BISP cash grant. 

 

b. Observations at the beneficiary level 

 

The complainant Mr. Muqarrab Khan has 2 wives, his younger wife Ruqia Bibi’s CNIC was 

issued and submitted for complaint redressal mechanism and his elder wife Sardara Bibi was 

also an eligible beneficiary for the cash grant money but she did not have a CNIC and e did 

not apply at NADRA for the issuance of a CNIC as she feels  since Ruqia’s problem had not 

been addressed why bother to waste resources on having the discrepancy removed. 

 

The family was affected by the devastating floods of 2010. The flood partially damaged their 

house and destroyed their crops completely. Her husband repaired the two damaged rooms 

and boundary wall of the house but due to severe economic conditions the family is unable to 

construct another room which they desperately need. 

 

c. Observation at BISP/ Payment Agency level 

 

The complainant submitted his complaint some months earlier at the BISP Tehsil Office 

Pahar Pur, but it was entered into the BISP records on the 5
th
 February 2012, and forwarded to 

the BISP Divisional Office D. I. Khan, on the 7
th
 February 2012. The complaint was kept in 

file for some months and delayed and it is unclear as to why. Neither was the complaint 

register maintained diligently nor was an acknowledgement issued to the complainant. 

 

7. Lessons Learnt/ Conclusion 
 

 In this case, the complainant submitted his complaint some months ago, but the receiving date 

was not available at BISP Tehsil Office Pahar Pur, as there was no register in which they 

could enter fresh cases, they are only keeping complaints in file, and when 100 cases are 

received, then they forward in bulk this list of 100 cases at once no matter how long a case 

has been pending for. The complaint was lying for three months at BISP Tehsil Office Pahar 

Pur, and was finally forwarded in February 2012.  
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 The complainant did not know about the process of his case, because if he visits to BISP 

Office for getting information about the progress of his case, BISP Official cannot give him 

information regarding his case, as they have no communication with the BISP headquarters. 

 The overall impression of the complainant was negative about the complaint redressal 

mechanism, as the process was taking an inordinate amount of time.  However, he was fully 

satisfied with  the cooperation and behavior of BISP officials at BISP Tehsil Office Pahar 

Pur. 

 

8. Recommendations 
 

 Access to the CMS  should be given at Tehsil level offices; it may help in timely resolution of 

the complainant’s grievances. 

 A reception counter should be maintained at BISP tehsil level offices, which may help in 

guiding and educating the complainants properly regarding their complaints and the work 

load on complaint handlers may be reduced, this will result in smooth official functioning. 

 In order to provide a client friendly atmosphere and early resolution of grievances, the 

number of officials at the Tehsil level could be increased or alternately effective 

communication mechanisms developed to reduce traffic in offices.  
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Grievance Case Study Number: G-KPK-41 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: Shazia Bibi 

Wife of: Sohail Nawaz 

Complainant, if not beneficiary herself: Sohail Nawaz ( Husband) 

Address: Zamir Abad Muryali, D.I.Khan 

CNIC Number: 12101-7696850-0 

PSC form number: 7016187 

Date Study Conducted 17
th
 December 2011 

 

1. Summary of the case study 
 

Shazia bibi wife of Sohail Nawaz belongs to Zamir Abad Muryali Tehsil and District D.I Khan. 

 

She is the mother of one boy and lives with her in-laws. Sohail Nawaz works as a sweeper and is 

disabled due to an issue in one hand. He is the only earning member of the family. 

 

Shazia Bibi has been declared as a beneficiary with a ‘discrepancy’  after the Poverty Score Card 

(PSC survey held in the area in January 2011. Her husband is working near the BISP Divisional 

Office D I Khan and he often visited the office to pursue his wife’s case. Upon visiting the BISP 

office in June 2011, he came to know about the discrepancy with his wife’s CNIC. The Assistant 

Complaints BISP Divisional Office D.I. Khan informed him about the status of Shazia Bibi case. 

The discrepancy was caused because her CNIC had been made when she was single and she had 

not had it updated after she got married to Sohail Nawaz.  

 

Shazia Bibi applied for change of status to NADRA but submitted her non-updated CNIC to the 

BISP Divisional Office D.I.Khan for removal of the discrepancy, which they in turn forwarded to 

the BISP headquarters Islamabad for removal of the discrepancy. She did not know that she had 

to send in her new CNIC after she received it from NADRA. The case  was still pending with 

NADRA and the beneficiary expects that the BISP headquarters have  updated her status. 

 

2. Beneficiary/ complainant’s Profile/Background information 
 

Shazia Bibi is a 21 year old uneducated house wife, living in Zamir Abad Tehsil and District Dera 

Ismail Khan, KPK. She is the mother of one child (boy). The house where she and her family 

lives is an old pacca house built on 8 Marlas. It boasts a wash room and toilet but has no kitchen. 

The family gets their drinking from the municipal water supply to which their house is connected. 

A small drainage line ran down the street.  

 

Her husband is uneducated and a sweeper by profession. He works in a public office in D. I. 

Khan. The monthly income of the family is Rs. 7000. The Family buys all their food items with 

cash from the D.I. Khan market. The family has access to the basic facilities like health and 

education within their village. 

 

Zamir Abad Muryali is a small town located in D. I. Khan, the road leading to Zamir Abad is in 

good condition. The town is located on the side of the main road. It was very densely populated 

and there were some 80 houses in her street. The market and school are at a 1 km distance whilst 

the hospital is 15 kms from the beneficiary’s house. 
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3. Relationship with BISP 
 

Shazia Bibi was declared as a beneficiary after the PSC survey which was held in January 2011. 

The survey team visited her house and filled a PSC form for her at her door step. A survey slip 

was given to her by a member of the team. 

 

No letter of eligibility or discrepancy was received by Shazia Bibi from the BISP. People in the 

locality were getting cash grant therefore her husband visited BISP Divisional Office D I Khan 

around June 2011 to enquire about their status. This is where he came to know about the 

discrepancy.  

 

She had a valid CNIC at the time of survey but her CNIC had the family tree number of her 

father. After being declared a beneficiary her data was not matching with her husband’s CNIC. 

She had not had it updated to show her as married to Sohail Nawaz. 

 

Sohail Nawaz was satisfied with the behavior of the BISP staff, he said that BISP staff was very 

polite and treated his wife very well. Sohail Nawaz and his wife were unaware about the details 

and process of the complaint mechanism. 

 

If she avails the cash grant she plans to spend it on the education of their child and to buy food for 

the family. 

 

4. How did the complaint/ grievance emerge? 
 

Shazia Bibi was an eligible beneficiary for the BISP but her CNIC details/complements were not 

matching with her husband’s name and the details fed into her family roster in the BISP database.  

 

The beneficiary was unaware of the problem initially. When other people in the neighborhood 

started getting cash grants, her husband visited the BISP D. I. Khan Divisional Office to check her 

status. There, Sohail Nawaz was informed about the problem and guided by the BISP staff to have 

the complements/details changed and then submit a copy of the CNIC and an application to the 

Office so that the discrepancy may be resolved.  

 

He followed the instructions of the BISP staff and applied for the change in the complements of 

his wife’s CNIC by submitting a written application to the Divisional Office along with the non-

updated CNIC. The complements were yet to be updated in the NADRA database so he was told 

that the case is to be resolved by NADRA. No complaint acknowledgment was given to Sohail 

Nawaz. 

 

5. Processing of the case 
 

Sohail Nawaz filed his wife’s case at the Divisional office D. I. Khan on the 5
th
 June 2011 and the 

case was entered in the BISP records on the same date. The BISP Divisional Office forwarded the 

case for redressal to the BISP headquarters in Islamabad on the 21
st
 June 2011. No action or any 

feedback has been as yet received from the BISP headquarters by the beneficiary or the BISP 

Divisional Office D. I. Khan and the case was still pending. No reminder or documents were sent 

to the NADRA for the change in CNIC complements by BISP, and the complainant was told that 

the BISP shall send the case to NADRA for removal of the discrepancy. 

 

Sohail Nawaz visited the Divisional office D. I. Khan and NADRA office for follow up three 

times but no result has as yet been conveyed to him, he did not follow up his case at NADRA. 

After the initiation of the complaint at the Divisional Office it was registered and included in an 
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Excel file. Her CNIC and application were sent on the 21
st
 June 2011 to the BISP Headquarter for 

redressal, no action or feedback has yet been received back from BISP headquarters. 

 

6. Observations: 
 

a. General observations: 

 

The current BISP complaints process is based on an electronic filling/redressal of complaints 

while the complaint management system (CMS) is yet to be made operational. Presently, the 

staff is maintaining the complaints in computer excel sheets. They also prepare a summary of 

complaints for submission to higher offices. They expect that the complaints will be more 

timely addressed after the access to the CMS is made available. 

 

The case was also pending with NADRA and the changes had not beenmade to date and no 

formal communication had been undertaken between NADRA and the BISP regarding such 

cases. The beneficiary is waiting for the case to be resolved between NADRA and the BISP.   

However, he should have been informed that he needed to get his wife’s updated CNIC from 

NADRA and submit this to BISP, as there was no mechanism for automatic updating of data 

between NADRA and BISP. 

 

b. Observations at the beneficiary level 

 

The beneficiary was included in BISP under the 2
nd

 Phase of the program. Her husband Sohail 

was disabled as he had lost the use of one hand. Sohail Nawaz was satisfied with the 

complaint mechanism but he adds that the process is very slow from both the side of NADRA 

and BISP. He was unaware of the PMT score. 

 

c. Observation at BISP/payment agency level 

 

When a complaint is received at Divisional office D. I. Khan, they register the complaint in a 

computer Excel sheet and monthly summary report is prepared from the excel sheet. The 

complaint is sent to the BISP headquarters for processing but no feedback is generally 

received from the BISP head quarter regarding any case as to whether the case is solved or 

not.  Further,  there were no mechanisms of communication between NADRA and BISP. 

 

The complement change or update at NADRA shall be done by the complainant himself 

rather than BISP but he was of the impression that the problem shall be solved by BISP in 

coordination with NADRA, as this is what he understood from his interaction with the  BISP 

office. 

 

No acknowledgment is given to the beneficiary against the complaints registered. The office 

simply sends the application and CNIC copy with the summary of the cases. 

 

7. Lesson learnt/ conclusion 
 

 In this case the complainant submitted a written application along with Shazia’s CNIC to the 

Divisional Office D. I. Khan for change of complements by NADRA. The BISP office sent 

her case to the BISP headquarters but no result has yet been conveyed back to beneficiary or 

Divisional office. 

 The awareness level of the beneficiary was very low therefore they could not follow their case 

properly and the complaint mechanism was still confusing both for the beneficiary and BISP 

divisional staff as well, as this case needed to be addressed first by NADRA and the updated 

CNIC shall then be submitted in BISP for further updates. 
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 There was no official communication between NADRA and BISP to speed up the process. 

 

8. Recommendations 
 

 It is important that awareness should be given to the beneficiary about where receiver women 

may file her complaint, as in this case the complainant considered that the problem shall 

automatically be resolved by NADRA and the BISP. 

 Access to the CMS should be given to the Divisional office so that problems can be addressed 

on the spot in grievance cases. 

 A receipt or feedback should have been given to the BISP divisional office about the result of 

the case so that they could communicate this to the beneficiary. 

 A letter should be also issued to the beneficiary about the result of the case so that the 

beneficiary does not visit the Divisional office repeatedly.  

 An official communication system should be developed between partner organizations and 

BISP for speedy processing of such cases. 
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Grievance Case Study Number: G-KPK-42 

Nature of Case: Discrepancy in CNIC  

Complainant/ Beneficiary: Nazakat Bibi 

Wife of: Muhammad Roshan 

Complainant, if not beneficiary herself: Muhammad Roshan 
Address: Ismail khel 
CNIC Number: 11101-7760650-2 

PSC form number: 29055799  

Date Study Conducted 29
th
 November 2011 

 

1. Case Summary 
 

Nazakat Bibi is a resident of Village Ismail Khel, District Bannu, Khyber Pakhtunkhwa. Her 

survey form was filled one year ago by BISP field surveyors at her doorstep, and in accordance 

with BISP procedures she was also issued an acknowledgement receipt. However, Nazakat Bibi 

did not receive any official letters or any cash grants under the program. Her husband visited the 

local post office and did not find her name in the list of grant recipients. On contacting BISP 

officials at the BISP Divisional Office, Bannu, he was informed that Nazakat Bibi’s CNIC was 

not to be found in their records. He was told to file an application in order to amend the records. 

 

Accordingly, Nazaqat Bibi’s husband registered a formal complaint at the local BISP office on 

11
th
 October 2011. The application was forwarded one month later to the authorities in Islamabad. 

Neither the officials, nor the beneficiary’s family has received any response at the point of 

developing this case study. 

 

2. Beneficiary/complainant’s Profile/ Background information 
 

Nazakat Bibi, wife of Muhammad Roshan, resides in Village Ismail Khel, District Bannu, Khyber 

Pakhtunkhwa. Located south of Bannu city and 5 kms from the main D.I Khan Road, it is the 

paternal village of the former president of Pakistan, President Ghulam Ishaq Khan. The village is 

underdeveloped and impoverished; a vast majority is poor and work as daily-wage laborers. 

 

Nazakat Bibi is a housewife and has no formal education. Her husband works in a hospital and 

earns a monthly income of Rs.8000; an amount that does not suffice for a family comprising of 11 

individuals – the couple, their 3 daughters and 4 sons, and the husband’s parents. The family lives 

in a 10 Marla mud brick house, with only two rooms, one bathroom, and no proper kitchen. Water 

is typically scarce in this region; the beneficiary’s family relies on a hand pump located within the 

courtyard of their house. All children go to the nearby government school. One of Nazrat Bibi’s 

daughters, named Naifa, is polio stricken. 

 

3. Background of Relationship with BISP 
 

Nazakat Bibi was not declared a beneficiary in the Parliamentarian Phase of the BISP cash grant 

scheme. It was only during the second round of the program, a year ago, that the surveyors found 

her eligible for the grant money – her total PMT score turned out to be 13.84. In accordance with 

the due procedures, she was returned an acknowledgement receipt on the spot at her doorstep. 

 

During the surveying process, the beneficiary revealed her ignorance about the BISP grant 

requirements. Though she only had a vague idea that the program was initiated to support low 

income households like hers, she was not aware of formal procedures for applying to the program. 

Without any delays, the surveying team informed her of all the necessary prerequisites and 

conditions. 
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The beneficiary’s family was oblivious of any formal complaint redressing mechanism. Thus, 

when the intimation letter failed to arrive, her husband visited the local BISP Divisional Office 

and discovered that authorities did not possess her CNIC number, even though all required data 

had been provided to the surveying team at their doorstep. 

 

Once the beneficiary starts to receive the cash grants, the family plans on investing in their 

children’s education,and repaying their accumulated debts with village shopkeepers.  

 

4. How Complaint/Grievance Emerged 
 

After receiving the acknowledgement receipt from surveyors, Nazakat Bibi waited for her 

intimation letter and cash grants. When other women in the locality started to receive their grant 

money and no post arrived at her doorstep, the curious beneficiary sent her husband to BISP 

Divisional Office for inquiry. The husband discovered that even though Nazakat Bibi had been 

declared a beneficiary for the grant by the authorities, her CNIC number was unexpectedly lost 

from official records. As a result, no intimation letter in her name could be sent from the 

headquarters. The beneficiary’s husband then decided to lodge a formal complaint with the BISP 

officials. 

 

5. Process of the Case 
 

On 11
th
 October 2011, the beneficiary’s husband registered a complaint at the BISP Divisional 

Office, Bannu, complete with a written application and a copy of the beneficiary’s CNIC. A BISP 

official entered the complaint into the registers and subsequently issued him a receipt as well. On 

10
th
 November 2011, almost after one month, the complaint was forwarded by Director of BISP, 

Bannu, to the headquarters in Islamabad for further action. 

 

The BISP local office was located 15 kms away from the beneficiary’s house and every visit cost 

the beneficiary’s husband Rs.100. The case is still pending, and thus far no changes have been 

made to the BISP databases. 

 

6. Observation 
 

a. General Observation 

 

Although all procedures were followed as outlined, an error caused by the partner 

organization involved in surveying the households led to the complaint. Furthermore, the 

frequency of such mishaps, suggests that the general methodology of BISP procedures is in 

need of revision, and more extensive procedures are required for creating awareness and 

imparting knowledge, especially in far flung areas. 

 

b. Observation at the beneficiary level 

 

Although the beneficiary was informed of all BISP terms and conditions at the time of the 

survey, it is unclear whether she was briefed about the eligibility of her polio stricken 

daughter for the grant. The beneficiary expressed her obliviousness to any such provisions in 

the grant. Discrepancies were also noted in the daughter’s records but the beneficiary’s family 

chose not to pursue this matter with the concerned authorities. 

 

c. Observation at BISP/ Payment Agency level 

 

BISP Divisional Office, Bannu, forwarded the complaint after an immense delay of one 

month. What led to this delay is not known, but the office neither issued any reminders to the 
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headquarters nor followed up on the progress of the case. 

 

7. Lesson Learnt/ Conclusion 
 

 This particular case highlights numerous lessons learnt. BISP field surveyors showed 

negligence, and failed to obtain or preserve the beneficiary’s CNIC number. Even those 

officials at headquarters, in charge of entering of entering information into a centralized 

database, failed to communicate to the beneficiary or to the concerned BISP officials that an 

essential piece of information is missing from the records. No letters were sent to beneficiary 

in this regard, and no reminders were issued to any officials. Furthermore, local BISP officials 

exhibited lack of concern by not forwarding the beneficiary’s complaint the same working 

day. In spite of these irregularities, however, the beneficiary’s family reported an overall 

positive response from the local BISP office, and seemed fully satisfied with their 

cooperation. 

 

8.  Recommendations 
 

 In order to solve the problems mentioned earlier, BISP authorities should deploy more 

efficient complaint redressing measures. Officials on duty should be proactive, and need to be 

aware of cases with missing or incomplete documentation first hand. Instead of beneficiaries 

travelling great distances to BISP offices for lodging complaints, BISP officials should 

approach these families themselves and solve their cases individually.  

 The use of hand held computer devices at all levels, from survey to data entry, can solve lots 

of problems associated with human error and negligence. 

 It is critical that beneficiaries have clearer and more accessible means to determine the 

progress and outcomes of their grievance cases. 
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Grievance Case Study Number: G-KPK-43 

Nature of Case: CNIC and Name Update  

Complainant/ Beneficiary: Shabana 

Wife of: Azeem Khan 

Complainant, if not beneficiary herself: Azeem Khan 
Address: Chinkoly Khwaza khela, Swat 

CNIC Number: 15602-6550368-4 

PSC form number: 6645681  

Date Study Conducted 14
th
 December 2011 

 

1. Summary of the case study 

 
Shabana belongs to village Chinkoly in Swat. She is an eligible household but with discrepancy. 

This is an interesting case of double entry of the CNIC on two different forms with two different 

names. Shabana bibi (6645681) and Mumlikat (4868673) 

 

Moreover the name of Shabana Bibi was given wrongly in the survey form as household head 

instead of her husband. At the time of survey Azeem Khan’s CNIC was not available and his 

CNIC was not entered. 

 

When Shabana and her husband came to know about the discrepancy, they launched a complaint, 

and submitted their CNIC photo copies, to remove the discrepancy, in the Tehsil Office Khwaza 

khela upon the guidance of BISP Tehsil office. The complaint was soon after forwarded to BISP 

Divisional office and the Divisional Office forwarded it to HQ for removal of the discrepancy, 

though dates were not available for either stage. 

 

2. Beneficiary’s Profile/ Background information 
 

Shabana bibi wife of Azeem khan is 26 years old and an uneducated house wife who belongs to 

the village Chinkoly District Swat, KPK. She lives with her 3 children and a husband. Her 

husband is uneducated and unskilled. The house in which she and her family live is a 4 Marla old 

house having 1 katcha room but no Kitchen and washroom facility. This household defecates in 

the open using a corner of the premises. Shabana Bibi fetches water from the nearby stream. The 

street was katcha and there was no drainage system in the street.  

 

Azeem husband of Shabana Bibi was a labourer by profession on daily wages. The average 

income of the house hold was between Rs.200 to Rs.250 per day. One of her children was 

studying in a nearby government school. Family had limited access to the basic facilities of life 

like hospitals, education and clean drinking water.  

 

Chinkoly is a small village situated 7 kms away from the main road. No proper road leads to the 

area because it was a hilly area and most of the travel was done by foot. 

 

3. Beneficiary’s relationship with BISP 
 

Shabana Bibi was declared as a beneficiary after the PSC survey conducted in the area a year ago 

but she was not able to get the cash grant because of the discrepancy. She did not know about the 

discrepancy when she was selected as beneficiary; as they did not receive the intimation letter 

from BISP which could inform her in time regarding the discrepancy. A slip of acknowledgment 

was given to the husband of Shabana Bibi for  future reference when he lodged a complaint. 
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Shabana Bibi and her husband did not know much about BISP and had no idea who is running the 

program. Shabana’s husband told us that if they get the cash grant they will spend it on the 

education of their child and to buy  daily food commodities. 

 

4. How did the complaint/grievance emerge? 
 

Shabana Bibi’s CNIC (15602-6550368-4) was double entered in two different households, one in 

her own form (6645681) and the other in Mumlikat’s form (4868673).  

 

Besides, her name was wrongly entered in the place of her household head who is her husband. At 

time of survey her husband’s CNIC was not available so the enumerators put her in place of her 

husband  as household head. 

 

As the other eligible women in the locality were getting the cash grant but Shabana Bibi was not,  

her husband visited the BISP Tehsil office to determine his wife’s status of eligibility. At the 

BISP Tehsil Office he was informed that his wife’s CNIC was entered twice with two different 

names and within two different households during the survey. 

 

BISP staff informed and guided Azeem to launch a complaint for the said problem. A copy of the 

CNIC of both husband-wife and written application was submitted by hand by Azeem in the BISP 

Tehsil office Khwaza khela. 

 

5. Process of the case 
 

Azim Khan lodged the case in the Tehsil Office Khwaza khela Swat few months ago on an 

unknown date because Tehsil office didn’t maintain date wise data. The complaint was forwarded 

to the Divisional office and the Divisional office further forwarded it to HQ but at each level the 

date was not recorded or available. Observations 

 

6. Observations 
 

a. General observations 
 

Shabana Bibi was declared as beneficiary under the 2
nd

 phase of the program but due to weak 

communication between the BISP and beneficiary, she was unaware  of her status and 

discrepancy. 

 

Tehsil office Khwaza khela was  facing many problems related to logistics, lack of stationary 

and lack of equipment.  This hampered their ability to function effectively and address the 

needs of aggrieved beneficiaries. 

 

b. Observation at beneficiary level 

 

It was observed at the beneficiary level that the family was very poor and deserves to receive 

tje cash grant but due to improper procedure followed by BISP the family was still deprived 

of the needed support. The Complainant wassatisfied with the behavior of the BISP Tehsil 

staff but unknot satisfied with the result of the case. 

 

c. Observation at BISP/Partner agency level 

 

It was observed that BISP Tehsil Office Khwaza khela were not fully following standard 

procedures for the BISP complaint registration mechanism, as they do not record complaints 

dates. 
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7. Lesson learnt 
 

 Azeem, the husband of Shabana Bibi registered a complaint several months ago but no result 

has yet been conveyed to him, indicating the redressal system is very slow. 

 The partner agency which conducted the survey in the area  made mistakes while noting the 

data on the form, and this was not corrected by their quality assurance teams. 

 Tehsil office had no data regarding the case therefore and it was  difficult to track the progress 

of the case.  

 

8. Recommendations 
 

 A letter of discrepancy /eligibility should be sent to the beneficiary so that they are informed  

about their status of eligibility and to guide them about the complaint redressal mechanism. 

 BISP higher authorities should monitor the Tehsil office in order to maintain  proper record 

keeping in the Tehsil offices. 

 Tehsil offices should be given access to the CMS so that they can redress certain grievances 

on the spot. 

  Tehsil offices need to be better equipped with logistics, stationary and equipment. . 
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Grievance Case Study Number: G-KPK-44 

Nature of Case: CNIC update and Eligibility Appeal (eligible 

household) 

Complainant/ Beneficiary: Meher Taj 

Widow of: Akhtar Munir 

Complainant, if not beneficiary herself: Taj dar Khan Beneficiary’s brother 

Address: Mohallah Sabi Budhni, Village Delazak near Ring 

road Peshawar 

CNIC Number: 17301-0393137-2 

PSC form number: 6982145(Sr. # 256194 this umber was given to us as 

when we visited the complainant.) 

Date Study Conducted 18
th
 December 2011 

 

1. The Case Summary 
 

This case relates to  a widow who could have been a beneficiary of the BISP programme but due 

to red tape in the redressal mechanism she is unable to avail of the support. 

 

The beneficiary is from an eligible household but with a discrepancy in her CNIC. A survey 

acknowledgment slip was issued to the complainant in October 2010 but she never received an 

eligibility/discrepancy letter from BISP. 

 

Her brother has put forwarded an appeal at the BISP office, Peshawar for provision of the grants 

to his sister. BISP officials informed him that there is discrepancy in the CNIC number and that is 

to be updated from the NADRA office. To date they are waiting to be notified of the progress and 

outcome of the enquiry. 

 

Meher Taj widow of Akhtar Munir has a young daughter and both are dependent on Meher Taj’s 

brothers for financial support. She lives with her brothers and sisters in law, who are also eligible 

beneficiaries and recipients of the cash grants. Though part of the same household and  a widow, 

she is not receiving the grants. 

 

2. Beneficiary/Complainant’s Profile/Background information 

 
Meher Taj widow of Akhtar Munir is living in Mohallah Sabi Budhni, Village Delazak near Ring 

road Peshawar, KPK. Her age is about 45 years and she is illiterate. She has a daughter who is 

thirteen years old. Her daughter was born after six months of her husband’s death. After that, she 

now lives with her brothers who are teachers in a local government school.  

 

Her house is old and Katcha comprising of four rooms with a kitchen, bath and latrine facilities. 

The house is situated on a 2 kanals plot area. Though the house is Katcha, it has a proper drainage 

and sanitation systems. They use tap water for daily usage. Saiqa and Gulaba are two other 

declared eligible beneficiaries in the same household. 

 

Meher Taj has no source of income and she and her young daughter are solely dependent on her 

two brothers. 

 

The house is situated in the village of Delazak which consists of more than 150 houses. Some 

houses in the area are also Pacca while most are Katcha. The village has an open drainage system 

for water. 
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They have been declared as an eligible HH by BISP. There is a government school nearby and a 

BHU. The city nearest to the village is Peshawar which is almost 40 kms away. The village is 

situated on the border of Mohmand Agency, FATA.  A proper road leads to the village but paths 

are unpaved in the village. 

 

While interviewing her she said “Ka matta da benazur da paise millao she na z aba hum laka da 

benazire badshayanra sham ,zamunga ajazano kho de lago shante paiso ta starge we aw ghwaroo 

ch sa jowand hum patte de agha pa izzat bande tershe.” 

 

“If I get the Benazir’s money I will be very happy; we are poor people and provision of this small 

amount will make a big difference.”  

 

3. Beneficiary’s Relationship with BISP 
 

Meher Taj, the complainant was not included in cash grants under the parliamentarians’ 

programme. In October 2010, a PSC survey team went to their village for the registration of the 

potential beneficiaries. Meher Taj was also interviewed by the PSC survey team and she was 

issued the survey acknowledgment (survey slip). But she never received any 

eligibility/discrepancy letter from BISP thereafter. 

 

At the time of the survey she did not possess a computerized CNIC but now she has got a valid 

CNIC. 

 

She thinks that it is a good programme for the poor and underprivileged people. She feels that it is 

maybe her bad luck because of which she has not received the grants. 

 

She does not know about the complaint redressal mechanism but her brothers are educated and 

she said they are following the case process in the BISP offices. 

 

She would like to utilize the cash grant by purchasing some clothes and some household articles. 

 

4. How complaint/grievance emerged? 
 

The beneficiary is from an eligible household but with a discrepancy in her CNIC. Her grievance 

emerged from the fact that her two sisters in law, who are part of the same household, were 

getting the cash grants while she was not. Albeit they all were interviewed by the same PSC 

survey team and acknowledgement slips were issued to them at the same time. 

 

Meher Taj did not receive any intimation letter which could inform her about being an eligible 

beneficiary for the BISP cash grant. She has also not received any letter informing her about the 

discrepancy in her CNIC. 

 

Meher Taj’s brother was informed by a net café shop owner that his sister was not included as a 

beneficiary but his wife and his sister in law are. 

 

He checked with the post office who directed him to inquire about the information at BISP office, 

Peshawar. 

 

The complainant, her brother, lodged a complaint that his sister is not getting the cash grants 

though the acknowledgement slip was issued to her at the time of survey. 

 

  



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-KPK-44 
 

J40252714 

GHK Consulting Ltd. 585 

5. Process of the case 

 
Her brother lodged a complaint at the BISP office, Peshawar. BISP officials informed him that 

there is discrepancy in the CNIC number and that is to be updated from the NADRA office. 

 

To date they have not been notified that her CNIC is containing some errors and she is an eligible 

beneficiary on the basis of BISP criteria. No dates were provided to the Survey team when they 

visited the BISP office. 

 

6. Observations 
 

a. General Observations 

 

The BISP officials at Peshawar did not check into the causes for her name  not being added in 

the data base of potential and eligible beneficiaries. She herself was indignant and confused at 

not being included, when other women in her household were eligible, and she was a widow 

entirely dependent on her brothers. . 

 

b. Observations at the beneficiary level 

 

Meher Taj being a poor, needy and illiterate woman does not know how to tackle her case by 

herself but her brother is following the case. She was not satisfied with the progress of the 

complaint.  

 

Reminders are regularly sent as the enquiry is delayed. It has been observed that the enquiry 

of a complaint is usually completed in two to four weeks but in this case it has been more than 

3 months. 

 

c. Observations at BISP/Partner agency level 

 

The BISP office has entered their complaint as per the prescribed procedure. It was filed as a 

hard copy. 

 

Then they sent the copy to the divisional office for further steps to be taken and from that 

time onwards nothing has happened on this issue. 

 

7. Lessons learnt/Conclusion 
 

 There was no follow up by Tehsil office, Peshawar regarding the complaints; therefore the 

beneficiary was facing problems in getting information updates about their complaints. 

 

8. Recommendations 
 

 It is recommended that a mechanism should be instituted  for the timely provision of 

information to the beneficiaries regarding their status and progress on their complaints. 
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Grievance Case Study Number: G-KPK-45 

Nature of Case: Discrepant Household 

Complainant/ Beneficiary: Shagufta 

Wife of: Riaz Ahmad 

Complainant, if not beneficiary herself: Riaz Ahmad 

Address: Bacha Sahib Cham , Rang Mohalla ,Mingora Swat 

CNIC Number: 156023-781408-9 

PSC form number: 5951646 

Date Study Conducted 21
st
 December 2011 

 

1. Summary of the Case Study 
 

Shagufta wife of Riaz Ahmad is living in Bacha Sahib Cham Mingora Swat. She is an illiterate 

woman, her age is about 34 years, and she has 5 children. In February 2010 a survey team filled 

her PSC form and she was given an acknowledgment slip. When her husband visited a net café to 

check her status he came to know that she has been declared as a discrepant household and needs 

to contact the BISP office. The complainant visited the BISP tehsil office Mingora and submitted 

a photocopy of her CNIC. To date the case is not  resolved. 

 

2. Beneficiary/Complainant’s Profile and Background Information 
 

Shagufta wife of Riaz Ahmad is living in Bacha Sahib Cham Mingora Swat. She is an illiterate 

woman of about 34 years age, with  5 children (three boys and two girls). Her husband is working 

as a salesman in a shoe shop on daily wages. Her husband is supporting the family but his income 

is too meager to provide food and other necessities for a family this size.  

She is living in an old katcha house consisting of one room with no kitchen, bath and latrine 

facilities. The house is situated in a street in downtown Mingora consisting of more than 45 

houses of the same kind with open sanitation line. 

 

When we visited her she was shifting from that house as the landlord increased the rent and they 

were no longer able to afford even this poorly furbished space. 

 

3. Beneficiary/Complainant’s Relationship with BISP 
 

She was not included in the initial parliamentarian phase of BISP. In February 2010 a survey team 

completed her survey form for BISP. She was provided with the acknowledgment slip. She 

doesn’t have any idea about the details of the complaint  redressal mechanism. 

 

She said it is a good programme and further she said I don’t know much about it except that my 

neighbors have been paid. If she gets the cash grant  she will buy clothes, medicines, books for 

her children and save some money to help her husband buy food items for the house. 

 

Like many other women of her locality, she considers BISP as a cash grant scheme, though she 

does not know   the criteria for being an eligible BISP beneficiary. The only criterion she knows 

is that her family is poor and the cash grant being distributed is for needy people. 

 

4. How did the Complaint Emerged 
 

The complaint was filed when Shagufta saw that some of the women in the neighbourhood were 

being paid. Concerned, her husband visited a net café where he came to know that his wife is 

tagged as discrepant and she needs to contact the BISP office. Her husband visited the BISP 
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Office Mingora to get more information regarding being discrepant where he was told to submit 

the CNIC copy of Shagufta. 

 

5. Processing of the Complaint 
 

Her husband lodged a complaint of appeal to remove the discrepancy on 5
th
 July 2011 in Tehsil 

Office Babozai which is within the premises of the Divisional office Saidu Sharif Swat. He 

submitted a photocopy of the CNIC along with a handwritten application which was kept in a file. 

 

The office maintains a list of discrepant households but they did not have any official directiveson 

where to send such cases for redressal.  Hence all the cases had been kept at the Tehsil level and 

were pending. . 

 

6. Observations 
 

a. General Observations 

 

She was living in a house which was old and without paint.  This wasa one room house with a 

covered area for kitchen and a latrine. She was quick to understand questions and answered 

promptly. She was packing her household to move out of their current premises, but was keen 

to convey that she is very poor and deserving and her message should be transmitted to BISP. 

The Mohallah she was living in was congested and narrow with an open sanitation line. 

 

b. Observations at Beneficiary Level 

 

She is not satisfied with the result of the complaint as she was not given a clear picture 

regarding her case. 

 

c. Observations at BISP / Payment Agency Level 

 

They have no clear guidelines on what has to be done with such cases but to appease 

complainants they  were registering their complaints along with their CNIC details/copies.   

Unfortunately, no further action was being taken with the complaints. 

 

7. Lessons Learnt/ Conclusions 
 

 She and the other women in the community need help in processing their grievances,  

especially in cases of discrepant households where even the local BISP staff do not have an 

official answer. 

 Shagufta being poor, needy and illiterate  does not know how to tackle her case and women 

like her need to be educated on how to go negotiate  the appeal/complaint procedure.  

 

8. Recommendations 
 

 A letter/ notification should be sent to all the BISP offices which  contains the lists of 

discrepant and eligible beneficiaries. 

 A letter of intimation should be sent to all the beneficiaries, which  contains the actual 

discrepancy of discrepant and explaining to them how the discrepancy could be removed. 
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Grievance Case Study Number: G-KPK-46 

Nature of Case: CNIC update 

Complainant/ Beneficiary: 1Fazilat, 2. Bakht Siraja 

Daughter, Wife, of: 1. d/o Fazal Rahman, 2. w/o Fazal Rahman 

Complainant, if not beneficiary herself: Fazal Rahman 

Address: Malakanan Landikas, Mingora Swat, Malakand 

CNIC Number: 
15602-1787012-4 (15602-0448992-5,HH Head 

CNIC) 

PSC form number: 30528345 

Date Study Conducted 22
nd

 December 2011 

 

1. Summary of the Case Study 
 

Fazilat daughter of Fazal Rahman is living in Malakanan Landikas Mingora, Swat. She is an 

illiterate girl her age is about 18 years and she is unmarried. Her father is working as a farmer on 

someone elses lands on specified share / tenant basis for each crop growing in the fields. 

 

Bakht Siraja, CNIC NO 1560203477146 is her mother and she has been a beneficiary since the 

first phase and was also declared a beneficiary in the second phase. She has also received ten 

installments of Rs.4000 as a flood victim grant. When she was surveyed,  Fazilat did not possess a 

valid CNIC, therefore the discrepancy arose . After obtaining her  CNIC she submitted the copy 

of it to the BISP office and requested her  data be updated. Though her data was subsequently 

updated  her MOs are not yet generated. 

 

2. Beneficiary/Complainant’s Profile/Background information 
 

Fazilat daughter of Fazal Rahman is living in Malakanan Landikas Mingora, Swat. She is an 

illiterate girl of about 18 years and unmarried. The house they are living in is a rented pacca house 

with one room, occupied by  many people. In six months’ time, she has planned to get married. 

Her betrothed is a labourer on daily wages. Bakhta Siraja said that she and her other siblings are 

living in her home. She said it was extremely difficult to arrange her dower and that is the reason 

her marriage has been delayed many a times. 

 

Her father works on daily wages so sometimes he earns Rs.100 or at times he may earn daily 

wages of Rs.350 a day. He has leased some land from the landlord on a percentage basis(share 

cropping).  They are living in Mingora which is more developed than other areas in the region. A 

market, government schools and health facilities are all at a reasonable distance. 

 

3. Receiver Woman/ Complainant’s Relationship with BISP 
 

Fazilat had little knowledge about the BISP but she was familiar with the term “Benazir money” 

as her mother was receiving the support since phase 1. Like many other women of her locality, 

she considers BISP as a cash grant scheme, though she does not know as to what are the criteria 

for being an eligible BISP beneficiary. The only criteria she knows is that her family is poor and 

the cash grant being distributed is for needy people. 

 

Fazilat the complainant was not getting cash grants under the parliamentarians’ programme 

although her mother was receiving BISP support  since that time. In February 2011 a survey team 

completed her survey form for BISP along with her mother. She was provided with the 

acknowledgment slip. 
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At the time of the survey she was a minor so her mother started receiving the cash grant while a 

discrepancy was recorded for  her. She doesn’t have any idea about the complaint  redressal 

mechanism. She said it is a good programme and further she said I don’t know much about it 

except that my mother has been paid. If she gets the cash grant she said she will buy different 

articles for her dower and save some money to help her father buy food items for the house. 

 

4. How did the Complaint Emerged 
 

At the time of the survey she did not possess a valid CNIC as she was a minor and a discrepancy 

was tagged against her. The family seemed to be aware of the reason for the discrepancy.  . 

Neither Fazilat nor her mother received eligibility letters from BISP.  Importantly, Fazilat was not 

informed about her discrepancy.   

 

Bakht Siraja her mother has also got her CNIC made from the NADRA mobile van and submitted 

a copy of her CNIC to get her own BISP record updated with a subsequent request for 

disbursement of the cash grant. 

 

5. Processing of the Complaint 
 

Fazal Rahman found the Malakand Divisional office of BISP was only forum where his 

daughter’s grievance could be addressed. He submitted the newly made CNIC of Fazilat in the 

Divisional Office Swat on 5
th
 July 2011. The case was processed correctly. Her CNIC was 

forwarded to BISP HQ Islamabad after processing in the local offices. Though her data has been 

updated and her discrepancy is removed  she had not received any money at the time this case was 

developed.  

6. Observations 
 

a. General Observations 

 

The CMS access system has not yet been made operational at BISP’s Tehsil/Divisional level; 

therefore, the BISP official only entered the complaint in a complaint register and made this a 

part of the complaint file. Monthly wise summaries of the complaints are prepared in the 

shape of an excel sheet then forwarded to HQ for further process. The beneficiary belongs to 

a needy and poor family as her father was the only income source of the family, and he was 

on low and uncertain  daily wages. 

 

Due to the lack of communication between the Tehsil, HQ and payment agency, the family 

has visited the BISP office for an update of the appeal  more than seven or eight  times, but 

nothing has been shared with the family even after five  months of lodging the complaint. The 

general coordination between the BISP offices and the beneficiaries is observed as very weak. 

 

b. Observations at Beneficiary Level 

 

The beneficiary  is not satisfied with the result of the appeal/ complaint and does not know 

her status.  She believes that after the issue is resolved she will be able to receive the money 

at her doorsteps through the postman. She was not aware that after the PSC survey, her PMT 

score is 14.49. 

 

c. Observations at BISP / Payment Agency Level 

 

While the standard processing time for complaints is generally around 4-6 weeks, this 

particular complaint has taken about six months.  While the discrepancy itself has been 

removed, payments are still not received.  . 
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7. Lessons Learnt/ Conclusions 
 

 There is a need for clear communication with the beneficiaries and for information to be 

provided in an accessible manner for all stages of the BISP process, including the course of 

their grievance/complaint.  Beneficiaries should be informed when their case is resolved, 

instead of having to repeatedly visit BISP offices to determine progress. Where there are 

cultural constraints for the beneficiary to approach an ‘office’, and male family members are 

not readily available, it may be dififcult to register and follow up a complaint.  

 There is communication gap between, Tehsil Office, HQ and payment agency, all actors need 

to be fully aware of each case, the stage of processing, outcomes and what needs to be 

communicated to the potential beneficiary who may approach them. 

 There is no active follow up by the Tehsil office regarding the complaints, therefore the 

beneficiaries have difficulty in determining what has happened in relation to their grievance.  

Further, Tehsil offices are not informed about the outcomes from processing.   

 

8. Recommendations 
 

 There is an urgent need to roll out the CMS to allow action to be taken at local/tehsil level, as 

well as information to be available to share with beneficiaries.  

 There is a  need for creating awareness and capacity building among women regarding the 

cash grant program since it is especially designed to empower women. 

 NADRA should coordinate with BISP to proactively and automatically resolve the problems 

related to CNIC updates, without the requirement of a formal complaint being registered. 

Once CNICs are updated, the information should be shared with the BISP database.  
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Grievance Case Study Number: G-KPK-47 

Nature of Case: Discrepant Household 

Complainant/ Beneficiary: Ashro Bibi  

Widow of: Abdul Waheed 

Complainant, if not beneficiary herself: Abdul Waheed  

Address: Chinkoly , Khwazakhela, Swat, KPK  

CNIC Number: 15602-5608618-2 

PSC form number: 6644815 

Date Study Conducted 12
th
 December 2011 

 

1. Summary of the case study 
 

Ashro bibi lodged her complaint in the Tehsil office, Khwazakhela, Swat, KPK. Her complaint 

was that she is not receiving BISP cash grants and her status in the programme is stated as 

“eligible household with discrepancy”. 

 

Due to mismanagement of record keeping in the BISP Tehsil office, Khwazakhela, critical 

information regarding the case was missing. Date of submission of complaint application by the 

beneficiary and subsequent dates of forwarding of the case to the BISP Divisional office and 

Payment agency were not available. 

 

The complainant and her husband visited the Tehsil office of BISP more than four times to 

inquire about the outcome of their appeal. But the case is yet to be resolved. 

 

When the cash grant was distributed among the eligible women in the locality, Ashro Bibi was 

also expecting the delivery of her installment but this did not happen. As they considered 

themselves eligible for the cash grant  her husband went to BISP Tehsil office to get information 

about the eligibility status of his wife. The staff at the office informed him about the eligibility 

status and told him about the discrepancy in the CNIC. After that BISP staff guided Abdul 

waheed husband of Ashro bibi to file a written complaint against the grievance they have. Abdul 

waheed did  as he was instructed by BISP staff and filed the complaint by submitting a copy of 

CNIC and hand written application. Complaint lodging and forwarding dates were missing in the 

BISP Tehsil office Khwazakhela and it is difficult to ascertain the details of redressal processes of 

the case. The case is still to be resolved and the complainant is awaiting the outcome. 

 

2. Beneficiary/Complainant’s Profile/ Background information 
 

Ashro bibi wife of Abdul Waheed is a 44 year old uneducated woman. She is a resident of village 

Chinkoly, Khwazakhela, Swat, KPK. She is a housewife and is living with her spouse and eight 

children. Four of her daughters are enrolled in a government school. The household head is her 

husband and is responsible for provision of food, clothes, and shelter. 

 

They live in a rented house which has a covered area of five Marla. The house consists of one 

Katcha room with no facilities of wash room, latrine, and kitchen. There is no drainage and 

sanitation system in the house. 

 

Her husband is a farmer as well as a businessman. He has a small livestock business and rears 

young animals for months and sells them on profit. His income is sufficient to provide good 

education, clothes, and food for his children. He is the breadwinner of the household while Ashro 

Bibi is responsible for taking care of the children and kitchen. The socio economic condition of 

the family is not good and currently they are facing problems to afford the education of their 

daughters because the income of the household is hardly enough. 
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Chinkoly is a small isolated village, in a hilly area, located on the outskirts of Khwazakhela. The 

village is at a distance of eight kilometer from the main road. There is no road which leads to 

village and it takes 25 minutes of walk on unpaved tracks to reach the village from the main road. 

No drainage and sanitation system exists in the locality. Market, hospital and schools are not 

available in the village and villagers have to travel the distance of 8 kms to avail these facilities. 

 

3. Beneficiary’s Relationship with BISP  
 

The beneficiary was not getting cash grants under the parliamentarian phase of the programme. 

She was declared an eligible beneficiary under the second phase of the programme after the PSC 

survey in her village was held. Prior to the survey Ashro bibi and her family were unaware about 

the BISP program and had no idea about distribution of the cash grants. 

 

When the survey team visited her village for filling the poverty score card forms, they also 

interviewed her husband at their house. The husband of Ashro bibi provided the required details 

to the survey team. Her husband showed Ashro Bibi’s valid CNIC card to the surveyors who 

entered the data in the form. They also asked him questions about various household items and 

completed the survey form. 

 

After filling the survey form the survey team gave him an acknowledgment slip for  future 

reference. 

 

No letter of intimation was sent or received by Ashro Bibi from BISP which could inform her 

about her status in programme and provide information about her eligibility/discrepancy. 

 

Ashro Bibi and her husband were unaware about the complaint redressal mechanism of the BISP. 

Her husband visited the BISP office to determine the status of her eligibility. BISP staff told him 

about the problem and guided him to lodge a complaint for redressal of the problem. 

 

She said to our survey team that if she avails the cash grant she will spend it on  daily food items 

and the education of her daughters. 

 

4. How did the complaint/grievance emerge? 
 

Her complaint was that she is not receiving cash grants and her status in the programme is 

“eligible household with discrepancy”. 

 

The grievance emerged when the postman delivered a cash grant to an eligible beneficiary in her 

locality. Ashro Bibi and her husband wondered why,  if their household is eligible for the 

grants,have they not received any amount. 

 

Ashro bibi and her husband went to the Tehsil office to inquire about the status. They were told 

by BISP staff that there is a problem in the CNIC number of the Ashro bibi. 

 

Ashro bibi and her husband followed the instructions of the BISP staff and submitted a copy of 

the CNIC along with the application in the Tehsil office, Khwazakhela. 

 

Dates were missing in the record of the Tehsil office and it difficult to know  when the case was 

filed and when it was sent to the BISP Divisional office, Swat and to the Payment agency for 

redressal. 
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5. Process of the case 
 

Due to mismanagement of record keeping in the BISP Tehsil office, Khwazakhela, critical 

information regarding the case was missing. Date of submission of application by the beneficiary 

and forwarding of the case to the BISP divisional office and Payment agency, were not available. 

But during the interview of the beneficiary’s husband, he told us that he lodged the complaint 

about four months ago. 

 

According to the Complaint Assistant, with in a week, BISP Tehsil office Khwazakhela 

forwarded her case to the BISP Divisional office for further processing. And that the case has also 

been forwarded to the HeadQuarter in Islamabad. 

 

Case is still pending as nothing has been conveyed from the BISP Head Quarter and Divisional 

offices to the Tehsil office, Khwazakhela where the complaint was lodged. 

 

6. Observations 
 

a. General observations 

 

It was observed that the process followed by the Tehsil office was not up to the mark as 

compared to the BISP prescribed procedure for complaint redressal. The case files have been 

mismanaged and important information regarding the case has been lost. 

 

It was also observed that the beneficiary letter of intimation was not sent to the 

beneficiarywhich could have informed her about the discrepancy/ eligibility status. 

 

b. Observations at beneficiary level 

 

It was observed at beneficiary level that family is very poor and not able to afford the cost of 

visits to BISP relevant offices regularly. It costs him Rs.100 per visit and he had already 

visited the BISP Tehsil office more than 4 times for the follow up of the case. 

 

Beneficiary seemed satisfied with the behavior of the BISP Tehsil staff but told us that he is 

dissatisfied with the result of the grievance complaint because case is still unresolved even 

after four months. 

 

c. Observations at BISP/Partner organization level 

 

It was observed at BISP level that in this particular case the standard rules and regulation of 

the BISP complaint mechanism were not followed. Case lodging date and forwarding to BISP 

Divisional office Swat and to payment agency were not maintained in the register for the 

follow up of the case. 

 

It was also observed at BISP Tehsil office in Khwazakhela that the office lacks logistics 

support and equipment  to run the daily operations and maintain standard procedures of the 

complaints registration and records of the cases. 

 

7. Lessons learnt/conclusion 
 

 BISP Tehsil office in Swat lacks the basic logistics and office equipments to maintain the 

proper record of the cases. 

 Secondly the beneficiary should have been informed about her status through intimation 

letter, which was never sent. 
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 It was observed that due to lack of CMS access to the lower offices, the cases were taking too 

much time to be resolved. 

 It was also observed from the case study that lack of feedback and communication from the 

higher BISP office to the lower offices also delays the cases to be resolved. 

 

8. Recommendations 
 

 A letter of intimation should be sent to the eligible beneficiaries which will inform them about 

the discrepancy/eligibility and complaint mechanism. 

 Beneficiaries should be provided information about the status of their cases, or alternately 

have easy access to information without visiting BISP offices. 

 The feedback mechanism between BISP head quarter and its lower offices should be made 

effective for the timely redressal of the cases. 

 Offices should be trained and provided logistical support in record keeping and complaint 

handling.  

 Access to the CMS should be given to the lower offices of BISP for the quick redressal of the 

cases. 
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Grievance Case Study Number: G-KPK-48 

Nature of Case: CNIC Update and an Eligibility Appeal 

Complainant/ Beneficiary: Roshan Jan 

Mother of: Allah Dita 

Complainant, if not beneficiary herself: Allah Dita 

Address: Village Kak, P/O Kala But Hari Pur 

CNIC Number: 13302-7549696-8 

PSC form number: 6424810 

Date Study Conducted 24
th
 December 2011 

 

1. Case Summary 
 

Roshan Jan resident of village Kaka P/O Kala But Distt. Hari Pur is a 62 year old widow having 

no teeth and with very weak  eye sight. Her son has the responsibility of running the house as he 

is the only earning member of the family. Her survey form was filled one year back at her door 

step by the surveyors. When the other women of her locality were receiving cash grant money, 

her son visited  the BISP Office, where he did not find his mother’s record. 

 

Then the complainant visited Tehsil office BISP Hari Pur and submitted a written complaint BISP 

Tehsil office received the complaint on 10
th
 November 2011; the complaint was forwarded by 

BISP Tehsil office Hari Pur to BISP Head Quarters in Islamabad. The complainant did not receive 

any acknowledgement slip of his complaint at the time of submission of his complaint. 

  

The case was registered by BISP officials and forwarded  to the concerned quarters and the 

beneficiary was waiting for its response as she did not know about her PMT. But when it was 

checked her PMT was found to be above the cutoff point at 38.99.   

Surprisingly, this was not noticed by the BISP offices who accepted her complaint, thereby 

wasting the time of the complainant and the office. 

 

2. Beneficiary/complainant’s Profile/ Background information 
 

Roshan Jan is a 62 year old unlettered woman who has weak eyesight and has lost all her teeth. 

She qualifies as disabled and is unable to do any domestic duties. 

 

Her husband has passed away and she is living with her son-in-law, his wife and their three young 

children. The family  is living in a 20 year old house consisting of 2 rooms, a kitchen and a 

bathroom with a boundary wall and courtyard. It is insufficient living space for a six member 

family. 

 

The beneficiary’s son is a daily wager who works in the city, if and when he finds work. He earns 

a very small inconsistent compensation that barely meets the family’s basic needs. The children 

are attending the nearby Government school situated in the village. 

 

The family is living in village Kaka which is 5 kms away from District Hari Pur. Most of the 

villagers are very poor; the primary occupations are farming and daily wage labor. Some of the 

houses were cemented but most of them were made from mud. The villagers are using pure 

drinking water from the municipality pipe line for which they pay Rs.300 per month. No drainage 

system exists in the village. Though the roads were tarred they were very narrow. 
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3. Background of Relationship with BISP 
 

Roshan Jan was not included in the Parliamentarian phase for BISP cash grant money, and in the 

second phase she had a PMT score of 38.99 through her Poverty Score Card. 

 

The survey team approached her doorstep to fill out her Poverty Score Card more than three 

months ago. One of the members of the survey team filled her PSC form and issued her an 

acknowledgement slip. 

 

She was unfamiliar with the BISP process but when other beneficiaries started receiving cash 

grant amounts at their door steps from the post man, her son went to the BISP Office to enquire 

about her status. She was unaware about the criteria for being an eligible beneficiary for cash 

grants; like many others of the locality, she simply considers BISP as a cash grant for poor and 

needy people. The only criterion known to her was that her family is a poor one and that the cash 

grant is for the families like hers. 

 

The beneficiary did not receive any intimation letter from BISP; her son checked his mother’s 

status from the BISP Office Hari Pur. The beneficiary and her family were unaware about the 

complaint redressal mechanism of BISP, but learnt of one when her son visited the BISP 

Divisional Office Abbottabad to get information about the discrepancy. If the family avails the 

cash grant money, they will use it for the children’s education and other household needs. 

 

4. How did the Complaint/Grievance Emerge? 
 

Discrepancy with her CNIC was the complaint of the beneficiary; according to the BISP Tehsil 

Office Hari Pur some information was missing in her PSC form. 

  

Some other beneficiaries were receiving cash grant money in her locality and her son enquired 

about his mother’s cash grant money from the postman who said he had not received any in her 

name. He then checked his mother status at BISP Office Hari Pur. The staff there advised him to 

submit a complaint. BISP Officials received his application at the same office and the complaint 

was forwarded to BISP Head Quarters for further process. 

 

5. Process of the Case 
 

The complainant visited the BISP Tehsil Office Hari Pur and submitted an application along with 

a copy of the beneficiary’s CNIC on the 10
th
 November 2011. The officials at the Office received 

his complaint, entered the complaint in the complaint register, and filed the application away. 

 

The complaints summary was prepared in a monthly report and forwarded to BISP Head Quarters 

in Islamabad for further processing of the case at their end. The BISP Tehsil Office Hari Pur also 

forwarded its copy to the BISP Divisional Office Abbottabad for their information. The 

complainant is paying regular visits to the BISP Tehsil Office for getting information regarding 

his complaint. However the data correction still remains outstanding. 

 

6. Observations 
 

a. General Observation 

 

The community at large has a low understanding level regarding the requirements and process 

of the BISP cash grant. Majority of the beneficiaries are uneducated and belong to vulnerable 

groups of their communities. They cannot understand the process easily and did not know 
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about the requirements an aspect essential for the BISP cash grant. In this instance the 

beneficiary and her family did not know their PMT score or its significance. 

 

b. Observation at the beneficiary level 

 

The beneficiary is a 62 year old house wife who remains at home and cannot perform 

household functions. Her son is a daily wager who is the sole contributor to the family’s 

welfare. The family is living in an old house, has 2 rooms a kitchen and bathroom. Pure 

drinking water they are using comes from the pipeline of the municipality for which they pay 

Rs.300 per month. The complainant was very optimistic and hopeful that the cash grant 

would change the family’s fate. 

 

c. Observation at BISP/ Payment Agency level 

 

The complainant has submitted a written complaint along with a copy of the beneficiary’s 

CNIC at the BISP Tehsil Office Hari Pur, and the case has been forwarded to BISP Head 

Quarters in Islamabad for data correction at their end. The BISP prescribed format could not 

be followed in the instant case, because access to CMS has not yet been given yet to the 

Tehsil/ Divisional level. 

 

Due to a gap in communication between BISP Divisional Office Abbottabad and Head 

Quarters, the case is still pending. BISP neither pursued the case nor coordinated between 

offices regarding the complaint. Her PMT is above the cutoff point, but both the offices failed 

to point out her PMT. On the other hand the complainant is still waiting for a resolution.  

 

7. Lessons Learnt/ Conclusion 
 

 The beneficiary PMT is above the cutoff point, but BISP Tehsil Office registered her case and 

forwarded the same to the concerned quarters for redressal and complainant was still in hope 

that he might be eligible for the cash grant money. 

 The complainant did not know about the process of his case, because if he visits to BISP 

Office for getting information about the progress of his case, BISP Official cannot give him 

information as they have no coordination with Head Quarters regarding the complaint. 

 The overall impression of the complainant was negative about BISP complaint redressal 

system, as he visits but does not get a positive response from them. 

 

8. Recommendations 
 

 There should be  stronger coordination among BISP Offices which may help with better 

follow up and information regarding the case being available.  . 

 There is an urgent need to roll out the CMS and  access to CMS should be given at 

Divisional/ Tehsil level; this may result in early resolution of the complaints. 

 It should be ensured that before receiving the complaint at the office the beneficiary’s status 

has been checked.   
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Grievance Case Study Number: G-GB-01 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Bibi Hoor 

Wife of: Jameel 

Complainant, if not beneficiary herself: NA 
Address: Biarchi Gulapur p.o Punial Dist. Ghizer 
CNIC Number: 71402-3689253-2 

PSC form number: 7350744 

Date Study Conducted 1
st
 January 2012 

 

1. Case Summary 
 

Bibi Hoor belongs to a poor household, and is living in village Gulpur of Tehsil Punial, District 

Ghizer. She was surveyed during the PSC survey held in October 2010, and got selected as a 

potential beneficiary for the BISP programme; however she has not been informed by the BISP 

about her selection. 

 

The Divisional Office Gilgit found a discrepancy in her CNIC and put her name in the list of 

discrepant cases. The beneficiary wasn’t at all aware of the complaint registration process 

however taking the help of the local people she managed to visit the Divisional Office Gilgit, to 

submit a copy of her personal CNIC as at the time of survey she was registered on her husband’s 

CNIC. On 10
th
 November 2011, the Divisional Office Gilgit collected her own CNIC and 

registered her complaint.   

 

The Regional Office Gilgit received the complaints’ list from the Divisional Office Gilgit on 18
th
 

November 2011 and forwarded it to the BISP Director Beneficiaries Services, Headquarters 

Islamabad on 8
th
 February 2012, for actions.  

 

As of 1
st
 June 2012, the BISP website shows 3 money orders have been generated on her name in 

October 2011, December 2011 and March 2012 respectively, which indicates that her issue has 

been resolved by the BISP.  

 

2. Beneficiary/Complainant’s Profile/ Back ground Information 
 

Bibi Hoor, is a 60 year old illiterate woman , who lives in a remote village Biarchi, Gulpure of 

Tehsil Punial, District Ghizer. Her family consists of her husband and 7 children. Four of her 

children are studying while the remaining 3 are physically challenged and can’t go to  school. . 

Her husband is a shepherd in the village, and doesn’t have any other source of income. Bibi Hoor 

and her husband are running their house with the help of their neighbours, who often provide 

financial support to them.  

 

Her house was made of mud bricks, and comprised of only one room, which was also being used 

for the purposes of cooking. It had no  washroom and also lacked a proper sanitation and drainage 

system.    

 

Bibi Hoor’s children are studying in an NGO funded school, located 2 kms from their house. The 

main road leading to her house is completely unpaved.  There is no main market nearby, except 

two general stores that are selling basic items of daily use. A small health facility is available 35 

kms away from the village, and the villages have to spend Rs. 90 each way  to get to the BHU.  
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3. Beneficiary’s relationship with BISP 
 

After the PSC survey in October 2010, Bibi Hoor was selected as a beneficiary for the BISP cash 

grant programme, although she didn’t receive any eligibility letter from  BISP. . She was however 

given a survey acknowledgement slip by the survey team. She didn’t have a valid CNIC during 

the PSC survey; but she obtained  her own CNIC from  NADRA recently.  

 

She lodged her complaint  at the Divisional Office Gilgit by submitting a copy of her personal 

CNIC. She has very little knowledge of  the BISP eligibility criteria and complaint redressal 

mechanism.  

 

Bibi Hoor was of the opinion that the BISP programme is launched to help the poor people, and 

considering herself a deserving applicant, she wants to be a part of the cash grant programme. 

 

The beneficiary says if selected she would utilize the cash grant for fulfilling the basic needs of 

her family.  

 

4. How did the Complaint Grievance Emerge? 
 

In the absence of her own CNIC, Bibi Hoor was surveyed on her husband’s CNIC for the PSC 

survey and was given a survey acknowledgement slip. Her selection as a potential beneficiary for 

the BISP programme has never been confirmed to her by the BISP Headquarters Islamabad. 

Despite  her selection she didn’t receive any instalments from the BISP. She didn’t posses a valid 

CNIC at the time of the survey however she managed to apply for a computerized NIC from 

NADRA after the PSC survey.  

 

Due to a discrepancy in her CNIC, her name was included  in the list of discrepant cases, prepared 

by the BISP Divisional Office Gilgit, which was then supposed to be sent out to the Regional 

Office Gilgit for removing the inconsistencies.  

 

Not knowing much about the programme, Bibi Hoor was not able to register her complaint at the 

Tehsil Office Punial. With the help of the local villagers, however, she paid a visit to the 

Divisional Office Gilgit on 10
th
 November 2011 and submitted a copy of her CNIC along with her 

complaint of non-payment. The Divisional Office Gilgit entered her new CNIC number in the 

said list and forwarded it to the Regional Office Gilgit on 18
th
 November 2011 for action.  

 

5. Processing of the Case 
 

As a discrepancy was found in Bibi Hoor’s CNIC by the Divisional Office Gilgit, she was placed 

on the list of  discrepant cases which required resolution. Her neighbours assisted her in reaching  

the Divisional Office Gilgit to submit her personal CNIC as she had been surveyed on her 

husband’s CNIC.  

 

On 10
th
 November 2011, the Divisional Office Gilgit registered her complaint by taking a 

photocopy of her personal CNIC. They   updated the list of discrepant cases with Bibi Hoor’s 

personal CNIC and forwarded (DD/BISP-G-6(65)/2011/199) it to the Regional Office Gilgit on 

18
th
 November 2011 for necessary actions.  

 

The Regional Office Gilgit upon receipt from the Divisional Office Gilgit, processed the 

complaints and sent (Dir.BISP/GB-1(19)/2009/733) these to the Director Beneficiary Services 

BISP HQ, Islamabad on 8
th
 February 2012 for redressal. 
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As of 1
st
 June 2012, the BISP website shows her household as an “Eligible Household”, and her 

payments details mention three money orders generated in her name in October 2011, December 

2011 and March 2012 respectively, which indicates that her issue has been resolved by the BISP. 

 

6. Observations 
 

a. General Observations 

 

The beneficiary’s postal address was incomplete in the BISP record, which caused great 

difficulty to the field team in locating her within the village. Discussions in the community 

revealed that many  beneficiaries still don’t have valid CNICs and most remain  unaware that 

there are processes to register their grievances and complaints.  . 

 

With very low levels of awareness, there are numerous  beneficiaries who do not even know 

that they have been deemed eligible through the PSC survey, and are entitled to the cash 

transfer.   

 

In this case the beneficiary was not aware that she could register her complaint at the Tehsil 

office and was not guided by the Divisional office to do so. 

 

b. Observation at Beneficiary Level 

 

Bibi Hoor belongs to a poor household and her husband, a shepherd, doesn’t have a 

permanent source of income. She has seven children and three of them are physically 

disabled. The cash grants are extremely important for her to manage her desperate financial 

situation.  Being poor she can’t follow up  her case at the Divisional Office Gilgit because it 

costs her Rs. 70 per visit. She was entirely unaware of the details of the BISP, with no 

information on the BISP complaint registration process or selection criteria. 

 

c. Observation at BISP Partner Agency level 

 

The beneficiary was surveyed in October 2010, but to November 2011 had not received any 

instalments as she was marked as a discrepant case.  Following the lodging of her complaint 

in November 2011, action was taken by BISP and most recently  the payments detail does 

show three money orders generated in her name. It is not confirmed  whether she has received 

them.   

 

7. Lesion Learnt/Conclusion    
 

 The BISP has not been  informing the selected beneficiaries about their selection in the BISP 

cash grant programme, by letter as per the prescribed process, which has led to uncertainty 

amongst  potential beneficiaries. Being externally poor and vulnerable they see the cash 

grants as a ray of hope in their lives, and await confirmation of their selection anxiously.  

 The Divisional Office Gilgit registered her complaint in this case and the Tehsil Office Punial 

did not have access to any records related to her case.  

 Lack of conceptual understanding about the programme, misleads the community because 

they are of the view that all poor households will be automatically selected for the 

programme, and will start receiving the payments. 
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8. Recommendations 
 

 Beneficiaries with discrepancies should be informed of these at the earliest, and given clear 

guidance on the documents and actions required to resolve the discrepancy. . 

 Inter-departmental communication between BISP offices has to be improved through a well-

designed strategy. 

 People have to be educated on the BISP programme, therefore awareness raising campaigns 

with the help of the local media. 

 Beneficiaries’ should be encouraged to register complaints at the Tehsil office closest to 

them, in order to enable follow up.  . 
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Grievance Case Study Number: G-GB-02 

Nature of Case: CINC Update 

Complainant/ Beneficiary: Sajida 

Wife of: Safar Muhammad 

Complainant, if not beneficiary herself: NA 
Address: Mohall, shangote, Tehsil Danyore. District Gilgit 

CNIC Number: 71501 9265512-0 

PSC form number: 7584872 

Date Study Conducted 30
th
 November 2011 

 

1. Case Summary 
 

The beneficiary Sajida Bibi is a permanent resident of Mohalla Shangote, Tehsil Danyore of 

District Gilgit. She is a 29 year old housewife, living with her husband, 4 children  and in-laws. 

Sajida Bibi and her mother in-law  were both nominated for the BISP cash grant programme after 

the Poverty Score Card (PSC) survey held in October 2010. However, neither of them received 

any letter from the BISP confirming their eligibility for the cash grant programme. 

 

The PSC team could not enter her CNIC number at the time of survey, which later resulted in a 

CNIC discrepancy. Not knowing about the CNIC discrepancy, Sajida bibi was told by a 

neighbour that women of the area are submitting applications along with a CNIC copy to the 

BISP Tehsil office Danyore for BISP cash grants. Encouraged, she followed the same process and 

filed an application in the Tehsil office in November, 2011. 

 

According to  the BISP Tehsil office, Sajida’s case was forwarded to BISP Headquarters along 

with other cases of the area to BISP Divisional office, Gilgit at the end of November 2011.   

 

As of June 2012,the BISP website shows that Sajida’s discrepancy has been removed and she has 

started to receive cash grant instalments. As per the payments details; two money orders have 

been generated so far; one on 28
th
 October 2011 and the other on 26

th
 December 2011, both of 

these were delivered to her on 19
th
 January 2012 and March 14, 2012, respectively.. Another 

payment has been generated on March 28, 2012 but the delivery is awaited.  The case therefore 

stands resolved. 

 

2. Beneficiary/Complainant’s Profile/Background Information 
 

A resident of Tehsil Danyore, District Gilgit, Sajida Bibi is an illiterate 29 year old housewife, 

living with her husband, children, and in-laws. Her household comprises of her husband, four 

children, mother in–law and a brother in-law. Built by Sajida’s husband and in-laws with mutual 

financial contributions, her house was fully constructed with two rooms, a bathroom and a 

kitchen. The family had drinking water facility available inside the house.  

 

Sajida’s husband is a shopkeeper by profession and owns a small shop within the village. All her 

children are school going and studying in the government school of the area. The beneficiary has 

a small kitchen garden in the courtyard of her house, which ensures provision of vegetables 

throughout the year. The beneficiary seemed quite content to have this kitchen garden as she 

doesn’t need to buy vegetables from the market.  

 

The village of Sajida Bibi is not densely populated and is surrounded by agricultural lands. The 

main road leading to the beneficiary’s house is unpaved and its takes a while to get to her house 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-GB-02 
 

J40252714 

GHK Consulting Ltd. 606 

from the main road. Located 5 kms away, the village has educational and health facilities 

available in it. 

 

3. Relationship with BISP 
 

The PSC survey was held in Sajida’s area in October 2010 and as a result she and her mother in-

law were declared as  eligible beneficiaries for the cash grant programme. Neither of them had 

previously been registered under the Parliamentarian Program.  

 

Sajida showed a survey acknowledgement slip to the field team during her interview on 29
th
 

November 2011. She didn’t  receive any eligibility or discrepancy letter from the BISP 

Headquarters, Islamabad.  

 

With minimal understanding of the BISP programme, Sajida was of the view that she being poor; 

also deserves to be receiving the cash grants, as this entire BISP program is meant to financially 

assist  the poor communities of the country.   

 

4. How did the complaint/grievance emerge?  
 

The beneficiary was  unaware of the complaint registration process and was awaiting payment at 

her doorstep. She was told by a neighbor that some women of the area are submitting applications 

along with a copy of their CNIC to the BISP Tehsil office Danyore. 

 

Her husband, Safar Muhammad with the help of his neighbor prepared an application and 

submitted the same in the BISP Tehsil office. Sajida could not visit the BISP office personally 

due to cultural reasons.  

  

5. Processing of the Case 
 

The beneficiary’s husband lodged her complaint on 11
th
 November 2011 along with a copy of her 

CNIC in the BISP Tehsil office Danyore, which was forwarded to BISP Divisional office Gilgit 

on 18
th
 November 2011 for further processing. The Divisional office forwarded the case to BISP 

Regional office Gilgit on the next day. After which the Regional office sent the same case to the 

BISP headquarters for further action in the first week of December 2011. 

 

Following an interview with the beneficiary, the TPE team visited the Tehsil office for further 

investigation, where it was found that they have forwarded the case to the Divisional office. Her 

name was also found in the list of beneficiaries with discrepancies, which was sent to higher 

office for resolution. 

 

In the BISP Tehsil office, a Complaint Assistant was present who provided a copy of the letter 

related to Sajida Bibi vide letter # AD-DAN/GLT-1(15)2011/12 dated 18
th
 November 2011. He 

was of the view that all  cases are forwarded to Divisional office for further action.  

 

As of June 2012, however, the BISP website shows that Sajida’s discrepancy has been removed 

and she has started to receive cash grant instalments. As per the payments details, two money 

orders have been generated so far; first on 28
th
 October 2011 and the second on 26

th
 December 

2011, both of these were delivered to her on 19
th
 January 2012 and March 14, 2012, respectively. 

Another payment has been generated on March 28, 2012 but delivery is awaited. 
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6. Observations  
 

a. General Observations 

 

The filing system at the Tehsil Office Danyore seemed disorganised and cluttered; the list of 

discrepant cases developed at the Tehsil Office Danyoure misplaced Sajida’s case as a result.  

Gaps in inter-departmental/office  communication in BISP created some issues for the 

beneficiary in this case. Sajida Bibi despite  her selection for the cash grant programme, 

wasn’t formally informed by the BISP staff, and she could not follow her case with the Tehsil 

Office Danyore.  

 

The local community of the village wasn’t very satisfied by the Benazir income Support 

Programme (BISP) role and the performance of the local offices. To speed up the complaint 

process, local people try to involve  political leaders to influence the BISP staff.   

 

b. Observations at the beneficiary level 

 

Sajida Bibi comes from a poor rural family, and hardly knew anything about the BISP cash 

grant programme. Sajida’s entire family depends on her husband’s income, and their living 

standards were found to be  low.   As she had not been informed of her inclusion in the 

programme, she was not able to take steps to address any gaps in her information to allow the 

cash transfer to commence.   Importantly, she was also not informed about how to lodge a 

complaint, only following the example of her neighbours and their guidance on the matter. 

  

 

c. BISP/ Partner Agency Response 

 

Despite  several visits to the Tehsil Office Danyore, the Assistant Complaint Officer couldn’t 

be met; however a telephonic interview was arranged by the field team. The Assistant 

Complaint Officer seemed ill informed about the discrepant cases of Tehsil Danyore. 

 

It was also observed that the list that comes to the Tehsil Office from the Divisional Office is 

usually unorganized, the Divisional Office tries to arrange the data but essential information 

such as “type of discrepancy, names, addresses and CNIC numbers” are either incorrect or 

completely missing.  

 

7. Lessons learnt/Conclusion 
 

 The local  BISP staff in this instance maintained little contact with  the selected beneficiaries 

causing problems not only for the beneficiary but also for the BISP staff in addressing issues 

as well..  

  

 Lack of awareness  at the beneficiaries’ level is one of the biggest contributing factors to the 

problems seen here where the beneficiary is selected but being uninformed about this, she 

can’t follow up the case  in a timely manner.  

 

8. Recommendations 
 

 An improved interaction between the beneficiaries and the local BISP team would improve 

matters considerably, so that the people don’t feel a need to involve the political leaders.  

 Awareness raising campaigns are critical for the successful implementation of the 

programme, local media should be involved in the process.  
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 Case Management System (CMS) must be installed at all levels by the BISP, there is no other 

way to keep a track of the complaints, and the BISP staff should be trained enough handle this 

software. 

 An inter-departmental communication strategy needs to be developed and implemented; this 

will ensure that matters do not lie pending in one office with little action being taken 
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Grievance Case Study Number: G-GB-03 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Shamina Bibi 

Wife of: Rasheed 

Complainant, if not beneficiary herself: Rehman (Uncle) 
Address: Village Silpi Bala, P.O Gulodus Tehsil Punial, District 

Ghizer 

CNIC Number: 7140405682096 

PSC form number: 7380602 

Date Study Conducted 16
th
 February 2012 

 

1. Summary of the Case Study: 
 

 Shamina is an uneducated 30 year old housewife, living in village Silpi Bala Gulodus Tehsil 

Punial of District Ghizer . The BISP confirmed her selection for the cash grant programme, one 

year after the Poverty Score Card (PSC) survey, which was conducted in October 2010. The 

beneficiary was not receiving cash grants under the parliamentarian programme.  

 

The beneficiary is waiting for her payments to be released by the BISP, which are pending due to 

a discrepancy in her CNIC. Shamina didn’t possess a valid CNIC at the time of PSC survey. 

 

She applied for a CNIC and got one after the survey, a photocopy of which was submitted to the 

BISP Tehsil office for rectification purposes by her uncle in August 2011. Although the Tehsil 

office did collect the copy of the CNIC  the complaint registration process was not observed 

satisfactorily. A list of discrepant cases was being developed at the Tehsil office, supposedly to be 

forwarded to the Divisional Director Gilgit, for further action. 

 

The Complaint Assistant received all the information regarding the cases with discrepancies, after 

the Divisional office Gilgit compiled it. During the interview with the Complaint Assistant on 2
nd

 

February 2012, it turned out that the cases are still being processed. When further checked in June 

2012, Shamina’s particulars have been updated on the BISP website with her valid CNIC number 

incorporated but she is not declared as a beneficiary. the BISP website is however showing three 

other household members as eligible beneficiaries.   

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

The beneficiary  Shamina is an illiterate 30 year old woman; residing in a small village called 

Silpi Bala, Gulodus of Tehsil Punial, District Ghizer. She has recently gotten married and lives in 

a joint family system; where her uncle Mr. Rehman heads the family. There are three other 

beneficiaries surveyed and registered under the same household head and these are declared as  

“Eligible” but the household is still marked as an “Eligible household with discrepancy”. 

 

Shamina’s house has no solid structure; half of the portion is mud made with two rooms, a kitchen 

and one bath room. There is no proper water, sanitation and drainage system in the house ; 

therefore all water related requirements are being fulfilled through the water channel, which 

serves for the purposes of irrigation in the village.   

 

With a salary of Rs. 5,000 per month, below the minimum wage, Shamina’s husband serves as a 

Qari (religious teacher) in the local Madrassa; and is the only bread winner for the family. The 

family doesn’t own any agricultural land in the village; hence it has to count on the small kitchen 
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garden for basic vegetables; this is located within the house premises. A government school along 

with a BHU is located near the beneficiary’s house. 

 

Like all other rural settings;  roads are mainly unpaved. Other than four general stores, there is no 

proper market close to Shamina’s house. The main market is 40 kms away from the village, and it 

costs Rs. 50 to get there. 

 

3. Beneficiary’s Relationship with BISP: 
 

Shamina was never selected for the Parliamentarian programme, but through  the Poverty 

Scorecard (PSC) survey which was conducted in her area in October 2010. Shamina was issued a 

survey acknowledgement slip. Her household has been registered through her uncle Mr. 

Rehman’s CNIC, as she didn’t have a valid CNIC at the time of the survey. Taking into account 

the significance of the CNIC, Shamina’s uncle made her apply for the CNIC and she has since 

gotten one from NADRA.  

 

The beneficiary doesn’t bring much understanding about the BISP cash grant programme, she was 

not aware of the BISP complaint redressal mechanism either. She wanted to support her husband 

with her cash grant. 

 

4. How did the complaint/grievance emerge? 
 

At the time of the PSC survey in October 2010, Shamina’s household was entered on her uncle’s 

CNIC, due to her CNIC was not available. She got a valid CNIC from NADRA after the PSC 

survey.. Shamina’s uncle was somewhat aware about the BISP complaint system, as he was 

informed by a relative. He paid a visit to the Tehsil office to submit Shamina’s valid CNIC and 

requested rectification in the records.  

 

As per the Tehsil office, a list of discrepant cases has been developed and forwarded to the 

Divisional office Gilgit. During the interview the Assistant Complaint Officer informed the TPE 

team that cases with discrepancies are compiled at the Divisional office Gilgit, to be further 

forwarded to the Director Beneficiary services in BISP Islamabad.  

 

5. Processing of the Case: (Case history) 
 

In October 2011, a photocopy of Shamina’s valid CNIC was submitted to the Tehsil office Punial, 

by her uncle. The copy of her new  CNIC was collected by the Tehsil office, without following a 

proper complaint registration process. The Assistant Director (AD) at the Tehsil office included it 

in the list of discrepant CNICs of the area; however neither a tracking number nor any receipt of 

complaint was issued by the AD.  

 

A list of discrepancies in CNIC’s containing beneficiaries’ CNIC numbers, current status on the 

BISP website and the PSC survey form numbers was developed at the Tehsil office level. The 

Tehsil office keeps on collecting complaints from different areas and sends them at one time  to 

the divisional office for rectification, which is why most of the cases are pending and the 

beneficiaries have no other option but to wait.  

  

The Assistant Director (AD) Tehsil office Punial forwarded the list (Ref No. 217- AD-

PUN/GZR/2011) to the Deputy Divisional Director Gilgit on 29
th
 November 2011. Following the 

process they had been advised to by Headquarters, the Divisional Director Gilgit forwarded the 

list to BISP Headquarters for further processing. 
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As of June 2012, Shamina’s particulars have been updated on the BISP website with her valid 

CNIC number incorporated but she is not declared as a beneficiary. Her household is still stated 

as “eligible household with discrepancy”; however; she has not been declared as an eligible 

beneficiary and no payments are generated against her name.  

6. Observations: 
 

a. General Observations: 

 

The Case Management System in the BISP Tehsil Office, Punial has not been instituted as 

yet.  In its absence a structured complaint registration process has not been put in place in the 

interim. 

 

With limited knowledge about the BISP cash Grant programme; the community feels that the 

programme is designed to cater to the poor people across the country, thus they deserve to 

receive the cash grants. There wasn’t any mention of the local influential community 

members and politicians by the community during the discussion, indicating that the program 

is viewed as separate from these spheres of influence 

 

b. Observations at the beneficiary level 

 

Belonging to a poor rural family, Shamina barely knew any details about the BISP Cash grant 

programme. She couldn’t visit the BISP Tehsil Office Punial due to restricted female mobility 

in the area. Her uncle, Mr. Rehman  followed up her case once at the Tehsil office, which 

didn’t cost him any money as he walked to the BISP office.  

 

Although Shamina’s details have been updated at the BISP website, she is still not declared as 

an eligible beneficiary, which is a matter of extreme concern for her and her family.  

 

c. Observations at BISP/Partner agency level 

 

In this case, it was observed that the BISP divisional office Gilgit takes proactive action and 

forwards discrepancy related cases to the Tehsil office concern for information.  However, 

there are blockages in the system, as there is no clear guidance on the processing of these 

cases. Resultantly, the cases are held up and processed in batches causing delays. 

 

The Assistant Complaint informed the TPE field team that all the discrepancies get compiled 

at the Divisional Office Gilgit to be sent to the Regional office Gilgit for further processing.  

The Regional Office Gilgit then passes it on to the Director Beneficiaries Services, BISP 

Islamabad for rectification. 

 

7. Lessons learnt/Conclusion 
 

 In this case, it was observed that the complaints were not registered according to the 

prescribed BISP procedures. 

 Limited interaction between selected beneficiaries and the BISP staff was found and frontline 

staff needs to interact more proactively within the community and with the complainants. 

 Almost the entire community, particularly the selected beneficiaries, were found to be poorly 

informed about the details of the BISP programme. 

 The BISP website shows updated details of Shamina but she had not received cash grant 

instalments at the time of this study.  
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8. Recommendations 
 

 A better relationship between the beneficiaries and the BISP offices is needed. 

 To increase the outreach of the BSIP programme, awareness raising campaigns should be 

initiated through local media and other means of communication.  

 Fast paced complaint redressal needs to be introduced at the Tehsil offices. 

 The complainants should be informed about status of the case or result of the complaint so 

that they do not repeatedly visit BISP offices. 
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Grievance Case Study Number: G-GB-04 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: Haseena Bano 

Wife of: Arman Ali 

Complainant, if not beneficiary herself: N/A 
Address: Mohalla SakarKui, PO. Danyore, District Gilgit 

CNIC Number: 71501-7173842-0 

PSC form number: 7584824 

Date Study Conducted 25
th
 December 2011 

 

1. Summary of the Case 
 

This is a case study relating to the effectiveness of the BISP internal redressal mechanism and 

how it works to the benefit of the underprivileged in Gilgit-Baltistan.  Haseena Bano of Danyore 

in Gilgit District was selected as a beneficiary in the second phase of the cash grant scheme. The 

Poverty Score Card (PSC) survey was conducted in her area in October 2010. However, due to an 

error in her CNIC, she could not become an active recipient of her entitlements until she filed a 

complaint in the BISP Divisional Office, Gilgit. 

 

She was completely oblivious to any error in the CNIC until she was told by a neighbour to 

submit her CNIC to the BISP Tehsil office. Without visiting the BISP Tehsil or divisional office, 

she submitted an application through the local Post Office to the BISP Regional office. On the 

basis of complaints received in the BISP Divisional office, a list of discrepant beneficiaries is 

forwarded to the BISP headquarters for resolution. 

 

This list was forwarded to the Regional Office, Gilgit in November 2011 for action and further to 

the BISP headquarters for removing the discrepancies of each individual case. 

 

Now the discrepancy has been removed and the recipient has started to receive her money orders, 

as her first money order was delivered to her on 24
th
 January 2012 and second on 16 April 2012. 

Another payment was generated on March 28, 2012 but delivery is not ensured yet. 

 

2. Beneficiary’s Complaint’s Profile Background information 
 

The beneficiary Haseena Bano, wife of Arman Ali, is 40 years old and lives in a small isolated 

Mohalla, SakarKui near the Village of Danyore, District Gilgit with her 3 boys and 3 girls and in 

laws. She has never received any formal education and is fully employed in the running of the 

household. 

 

In addition to her immediate family, she also lives with her husbands’ mother and brother. The 

house in which she lives is owned by her husband and is situated on 20 Marlas of land. The 

structure itself is part katcha part pacca and consists of two rooms with an attached bathroom 

which has a proper sanitary facility included. 

 

The house does not have piped water and they collect water from the nearby stream which serves 

for human and agricultural needs. There is no proper drainage available in the house. 

 

Her husband is working as an unskilled labor in the area and earns approximately Rs. 6000 per 

month. There is a small kitchen garden in the house from which they produce seasonal vegetables 

such as onion, carrots, cucumber and Tomato for their own personal use. 
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The 4 children are all receiving formal education at the NGO funded local primary school in the 

small town of Danyore, approximately at 10 minutes walk from the house. The nearest health 

facility to the home is 30 minutes walk away  and this is where the family goes whenever a health 

issue arises. The health facility is funded by a Karachi based philanthropist and is a fully equipped 

50 bed hospital providing clinical and diagnostic facilities. 

 

The house is situated in the middle of agricultural land and there is no proper access apart from a 

small track across this agricultural land from the main road 100 meters away. There are a few 

other houses in close proximity to it. The main large market of the area is in Danyore although 

close to the house there are a few general stores selling basic commodities. Danyore is the closest 

major settlement and is a distance of 3 miles from the house which takes 30 minutes to walk. 

 

3. Beneficiary Relationship with BISP 
 

 Haseena Bano was not selected under the parliamentarians’ scheme. The PSC survey in her area 

was conducted by RSPN one year ago around in October 2010. The survey was conducted in 

accordance to the process and she was issued an acknowledgment survey slip by the team. 

However, during the interview with her she was unable to produce the acknowledgment slip as 

she had lost it. She also claimed that she had never received any eligibility or discrepancy letter 

from the BISP. She was holding her valid CNIC during the interview. 

 

Up until the PSC survey, she was unfamiliar about the BISP cash grant programme and also was 

completely unaware of any complaint redressal mechanism. She informed the TPE team that if 

she was to be selected as a beneficiary, she would she would utilize the cash grant for acquiring 

daily necessities such as basic food stuff and other food items. 

 

4. How did the Complaint Emerge? 
 

Haseena told the TPE team that after learning from a neighbour that she must inquire about 

eligibility under cash grant programme, she prepared an application through his help and got it 

posted to the BISP Divisional office Gilgit. Though she did not have details of the Post office 

complaint, she said it was posted in October 2011. The case emerged when the Divisional BISP 

office in Gilgit produced a list of beneficiaries who had discrepancies in their CNIC. This list was 

developed after they receive complaints through different sources, i.e. walk in complainants and 

complaints received through the Post office.  

 

The BISP officials cross checked the BISP website to determine the PMT of beneficiaries in the 

region. The list was forwarded to the Regional office in Gilgit for further action. It was not 

apparent from the list what the nature of Haseena’s discrepancy was.  

 

5. Processing of the Case 
 

The case was first processed on the 18
th
 November 2011, when the Divisional Director sent a 

letter (No.DD/BISP-G-6(65)/2011) to the Regional Director Gilgit-Baltistan with a list of eligible 

beneficiaries with CNIC discrepancies. The instruction contained in this letter was to take 

appropriate action to remove the discrepancies so that the financial grant to these eligible 

beneficiaries may be released. 

 

At the time of writing the discrepancy had since been removed and the recipient has started to 

receive her money orders, as her first money order was delivered to her on 24
th
 January 2012 and 

second on 16 April 2012. Another payment was generated on March 28, 2012 but delivery is not 

confirmed yet. .  
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6. Observation 
 

a. General Observation 

 

Haseena Bano was unaware about her eligibility in the cash grant Programme. She didn’t 

register any complaint in BISP by visiting the office but submitted her application to enquire 

about eligibility through the Post office. At the time when the interview was held with the 

TPE team, she was not satisfied with the BISP because she had the impression that the cash 

grant programme is for every poor person in the country and feeling she had not been 

selected, she had concluded the selection process was not transparent. She was expecting that 

perhaps her issue may be resolved and she may be deemed eligible in the future, receiving the 

money she deserved. . 

 

b. Observation at Beneficiary level 

 

 Haseena Bano considers herself poor and deserving s of the cash grant, but is unaware of the 

fact that she has already been declared as an eligible beneficiary in the cash grant scheme. She 

didn’t file a complaint in the Tehsil office because she never received any eligibility or 

discrepancy letter from BISP.  However, once informed by neighbours that this was possible, 

she did eventually file a complaint with their help, to the Divisional office. 

 

She highlighted that all poor in the village are receiving MOs except her. She thinks that 

distribution of the cash grant is not transparent. She was not aware of any instances where  

influential persons and politicians could help with  beneficiary selection, payments or 

complaint redressal. 

 

c. Observation at BISP partner Agency level 

 

There was no complaint by the eligible candidates in the Tehsil office Danyore, though she 

did write to the Divisional office. Her name was included in the discrepancy list in the 

Divisional office. Divisional office processed the complaint and developed a list of 

beneficiaries with discrepancy which was forwarded to the Regional office Gilgit for further 

action.  

 

7. Lesson Learned / Conclusion 
 

 It It was found that many of the eligible beneficiaries are not informed regarding their status 

in the cash grant program, due to which they have often failed to or been considerably 

delayed in registering a complaint.   Discrepancy lists prepared in the Divisional office Gilgit 

are then forwarded to the Regional office Gilgit for action, which is why there were delays in 

the process of resolving the issue and delivering MOs to eligible receiver women. 

 At the Tehsil level, eligible candidates do not have a strong understanding regarding the 

complaint processes which could be used, and most are not aware of the presence of the 

Tehsil office and its role.   The BISP staff is also not provided with any vehicle, resultantly 

they were unable to reach eligible candidates in these mountainous and difficult areas. 

 

8. Recommendation 
 

 Divisional Office Gilgit should send CNIC discrepancy and beneficiary letters, and Tehsil 

office should increase their interaction with the beneficiaries in the Tehsil. 

 Tehsil office should arrange meetings with the beneficiaries for better understanding of the 

BISP programme among the community in the area. 
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 All the lists related to discrepancy and eligibility should be displayed in the Tehsil office, so 

that the beneficiaries could check their status and act accordingly. 

 Local media should be involved for the dissemination of information in the Tehsil in which 

religious leaders and local notables can also play a very important role 
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Grievance Case Study Number: G-GB-05 

Nature of Case: Duplicate Household 

Complainant/ Beneficiary: Nahida Begum 

Daughter of: Doulat Shah 

Complainant, if not beneficiary herself: NA 

Address: Mohalla Desigram P.O Sikandarabad District 

Hunza/Nagar 

CNIC Number: 71503-2662884-4 

PSC form number: 7364066 

Date Study Conducted 12
th
 January 2012 

 

1. Case Summary 
 

Nahida Begum, 41, a resident of Dasigram of Tehsil Sikandarabad, District Hunza/Nagar, is a 

physically challenged woman who is  permanently blind. She was completely unaware of her 

selection for the BISP cash grant programme, as she never received any formal letter from the 

BISP Headquarters, stating her eligibility or any discrepancy in relation to this, for the program. 

The Poverty Score Card (PSC) survey was held in September 2011. The BISP website showed her 

status as “Eligible household with discrepancy”. It also reflects that her name is surveyed at two 

different households at two different places. 

 

Nahida Begum got to know about her selection and  the discrepancy only when the team 

interviewed her. None of the household members was familiar with the BISP’s complaint 

registration process.  

 

Following her interview on the very same day, Nahida’s brother visited the Tehsil Office 

Sikandarabad with a photocopy of her CNIC to inquire about the cash grants. The Assistant 

Director (AD), Tehsil office collected Nahida’s CNIC from her brother and stated that this needed 

to be sent to the BISP Divisional office, Gilgit. However the AD indicated that he was supposed 

to take it along with him, whenever his visit would be planned for Gilgit.  

 

The current status on the website still shows the discrepancy as “Duplicate Household” and the 

grievance is yet to be resolved by the BISP.  

 

2. Beneficiary/Complainant’s Profile/Background Information 
 

Nahida Begum D/o Doulat Shah is a 41 year old woman, living in a remote Mohallah Dasigram 

of Tehsil Sikandarabad, District Hunza/Nagar. She couldn’t acquire any formal education due to 

her permanent blindness. Her household consisted of 8 members including one male, three 

females and four children. A local wagon driver by profession, Nahida’s brother was the only 

earning hand for the family; with a minimum monthly income of Rs. 8,000.  

 

With no proper drainage and sanitation facilities, the house had two rooms, one kitchen and a 

bathroom. The drinking water used to be brought from the closely located water supply tap. There 

was a small kitchen garden inside the house, to fulfil basic requirements of vegetables for the 

house.  

 

The village also has a basic health unit (BHU) and a government school, situated at 10 minutes’ 

walk from Nahida’s house. It doesn’t have a proper market, but a few general stores are present. 

The main road leading to the village is unpaved, and largely  houses were found to be made of 

stones with solid structure. 
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3. Beneficiary’s Relationship with BISP  
 

The PSC survey was conducted in Nahida Begum’s area in September 2011 and she was later 

declared as an eligible beneficiary for the cash grant programme. Nahida was never registered 

under the Parliamentarian Programme. At the time of the survey, she possessed a valid CNIC, 

which was the initial requirement of the PSC survey.  

 

Nahida didn’t receive any letter from the BISP Headquarters, confirming her as an eligible 

beneficiary for the cash grant and letting her know that there were  some discrepancies. However, 

she showed an acknowledgement slip to the interview team, which was issued to her during the 

PSC survey.   

 

Nahida wasn’t really knowledgeable about the BISP, except that this is Benazir Bhutto’s fund and 

being utilized for the poor of the village. She hardly knew anything regarding complaint 

registration or the redressal mechanism. She desperately wanted to financially support her brother 

through this cash grant, as she was blind and couldn’t contribute otherwise.  

 

4. How did the Complaint/Grievance Emerge? 
 

The case emerged when the divisional office Gilgit provided a “list of discrepancies” to the field 

team, which showed Nahida’s household entered with two different households. However the 

beneficiary Nahida herself wasn’t aware of this error.  

 

The field team further found out from the BISP website that another beneficiary called Ms. 

Meherbanu (Form No. 7364071, PMT 24.83) has also been registered with the same postal 

address as Nahida’s, and she is not even listed in Nahida’s family roster. The Proxy (PMT) scores 

meantime for both Meherbanu and Nahida are also different. The BISP tracking system considers 

Meherbanu as an “ineligible household with discrepancy”, while Nahida’s status in this household 

appears as a family member in the roster. She hasn’t received any letter from the BISP though. 

The system also doesn’t provide any payment details on either of the beneficiaries. In the other 

household, Nahida’s is declared as a household head and Nosheen as an eligible beneficiary but 

with discrepancy. 

 

Initially, there wasn’t any complaint/grievance from the beneficiary Nahida Begum; as she hasn’t 

been formally informed by the BISP about her selection for the cash grant programme and the 

discrepancy. Nahida’s brother after being informed by the interview team; personally visited the 

Tehsil office with Nahida’s CNIC to check the case status. He couldn’t obtain any substantial 

information except that Nahida’s CNIC will be forwarded to the divisional office Gilgit for 

rectification.  

 

5. Processing of the Case 
 

In this case the beneficiary (Nahida Begum) being uninformed concerning her selection for the 

programme and other relevant details, couldn’t follow any proper complaint registration process. 

Despite her brother’s visit to the Tehsil office on 8
th
 December 2011; nothing significant came out 

on her case, due to the unavailability of the relevant authority to rectify the error at the Tehsil 

office. 

 

Nahida’s CNIC got collected by the Assistant Director, Tehsil Office; from her brother, and was 

to be sent to the divisional office Gilgit for rectification purposes. 
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On 18
th
 November 2011, the Divisional Office Gilgit forwarded all the discrepant cases to the 

Regional Office. These cases didn’t include Nahida’s case. The list of “cases with discrepancies” 

shared with the field team by the divisional office Gilgit was exclusive of Nahida’s name. The 

reason that could be ascertained was that  her case was neglected and forgotten, as the Assistant 

Director (AD) at the Tehsil office was supposed to take her CNIC to Gilgit in his next visit, 

whenever this took place. 

 

The other reason for the delay in Nahida’s case processing is that the BISP tracking system 

showed Nahida as surveyed or registered in another beneficiary’s household called Ms. 

Meherbanu, who as per the BISP website is an ineligible household with discrepancy. Mehrbano 

has also been registered with the same postal address.  

 

6. Observations 

 
a. General Observation  

 

This case  demonstrates poor communication and follow up at the BISP level.   It has left the 

beneficiary in peculiar circumstances, with no clear direction on what actions could be taken 

by the beneficiary to follow up the issue.   Nahida Begum despite her selection for the cash 

grant program, wasn’t formally informed by the BISP staff, even given the serious nature of 

the discrepancy, which would take time and effort to resolve, and for which action needed to 

be taken. It was only at the time of her interview by the field team, that the beneficiary and 

her family came to know about their household being qualified for the grant programme.  

 

The local community of the village didn’t seem content with the Benazir income Support 

Programme’s (BISP) performance. They were of the view that the programme doesn’t really 

benefit the truly needy people; but those who have connections with ‘influentials’ can have 

access to the cash grants. They also feel that the BISP staff maintains minimal interaction at 

the community level. 

 

b. Observation at the Beneficiary Level 

 

Fully dependent on her brother the beneficiary Nahida Begum was a 41 year old blind 

woman. She didn’t have any knowledge about the BISP except that it financially supports 

poor people. Nahida lives in a relatively poor locality, with an unpaved roadway. The 

complaint registration mechanism was something completely new to her, however with a little 

briefing by the field team, her brother followed up her issue by visiting the Tehsil office. 

Local transportation is one of issues in the village; therefore Nahida’s brother actually walked 

to the Tehsil office  to lodge an application for his sister.  

 

c. Observation at BISP /Partner Agency Level 

 

In this particular case, there wasn’t any payment agency involved; the BISP website doesn’t 

show any payment records as payments were not generated. Due to the communication gap 

between the beneficiary and the BISP, Nahida Begum wasn’t aware of her selection for the 

grants programme. She is also not informed about any progress on her case after the 

complaint was filed. 
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7. Conclusion 
 

 Naheeda Begum was never communicated  the discrepancy in her case, until the TPE team 

visited her. The BISP Tehsil office was also not aware of the procedure to resolve the case, 

except to forward it to the higher BISP office. 

 She has not been able to follow up her case because of being physically challenged, while her 

brother also could not follow through because of poverty and demands on his time. 

 

8. Recommendations 
 

 There is a need to ensure delivery of eligibility and discrepancy letters and other relevant 

information about the process to the beneficiaries, well in time. This will enable beneficiaries 

in informing them of their status and any actions required to resolve issues. The BISP staff 

should be trained enough to deal with the complaint registration mechanism. In particular, 

local staff needs training on different types of complaints and how these can be addressed. 

 BISP Tehsil offices should maintain some contact with the selected beneficiaries at their 

present addresses. They should also display the complaint registration mechanism on the 

notice boards of the partner agencies and in public places as well. 

 Local media should be engaged to create awareness in the local community regarding the 

programme and complaint mechanisms. 

 There is serious  need for communication between the BISP Tehsil Office staff and local 

communities to inform potential beneficiaries of discrepancies. To avoid delayed payments 

and other confusion, letters confirming beneficiaries’ eligibility for the cash grant programme 

should be disseminated on an urgent basis.  

 Awareness Raising Campaigns, covering all aspects of the programme in local languages 

should be initiated through the media partners. Since Nahida, a beneficiary who was both 

impoverished and physically challenged was unaware of her selection in the programme she 

couldn’t follow up on her case at the Tehsil office, and was deprived of potential support for 

an extended period. 
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Grievance Case Study Number: G-GB-06 

Nature of Case: Duplicate Household 

Complainant/ Beneficiary: Kulsoom 

Wife of: Noor Muhmmad 

Complainant, if not beneficiary herself: NA 
Address: Mohalla Ralimabad, mohammad Gilgit Danyore, 

District, Gilgit  

CNIC Number: 7120124053890 

PSC form number: 7584858 

Date Study Conducted 8
th
 December 2011 

 

1. Case Summary  
 

Kulsoom is a  housewife, living with her husband and family in a remote village of Tehsil 

Danyore. The beneficiary was initially based in Valley Astore, and recently moved to the Tehsil 

Danyore. Kulsoom was a recipient of the parliamentarian program and has received Rs. 15,000 

uptil January 2010, while living in Astore. Later, they moved to Tehsil Danyore, where in 

October 2010 the Poverty Score Card (PSC) team surveyed her household for the BISP cash grant 

programme. The family was also surveyed at their native village in Tehsil Astore which resulted 

in a discrepancy as a “Duplicate Household”. Her grants from the parliamentarian program were 

stopped right after October 2010.  

 

Kulsoom has never registered any complaint against the non-payment, as she was not aware of the 

complaint registration process and her selection for the BISP programme was even doubtful for 

her.  

 

The Divisional Office Gilgit, found the discrepancy in her case because her husband’s CNIC was 

used twice to register Kulsoom and her sister Rubina at two different places. The Divisional 

Office Gilgit forwarded a list of discrepant cases to the Regional Office Gilgit on 18
th
 November 

2011 for rectification. Kulsoom’s case is stuck within the BISP offices and therefore actions are 

still awaited.  

 

During the interview with the TPE field team on 29
th
 November 2011, the beneficiary had a 

computerized CNIC from NADRA, which she had applied for  after the PSC survey. 

 

As of 1
st
 June 2012 the BISP website shows her status as “Eligible household with discrepancy”, 

however it declares Kulsoom herself as “Not a potential beneficiary”. 

 

2. Beneficiary/Complainant’s Profile/Background Information  
 

Kulsoom is an illiterate 50 year old housewife, living in a remote village Rehimabad of Tehsil 

Danyore, District Gilgit. Her household comprises of 13 family members; which includes 

Kulsoom’s husband, 9 children, and her two younger sisters. Her children are all studying in the 

government schools of the area located 2 kms from their house.  

 

The area of her house covers 10 marlas, and this is  partially constructed with two rooms, kitchen 

and a bath room. The house had neither  an electricity connection nor  a proper system for clean 

drinking water and sanitation.  
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Kulsoom‘s household fully depends on the monthly incomes of her husband and eldest son, who 

are working as daily-wage labors within the area. Since her family has recently migrated from 

valley Astore  they don’t yet have a kitchen garden that could provide them with some vegetables.  

 

Kulsoom’s house is located in a recently developed area, which is quite far away from the main 

road. The postal addresses are unfamiliar to the local residents; therefore it was difficult for the 

team to locate Kulsoom’s address. The main road of the village is unpaved. The main market and 

health facilities are available at a distance from the village.   

 

3. Beneficiary’s Relationship with BISP 
 

Kuls oom was selected for the parliamentarian program and regularly received grants uptil 

January 2010. Following  her registration for the Poverty Score Card (PSC) survey held in 

October 2010, she didn’t receive any further installments from the parliamentarian program.. In 

one household registered under her husband’s CNIC, Kulsoom’s sister Rubina has been declared 

as a potential beneficiary but with discrepancy.  

 

The BISP website declares Kulsoom’s household as an “Eligible household with discrepancy”, 

however Kulsoom has been mentioned as “Not potential beneficiary” on the website.  

 

The TPE team interviewed her on 29
th
 November 2011. She had  a  computerized CNIC, and a 

survey acknowledgement slip has also been showed to the field team.  

 

Though she didn’t have a strong understanding about the program, Kulsoom thinks that the cash 

grant programme is meant to support each and every poor person of the country. Therefore she 

being poor and vulnerable deserves to be part of the program. Her knowledge about the complaint 

registration process was minimal. She plans to utilize the BISP cash grant for the better education 

of her children.  

 

4. How did the Complaint / Grievance Emerge? 
 

Kulsoom initially lived in Astore valley and was selected as a beneficiary for the parliamentarian 

programme in 2009. She didn’t possess a valid CNIC at the time of survey. Her sister Rubina has 

also been registered as part of Kulsoom’s household .   

 

Uptil January 2010, Kulsoom had been receiving her MOs under the parliamentarian program in 

Astore, where she surveyed under the PSC survey phase. Later, when they moved from Astore to 

District Gilgit Tehsil Danyore, the PSC survey team surveyed her again in October 2010, and she 

stopped receiving her payments through the parliamentarian program thereafter. The BISP 

website shows her household as an “eligible household with discrepancy”, because the household 

has been surveyed twice. Furthermore, Kulsoom has been placed under the category of “Not a 

Potential Beneficiary”.  

 

The beneficiary didn’t register any complaint at the Tehsil Office Danyore because she hardly 

knew anything about the complaint registration process and secondly her selection for the BISP 

program was not clear to her.  

 

The grievance emerged when the beneficiary’s name appeared in the list of discrepant cases as a 

Duplicate Household at the Divisional Office Gilgit, which was sent  to the Regional Office Gilgit 

on 18
th
 November 2011 for rectification. 
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5. Processing of the Case 
 

The beneficiary has not registered any complaint at the BISP Tehsil Office, Danyore, as she was 

not sure about her selection for the BISP cash grant program. Her case  highlights how 

discrepancy identification processes can take place in the BISP system, irrespective of a grievance 

being registered  However, in her case the BISP offices seemed unable to resolve the issue/  

 

At the Divisional Office level it was found  that Kulsoom’s name was listed amongst the 

discrepant cases and a list was sent to Regional Office Gilgit on 18
th
 November 2011 for the 

purposes of rectification.  

 

However, currently Kulsoom is neither receiving her payments from the parliamentarian program 

and nor has she qualified for the BISP cash grant program due to the discrepancy. As per the 

latest status of Kulsoom’s case on the BISP website, it is indicated that her name is still not 

removed from the list of discrepant cases.   

 

The field staff tried to obtain  information pertaining to the case from the Tehsil Office Danyore 

but staff was not available in the office. However the team managed to eventually meet the 

Assistant Complaint Officer on 29
th
 November 2011.  However, he had little knowledge of any of 

the cases  being registered at the Tehsil Office Danyore. 

 

6. Observation 
 

a. General Observation  

 

Kulsoom’s case highlight procedural flaws in the BISP system, two different beneficiaries at 

two different places were registered on one CNIC i.e. Kulsoom’s husband. In both cases, the 

household is declared as an eligible household with discrepancy.  However, despite having 

identified the issue, the staff did not seem clear or equipped on how to address it.  

 

The local community doesn’t have a strong understanding about the BISP program. Kulsoom 

was completely unaware of the complaint registration process and therefore didn’t file any 

complaint at the Tehsil Office, Danyore.  

 

b. Observation at the Beneficiary Level 

 

Kulsum  lives with her family in a remote village of Tehsil Danyore. Her family has recently  

migrated from the Valley Astore, where her husband and son are both  working as  daily-

wage labor in the area. The grants she received under the parliamentarian program helped her 

family considerably  in managing their straitened financial circumstances..  

 

She was completely ignorant of the complaint registration process, and couldn’t register her 

complaint at the Tehsil Office Danyore against non-payment. The general perception about 

the BISP progarm among the community was that, it is the government’s initiative to cater to 

the basic needs of the poor people of the country. Political influence was not found to be 

considered an issue or channel  in this area.  

 

c. Observation at BISP / Partner Agency Level  

 

The website puts Kulsoom under the category of a Duplicate Household along with “Not a 

potential beneficiary” The BISP Divisional office has sent the case to the Regional office for 
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removal of of one of the two households registered under the husband’s CNIC from the BISP 

records but no development has made in this connection. 

 

7. Lessons Learnt/ Conclusion 
 

 Complaint redressal at the BISP end is extremely slow, especially in the case of Duplicate 

Households.  

 Communication gaps between the respective BISP offices are one  contributing factor to the 

delayed response to the beneficiaries.  

 Limited knowledge about the program within the community is directly affecting the people; 

many have  stopped receiving their payments but can’t complain against the sudden 

interruption, mainly because  they are unaware of the program and it’s details..  

 

8. Recommendations 

 

  

 Communication gaps within the various tiers of BISP should be reduced by the BISP 

Headquarters, a simple and effective communication strategy and process must be developed 

and implemented with immediate effect. 

 The local community should be well informed about the entire program, particularly about the 

complaint registration process. 

 The BISP staff should be trained  to deal with the range of potential complaints/issues, 

including that of “Duplicate Household” cases.  

 

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-GB-07 
 

J40252714 

GHK Consulting Ltd. 625 

Grievance Case Study Number: G-GB-07 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Tehseen  

Wife of: Muhammad Husain 

Complainant, if not beneficiary herself: N/A 

Address: Ethan Mohalla Sikandarabad District Hunza/Nagar 

CNIC Number: 71501-4726806-4 

PSC form number: 7364012 

Date Study Conducted 20
th
 December 2011 

 

1. Case Summary 
 

Belonging to a sizable and poor household, Tehseen is a 29 year old housewife, residing in an 

outlying village Sikandarabad of Hunza/Nagar with her husband, children and in-laws. Due to the 

delayed response from the BISP Headquarters to the selected beneficiaries, Tehseen was 

absolutely unaware of her household declaration as an eligible household under the BISP cash 

grant programme.  Nor was she aware that there was a  discrepancy to be resolved.  

 

It was only on 8
th
 December 2011 during her interview by the TPE field team that she actually got 

to know about her household’s declaration as a potential beneficiary for the BISP programme. 

The beneficiary further shared that she has not received any payments through the programme 

whereas other selected recipients from her village were receiving their money orders (MOs). It 

was a matter of concern for Tehseen’s husband, which actually prompted  him to inquire about 

her case status from the Tehsil Office Sikandarabad.  

 

Though not registered formally by the Complaint Officer at the Tehsil Office Sikandarabad;  the 

beneficiary’s husband  lodged a complaint with a photocopy of Tehseen’s CNIC on 15
th
 October 

2011. The Tehsil Office Sikandarabad couldn’t provide him any update on Tehseen’s case. 

Currently the Case Management System (CMS) is not operational at the Tehsil Office Gilgit; 

therefore complaints are manually being processed, which causes great difficulty for the Tehsil 

level staff to keep  track of all the cases, in the absence of a properly designed manual system.  

 

The Complaint Assistant Sikandarabad shared that all discrepant cases (inclusive of Tehseen’s 

case) have been forwarded to the Divisional Office Gilgit on 22
nd

 November 2011 for further 

processing.  

 

As of June 2012, Tehseen’s CNIC has been updated in the BISP record but she is not declared as 

a potential beneficiary.  

 

2. Beneficiary/Complainant’s Profile/Background Information 
 

Tehseen w/o Muhammad Hussain is a 29 year old housewife, living with her husband, four 

children and in laws; in Sikandarabad, a remote village of District Hunza/Nagar. Tehseen is a 

matriculate and couldn’t continue her studies after marriage. Her husband is a driver by 

profession and currently employed by a Government contractor on Rs. 7000 per month. His 

insufficient monthly income can’t fully support the nine dependents of his sizeable family, which 

includes his wife (Tehseen), four children, a mother, two sisters and a younger brother. The 

family roster shows Sara Begum as a potential beneficiary in the same household. But 

interestingly, the family don’t know of any Sara Begum. 
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Without a solid structure and boundary wall, the total area of her house is 12 Marlas; with two 

rooms, one kitchen and a bathroom. The building lacks a proper water supply facility. A kitchen 

garden is also part of the premises, which meets the daily needs of the family. The village has 

basic health and education facilities available; however the nearest market is 55 kms away from it. 

 

3. Beneficiary’s Relationship with BISP 
 

Never selected for the Parliamentarian Programme, Tehseen was surveyed on a valid CNIC; 

under the Poverty Scorecard (PSC) in October 2010. The beneficiary  didn’t however receive any 

eligibility/discrepancy letter from the BISP, and her selection as a potential beneficiary for the 

programme was still unknown to her. The field team interviewed Tehseen on 8
th
 December 2011 

and informed her about her selection for the BISP Programme. Tehseen had a survey 

acknowledgement slip; which she was able to show to the field team.  

 

The beneficiary was literate and knew about the BISP cash grant programme through her 

neighbours and friends, yet found to be uninformed on the BISP beneficiaries’ selection and 

complaint registration processes.  

 

During the interview, Tehseen shared that on receipt of the cash grant, she expects her family to 

be happy and intends to utilize the money purchasing uniforms and books for her children. She 

further told the interview team that she will keep Shaheed Benazir Bhutto and other members of 

the Bhutto family in her prayers.  

 

4. How did the Complaint/Grievance Emerge? 
 

Despite being  declared eligible for the cash grant programme, Tehseen was uninformed about her 

selection. The grievance actually emerged when the beneficiary (Tehseen) and her husband found 

other selected beneficiaries from their village receiving money orders (MOs) under the BISP cash 

grant programme.  

 

Completely oblivious of the BISP complaint registration process, her husband on the advice of 

neighbours initiated a visit to the Tehsil Office Sikandarabad along with a copy of Tehseen’s 

CNIC and lodged a complaint on 15
th
 October 2011. The complaint registration process is still 

manual at the Tehsil Office Sikandarad; therefore automatic complaint acknowledgement slips 

can’t be generated. The beneficiary’s husband has not been provided with any details that could 

help him understand the case status. He has since visited the BISP Tehsil office more than three 

times and spent Rs. 300 on each round trip. 

 

According to  the Complaint Assistant Sikandarabad, all the discrepant cases with a covering 

letter had been forwarded to the Divisional Office Gilgit for further processing on 22
nd

 November 

2011.  

 

As of June 2012, her household status still appears as an “Eligible Household with discrepancy”, 

surprisingly the website also shows another potential beneficiary called Ms. Sara (form No. 

7364012); registered under the same household. The family roster on the BISP website also 

enlists Ms. Sara as Tehseen’s household member, who was not known to the household. .  

 

5. Processing of the Case 
 

On 15
th
 October 2011, the beneficiary’s husband submitted a copy of her CNIC to the Complaint 

Officer at the Tehsil Office Sikandarabad and filed a complaint.  
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The field team could locate a letter (Ref No. BISP/HN-The-1-(23)/2011); issued by the Assistant 

Director, Tehsil Office on 22
nd

 November 2011 to the BISP Divisional Office Gilgit, requesting 

action   on the enclosed discrepancy cases. Upon receipt on 23
rd

 November 2011, the Divisional 

Office Gilgit passed on the information to the BISP Headquarters for the purposes of rectification.   

 

Despite being forwarded to the BISP Headquarters in November 2011, Tehseen’s case seemed to 

be unsolved, as the BISP website still shows her household as an “Eligible Household with 

discrepancy”.  

 

6. Observations: 
 

a. General Observations 

 

The procedural flaws with regard to  complaint redress were quite obvious at the BISP end. 

Tehseen’s husband wouldn’t have taken her CNIC to the Tehsil Office, Sikandarabad for 

status inquiry, if other selected beneficiaries of his village weren’t receiving their payments. 

Despite  his visit, Tehseen’s complaint didn’t get registered as per the prescribed procedure 

by the Tehsil Office Sikandarabad, as the computerized case management system is yet to be 

introduced in Gilgit, and in the interim no structured manual system had been put in place. 

Though the complaint was processed, no acknowledgment was issued.  

 

Lack of conceptual understanding about the programme has contributed  to the evolution of 

various misconceptions at the community level. People were found to have very little 

interaction with the BISP Tehsil Office, secondly according to their point of view, this entire 

programme is meant to be lending financial support to each and every poor household of the 

country, therefore they being the poor households of the community expect to be 

compensated through the programme. 

 

b. Observation at the Beneficiary Level 

 

With a minimum monthly income, the beneficiary belongs to a poor household where living 

standards are comparatively below average. Lack of information  regarding her selection for 

the cash grant programme and complaint procedures, didn’t allow Tehseen to follow up her 

case at an earlier stage, thus depriving her of benefits due to her. 

 

c. Observation at BISP /Partner Agency Level 

 

BISP Headquarter’s delayed response to the beneficiaries with regard to their selection or 

discrepancies in their cases requires a well thought out strategy to be developed and 

implemented. It is notable that most beneficiaries have not received written notification of 

their selection, as per prescribed operational procedures.  Further, the main cause of  delayed 

case processing is the manual complaint registration process, which is being practiced at the 

Tehsil Office; and it is expected that the computerized case management system will reduce 

the delays.  

 

In Tehseen’s case, her grievance was registered manually, which is why the regional office 

Gilgit couldn’t retrieve any details in their systems pertaining to her case. The Tehsil Office, 

Sikandarabad showed her name in the list of discrepant cases though.   

 

The BISP Headquarters Islamabad discovered certain case discrepancies in CNICs including 

Tehseen’s case in their database; they compiled a master list of discrepant cases for the entire 

region i.e. Gilgit. However, the list of discrepant cases overlooked including essential 
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information e.g. beneficiaries names, CNIC numbers, district and tehsils.  Thiswas forwarded 

to the Regional Office Gilgit on 28
th
 November 2011 in a CD for rectification. The Regional 

Office Gilgit provided the master list to the Divisional Office Gilgit, who then extracted 

Tehsil wise information and passed it on to the respective Tehsil Offices in Gilgit for 

removing the errors. 

 

7. Conclusion 
 

 Information management and flows should be improved within BISP, as currently unsorted 

information on discrepant cases goes to the Regional Office Gilgit for processing.  

Information should be categorized in a way that the respective offices can easily extract 

relevant information about the beneficiaries, and proceed with the rectification process 

accordingly.  

 Divisional Office Gilgit and Tehsil Offices need to be more  interactive within communities 

as currently  the beneficiaries seem to be poorly informed  about the BSIP programme and the 

role of the local offices in addressing grievances.  Further, the case status updates should  be 

shared with the affected beneficiaries through letters by the BISP Headquarters.  

 

8. Recommendations 
 

 BISP communication systems need to be strengthened, as in this particular case the 

beneficiary has also not been informed by the BISP Headquarters about her selection in the 

cash grant programme. 

 A fast-paced information sharing mechanism needs to be ensured, whereby eligibility/ 

discrepancy letters, case updates or any other relevant information are shared with the 

beneficiaries well in time. This outflow of information from BISP Headquarters might be 

helpful in reducing the load on the complaints/grievance systems .  

 In addition to this, the BISP Tehsil Office staff should be trained enough to efficiently 

manage and respond to complaints which are lodged.  

 To ensure uninterrupted dissemination of information to the beneficiaries, BISP Tehsil 

Offices should come up with updated address lists.  

 The complaint registration process should  be displayed on notice boards at the partner 

agencies, and other public places as well. 
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Grievance Case Study Number: G-GB-08 

Nature of Case: CINC Update 

Complainant/ Beneficiary: Khushnama 

Wife of: Dosdar Shah 

Complainant, if not beneficiary herself:  

Address: Mohalla, Shangote, Tehsil Danyorr District Gilgit  

CNIC Number: 7150171020250 

PSC form number: 7584872 

Date Study Conducted 9
th
 December 2011 

 

1. Case Summary 
 

Khushnama, wife of Dosdar Shah is a 70 year old woman who lives in Mohalla Shangote, Tehsil 

Danyore, District Gilgit. She is the second member of the household to be selected after her 

daughter-in-law, Sajida, who has been declared as a beneficiary under the BISP Cash Grant 

Programme. Khushnama depends on her son who is the owner of a shop in the village. The 

Poverty Score Card (PSC) survey was conducted in October 2010 in the area. 

 

After the PSC survey, she was not communicated her status by the BISP.. There was no complaint 

from Khushnama because she was not familiar with the complaint procedure but her son lodged a 

complaint on her behalf with the BISP office Danyore on 11
th
 November 2011, two weeks before 

the TPE team conducted her interview. 

 

According to the BISP website, she had a CNIC discrepancy, which has been removed now. The 

latest update on the website shows that a payment of Rs.2000 was generated on 26
th
 December 

2011 and delivered on 19 March, 2012.  The next payment of Rs3000 was also generated on 28 

March 2012 but not delivered yet, at the time of updating this case. 

 

2. Beneficiary/ Complaint’s Profile/Background Information  
 

Khushnama, wife of Dosdar Shah is 70 years old and lives in Mohalla Shangote, Tehsil Danyore 

District Gilgit with her son and grandchildren. She has not received any formal education. 

Khushnama is economically and domestically inactive due to old age. 

 

The household comprises of 8 family members, which includes  Khushnama, her two sons and 

daughter-in-law and grandchildren. Her daughter in law, Sajida, is also selected in the cash grant 

program but has not received any money order due to a CNIC discrepancy. 

 

Khushnama lives in a pacca house with two rooms, a bathroom and an open kitchen. The only 

source of income of the family comes from the shop of her son. The household is surrounded by 

agricultural lands and it has no proper access to the main road. The village is situated on the main 

Karakoram Highway and it is comparatively developed. The local community of Danyore 

frequently accesses Gilgit city for jobs and educational opportunities. The area possesses basic 

facilities such as health, education and transportation etc. 

 

3. Beneficiary’s Relationship with BISP 
 

Khushnama was not a beneficiary under BISP’s parliamentarians program. She was enlisted in the 

BISP as a beneficiary through the PSC survey, which was conducted in October 2010. She did not 

receive any intimation letter informing her about the CNIC discrepancy in her case. She did not 
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have the acknowledgement slip issued to her during the interview. However, the beneficiary had a 

valid CNIC at the time of survey. 

 

Khushnama had never had interaction with the BISP and knew nothing of  its complaint redressal 

mechanism. She was only familiar with AKRSP, the Partner Organisation who conducted the 

PSC survey. She also thinks that BISP will support her in future through cash grants. 

 

4. How did the Complaint / Grievance Emerge? 
 

The beneficiary Khushnama is selected in the BISP Cash Grant but due to a discrepancy in the 

CNIC number, her payments were not generated when the TPE team interviewed her in 

December 211. The beneficiary’s son registered a complaint in the Tehsil office after learning 

how to do so from a neighbor, before the interview was conducted. Following her selection in the 

cash grant program, she never received any eligibility or discrepancy letter from the BISP 

Headquarters. 

 

5. Processing of the Case 
 

It was learned that the beneficiary’s son lodged her complaint on 11
th
 November 2011 along with 

a copy of the CNIC in the BISP Tehsil office Danyore, which was forwarded to BISP Divisional 

office Gilgit on 18
th
 November 2011 for further processing. The Divisional office further 

forwarded the case to BISP Regional office Gilgit on the next day. After which the Regional 

office sent the same case to the BISP Headquarters in the first week of December 2011 for 

resolution of the complaint. . 

 

Following the interview with the beneficiary, TPE team visited the Tehsil office for further 

investigation, where it was found that they have forwarded the case to the BISP Divisional office. 

Her name was also found in the list of beneficiaries with discrepancies, which was sent to higher 

offices for resolution. 

 

In the BISP Tehsil office, a Complaint Assistant was present who provided a copy of a letter 

related to Khushnama vide letter # AD-DAN/GLT-1(15)2011/12 dated 18
th
 November 2011. He 

was of the view that all the cases are forwarded to the Divisional office for further action. 

Currently the status of the case from the BISP website indicates  that a payment of Rs.2000 was 

generated on 26
th
 December 2011 and delivered on 19 March, 2012. The next payment of Rs3000 

was also generated on 28 March 2012 but has not been delivered yet. 

. 

 

6. Observations 
 

a. General observation 

 

Due to weak communication with  the BISP, the beneficiary was not familiar with her status 

in the cash grant program.. Similarly , she does not have any idea regarding the process of 

complaint registration in the BISP Tehsil office. During meetings with the local community 

representatives in the village, it was observed that most of the people were not satisfied with 

the whole process of distribution of MOs in general and selection of beneficiaries in the BISP 

cash grant scheme, in particular. They also had the impression that the politicians could be 

influencing BISP to get their people declared as eligible beneficiaries, as many were having 

issues in determining their own status. The TPE team could not however find any beneficiary 

who was selected at the recommendation of local politicians. 
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As  in this village, the women of Gilgit-Baltistan are generally largely unfamiliar with the 

BISP program due to illiteracy and a lack of awareness. It was found that due to poor 

communication the majority of the people of the area were not satisfied with the selection 

process and criteria. They also had strong reservations regarding  the BISP staff at Tehsil 

level. 

 

b. Observation at the beneficiary level 

 

Khushnama is an elderly widow who is unaware of the BISP complaint redressal mechanism. 

That is why she could not properly pursue the case on her own. Her son visited the BISP 

office  by foot to follow his mother’s case. 

 

Although, Khushnama’s current income status would indicate that she could manage without 

the BISP support, she expects to receive payments and considers herself as  vulnerable and 

poor. She  is not clear on how she would spend the grant.  . 

 

c. Observations at the BISP/Partner Agency Level 

 

Although there is a chain of command to process complaints in the BISP Gilgit Region, and 

the complaint went through several offices, Khushnama’s case was forwarded to the BISP 

Headquarters within a processing time of one month. This case also reflects a scenario of poor 

communication between the local community and the BISP Tehsil level office, as locals were 

not fully familiar with BISP processes, the role of the local office and how to lodge 

complaints. 

 

7. Lessons Learnt / Conclusion 
 

 The efficacy and strong presence of the BISP staff at Tehsil level needs to be enhanced.. 

 The staff at the Tehsil level  pay inadequate   attention to issues emerging in the field and 

seldom pay visits to the field areas. This keeps them disconnected from the community. 

 Conversations with the BISP staff  revealed that they lacked basic information about 

beneficiary related issues such as exact addresses. 

 Record keeping at the Tehsil office is in need of improvement. 

 

8. Recommendations 
 

 BISP Tehsil offices should play a more active  role in processing complaints by increasing 

their interaction with the beneficiaries. 

 Local media should be involved to disseminate information to both the general public and the 

beneficiaries at district level regarding BISP schemes and complaint registration mechanisms. 

 Record keeping in the Tehsil office needs to be improved in order to manage complaints 

effectively.  
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Grievance Case Study Number: G-GB-09 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Bibi Latifa 

Wife of: Abdul Razique 

Complainant, if not beneficiary herself:  

Address: Village Dalnati Thesil Punial,District Ghizer. GB 

CNIC Number: 71402-5563293-2 

PSC form number: 7350094 

Date Study Conducted 9
th
 December 2011 

 

1. Case Summary  
 

This is a case about a beneficiary who has not received any payment because of a CNIC 

discrepancy.  Her complaint  is still in the process of rectification in the BISP Regional Office 

Gilgit. Bibi Latifa lives in a remote village Dalnati of Tehsil Punial in District Ghizer. The 

husband of Bibi Latifa is a skilled labourer and depends on daily wages that he earn by working in  

the area and major towns of the district. 

 

During the Poverty Score Card (PSC) survey, held in August 2011 in the area, Bibi Latifa did not 

have her CNIC. After the PSC survey, she applied for a new CNIC which was issued to her by 

NADRA in September 2011. 

 

After learning that this was possible from a neighbour, Latifa registered a complaint in the BISP 

Tehsil office Punial in late September 2011, which was forwarded to the BISP Regional Office 

for further action. As of May 2012, Latifa’s status on the BISP website shows that a money order 

amounting to Rs.2000 was generated and delivered to her on 14
th
 March 2012. Another payment 

of Rs.2000 has also been generated on 28
th
 March 2012 but not yet delivered. 

 

2. Beneficiary’s / Complainant’s Profile/ Background Information  
 

Bibi latifa, wife of Abdul Razique is a 40 year old woman living in Dalnati Village of Tehsil 

Punial with her husband. She has not received any formal education. The household comprises of 

12 family members, which includes one earning adult male, two adult females and nine dependent 

children including a daughter physically challenged by birth. Maryam Bibi is another household 

member who has been declared a potential beneficiary under the BISP cash grant program but she 

also has not started to receive payments. 

 

Bibi Latifa’s house is partially katcha with stone walls; with one room, one bathroom and kitchen 

in it. The family faces difficulties during rainy seasons. Tap water is not available in the vicinity 

therefore the household relies on the small water stream in the village. There was a small kitchen 

garden in the house which meets the daily needs of the family. 

 

Bibi Latifa is a house wife and only engaged in household chores. The only source of income of 

the household comes from her husband’s earnings; he is a skilled labourer and works on daily 

wages. The overall monthly income of the household is less than six thousand rupees per month. 

 

Dalnati is a small village located near the main road of District Ghizer. However, there is no 

proper access route to the village. The majority of the community members of Dalnati are skilled 

labour working on daily wages. A relatively small segment of population is associated with small 

scale Government Jobs. 
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3. Beneficiary/ Relationship with BISP 
 

Bibi Latifa is an enlisted beneficiary under BISP’s cash grant program but has not received any 

payments yet. She does not have any idea about the program like other illiterate women of the 

area. Bibi Latifa got an acknowledgement receipt during the PSC survey conducted in her village 

in August 2011. The beneficiary has, however, not received any eligibility/discrepancy letter from 

the BISP. She now holds a valid CNIC, which she did not have at the time of the PSC survey.  

 

The beneficiary was not familiar with the workings of the BISP program and instead she believes 

that AKRSP, a local NGO, is distributing money among the poor. Moreover, the beneficiary 

thinks that she is economically vulnerable thus should be supported by these organizations. She is 

completely unaware about the BISP complaint redressal mechanism. 

 

4. How did the Complaint/Grievance Emerge? 
 

As per BISP records, Bibi Latifa is enlisted in the cash grant program as a beneficiary but with a 

CNIC discrepancy. During the PSC survey, Bibi Latifa did not possess a CNIC. A neighbour told 

Latifa that the government has planned to award monthly cash grants under BISP program and 

she should apply for the program and apply for new CNIC. She was told that an application can 

be sent to the BISP Tehsil office Punial through the local post office. In the month of September, 

she applied for a CNIC in NADRA and got it issued in the same month.  

 

5. Processing of the Case 
 

The beneficiary had filed no proper complaint but sent an application to the BISP Tehsil Office 

Punial through  ordinary post. She did not have the details of the postal application with her at the 

time of interview. 

 

The BISP Tehsil office staff was of the view that the complaint was received by them through the 

post and was duly processed and sent to the BISP Headquarters Islamabad in October 2011 for 

resolution. As of May 2012, Latifa’s status on the BISP website shows that a money order 

amounting to Rs.2000 was generated and delivered to her on 14
th
 March 2012. Another payment 

of Rs.2000 has also been generated on 28
th
 March 2012 but not yet delivered. 

 

6. Observation 
 

a. General Observation  

 

The prescribed BISP complaints process was based on an electronic filing system and 

redressal of complaints. But these systems are not yet fully operational in the  region. 

Currently, the BISP staff is maintaining the complaint records manually. Moreover,  very few 

staff at the Tehsil and Divisional offices are trained enough to address different types of 

complaints. 

 

The offices  also prepare a summary of complaints for submission to the higher BISP office 

on a weekly basis. However, they expect that complaints will start to be addressed properly 

after the CMS regime is in place in BISP Tehsil offices. 

 

b. Observation at Beneficiary Level 

 

The beneficiary was unaware that she is selected as a BISP beneficiary for the cash grant 

programme. The Beneficiary was expecting support from the Government because she 
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considered herself as  poor and vulnerable. She does not have a basic understanding of the 

BISP programme. 

 

c. Observation at BISP/ Payment Agency Level 

 

The Tehsil office and Divisional office in the region had never informed Bibi Latifa regarding 

her selection that’s why there was no proper complaint registered from the beneficiary, 

though she sent an application along with her new CNIC to the BISP Tehsil office through the 

local Post office. 

 

7. Lessons learned/Conclusion  
 

 The majority of the beneficiaries in the Tehsil are unaware of their selection for the cash grant 

program as proper co-ordination is lacking between BISP and the beneficiaries.  

 The majority of the population lacks basic information regarding these programs hence 

relatively few complaints are registered in the offices.  

 There is no proper method of identification of selected beneficiary in the Tehsil. Staff 

members do not keep track of the beneficiaries and their addresses.  

 

8. Recommendations  
 

 The Tehsil offices can play a major role in  disseminating information regarding BISP 

programs among local communities. It is therefore imperative to enhance interaction between 

Tehsil level offices with local communities. 

 The beneficiaries should be notified regarding any discrepancies in their CNIC and delivery 

of letters should also be ensured in any case. 

 Local media should be involved in the process for spreading information regarding the 

programs. The mosque can also play a pivotal role in this regard. 

 The method of co-ordination and communication between Divisional and Tehsil offices needs 

to be improved. 

 The detailed list of beneficiaries along with discrepancies and payment details should be 

displayed in the Tehsil offices with up to-date addresses. 

 The BISP staff at Tehsil level should be trained in record keeping and file management. 

 The number of the female staff should be increased in the offices in order to maintain better 

communication with the women beneficiaries.  
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Case Number: G-AJK-01 

Nature of Case CNIC update  

Complainant/ Beneficiary Syeda Maryam Naqvi 

Wife/Widow/Daughter of:  d/o Syed Maqbool Shah 

Complainant, if not beneficiary herself Syda Fatima Andrabi 

Address Ward no: 2 Mohallah lower chatter Muzaferabad 

CNIC Number 8220336730172 

PSC formnumber 24770851 

Date Study Conducted 16
th
 December 2011 

 

1. Summary of the Case Study 
 

This is the case of a motivated and studious young girl Syeda Maryam Naqvi.She lives with her 

parents in Muzaffarabad city near the Neelum River. She is a student of BSC part 1 and wants to 

be a lecturer so that she may support her family financially. Maryam is even now helping support 

her family by giving tuitions to children of her mohallah. 

 

Maryam and her mother were both declared as BISP beneficiaries after the PSC survey held in 

November 2010. Her mother is receiving her cash grant regularly but Maryam’s payments are 

suspended because her CNIC was not made at the time of the PSC survey. Maryam has got her 

CNIC made and her mother submitted copy of it to BISP Tehsil Office Muzaffarabad along with a 

written complaint in September 2011 but her grievance has still not been resolved. 

 

2. Beneficiary/Complainant’s Profile/Background information 
 

Syeda Maryam Naqvi is 19 years old and lives with her parents in Muzaffarabad city. She is still 

studying as a 3rd year B.Sc. student. 

 

She is unmarried and living in her parents’ home with her large family. She has six sisters and one 

younger brother who are all enrolled in local schools. The home they share has only two small 

rooms and one small kitchen and bathroom. Their home is connected to the mohalla’s open 

drainage system and the road leading to their home is unpaved.  

 

Her father is a daily wage labourer who earns a living doing odd jobs whenever they are available, 

as such he does not have any steady income. He is unfortunately also suffering from heart disease 

which limits his ability to work and adds strain to the family’s already strained finances. Syeda 

Maryam Naqvi is the third daughter of her parents and she and her sisters give tuition to children 

who live nearby to provide some financial support to their parents. Her mother is a house wife 

who is very keen to educate her children so that they may rise out of poverty.  

 

Their electricity bill has not been paid for a very long time and it has now climbed to Rs.91,000/-. 

The family sometimes borrows an electricity connection from their neighbours so the children can 

study. 

 

The area where Syeda Maryam lives is a poor locality. There are no paved streets and the 

drainage system is open. The main road is around half a kms from her house and the closest BISP 

office is fortunately only 2 to 3 kms away. Maryam and her mother always walk to the BISP 

office because they cannot afford transport. 
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3. Background of Relationship with BISP 
 

Syeda Maryam Naqvi’s family was not included in the parliamentarian program for cash grant. 

Her mother said that ‘only those people who have links with the MLA were selected for the cash 

grant under the first phase’. 

 

The PSC survey of her neighbourhood was conducted some 9 month ago in the first quarter of 

2011.At the time she had her PSC form filled by the team and was given a slip as 

acknowledgment of the fact. At the time she did not have a valid CNIC but she has since got one 

made.  

 

She learnt that the BISP Office was located nearby from neighbours who frequent it to check their 

name on the beneficiaries list and to register complaints. Maryam had heard about BISP from 

advertisements she saw on TV and heard on the radio. She did not know about the criteria for 

eligibility for the cash grant and never received any intimation letter from BISP, beyond the fact 

that it was for the poor and needy who had their PSC filled during the survey. She considers her 

family to be poor enough to be eligible. 

 

If Maryam is selected for the BISP cash grant she plans to use it to finance her younger sisters’ 

education and to pay for her father’s treatment. 

 

4. How did the complaint/ grievance emerge? 
 

After gathering information from the nearest internet café, Maryam’s grievance is that she has 

been selected for the cash grant programme but is not receiving payments because she is tagged as 

‘eligible with discrepancy’. 

 

Her mother Syeda Fatima Turabi went to the BISP Tehsil Office Muzaffarabad to complain that 

her very poor and needy family was not getting any cash grant from BISP. The Assistant Director 

checked the statuses of both mother and daughter and then informed her that she would receive 

her cash grant in a few days but Maryam, who is also declared a beneficiary has a discrepancy 

with her CNIC number. The Assistant Director asked her to get Maryam’s CNIC made and 

submit it to the BISP Office. 

 

After that Maryam applied for a CNIC and upon receiving it had her mother submit it around 

September of 2011 but no progress has been made on her application yet.  

 

5. Processing of case: 
 

Sometime around September of 2011 Maryam and her mother approached the BISP Tehsil Office 

Muzaffarabad to enquire about their status and register a complaint. The Assistant Director told 

them to get Maryam’s CNIC made as soon as possible and to submit a copy of it so she could 

register their complaint. 

 

Maryam got her CNIC made and her mother duly submitted a copy of it along with an application 

to the Tehsil Office. The complaint was registered and a copy of the complaint and CNIC were 

forwarded by the Assistant Director to the BISP Regional Office so that the record may be 

updated. These were forwarded by the Regional Office to the BISP Head Office Islamabad 

through an excel file during the same month. 

 

Maryam and her mother made seven trips to the Tehsil Office to follow up the complaint but they 

are repeatedly told that a response was still awaited from the Regional and Head offices. 
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There is no system for complaint redressal in the Tehsil and Divisional office so they forward all 

complaints to BISP Head Quarters. The request to update Maryam’s CNIC data has still not been 

responded to. The Tehsil Office staff has not followed up the complaint; not even a telephonic 

reminder has been made by the Regional Director to BISP Head Quarters. The complaint stands 

unresolved even after some four months have lapsed. 

 

6. Observation: 
 

a. General Observation: 

 

Maryam lives in Muzafarabad city and her home is fortunately not far from the main road. 

Her home’s electricity has been disconnected due to their overdue bill. It is testament to the 

family’s will to have their children succeed in life that they borrow a connection from their 

neighbours so that they may study at night. Maryam and her sisters are all very hard working 

and even though they are students themselves they teach younger children of the locality to 

supplement their family’s income.  

 

b. Observation at beneficiary level 

 

Maryam is a 3rd year student and is one of eight siblings. All her younger siblings are 

studying at public schools. They can’t afford transport and her mother has been walking to the 

BISP Tehsil Office to register her complaint and to follow it up. Maryam is very keen to 

continue studying so that she may make a future for herself and her family. She is counting on 

the cash grant to help her pay for her education. She also wishes to use the cash grant for her 

father’s medical treatment. 

 

She expressed satisfaction with the Assistant Director’s attitude and the way she handled the 

complaint. However, she is a little bit disgruntled by the slow progress being made by the 

BISP Head Office. 

 

c. Observation at BISP/partner agency level 

 

The Assistant Director deals with every complainant in a very polite and friendly manner. She 

guided them very clearly as to how to register their complaint.  

 

The Tehsil Office staff is in the practice of entering all complaints in an excel sheet which 

they forward to the Divisional and Regional offices on a monthly basis (note the Regional 

office is in the same building). It is unfortunate that this does not incite staff of these offices 

to take quick action on the complaints. 

 

In the Tehsil Office Muzaffarabad there is no proper system for resolving complaints and 

there is very little clarity regarding the Complaint Management System (CMS). The staff does 

not have official computers and most of them are using their personal computers. The office 

is situated on the ground floor of the Regional Office building of BISP AJK. Tehsil office 

refers cases to the Regional office and here the Complaints Officer forwards them to BISP 

headquarter. 

 

It was strange that the role of the Assistant Complaints was not clear and all complaints are 

entertained by the Assistant Director of the Tehsil Office Muzaffarabad. 
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7. Lesson learnt/Conclusion 

 

 The level of understanding about BISP and it’s processes was not very good among 

beneficiaries. Maryam’s understanding was that if she paid a visit to the BISP Office she 

would immediately start getting the cash grant. However, even though she followed the 

instructions she received and fulfills the criteria she has still not received any instalments. 

 The Regional Office is unable to process any complaints and must forward all applications to 

the Head Offices. 

 

8. Recommendation  

 

 An awareness campaign must be initiated prior to the PSC survey so that hopefuls may learn 

in advance that they need a CNIC so they can arrange for them.  

 Tehsil offices should be equipped to deal with these types of grievances and be instructed to 

solve them quickly. This requires them to be in constant communication with Regional 

Offices and the Head Office 

 The role of the Assistant Complaints should also be made clear and he/she should be able to 

help or guide women clearly and politely. 
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Case Number: G-AJK-02 

Nature of Case Address update and CNIC discrepancy of 2 daughters  

Complainant/ Beneficiary Bibi Akhter 

Wife of: Mohammad Saleem 

Complainant, if not beneficiary herself NA 

Address Near Supply Bazar town anyari 

CNIC Number 8230303249456 

PSC formnumber 2297128 

Date Study Conducted 16
th
 December 2011 

 

1. Summary of the Case Study 
 

This is the story of Bibi Akhter, an eligible beneficiary, who was suffering because the address on 

her PSC form was outdated. She was forced to travel to her old address to collect her money 

orders as it is against protocol for a postman to deliver MOs to any address other than that noted 

in official records.  

 

She submitted an application for a ‘change of address’ to the BISP Tehsil Office Rawlakot. This 

application was forwarded to the Regional Office in November 2011but the address remains to be 

updated in the BISP data base. Fortunately for the beneficiary, the Assistant Director of the Tehsil 

Office visited the Post Office and came to a personal understanding with the postmaster.She 

convinced him to deliver BibiAkhter’s payments to her new address, essentially resolving the 

complaint although the database remains to be updated. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Bibi Akhter, the wife of Mr. M. Saleem is living in Rawlakot near Supply Bazaar. She has not 

received any formal education. She has seven children but the family cannot afford to send any of 

them to school. 

 

The family is living in a rented house in a very poor locality of Rawlakot. The home is built on a 

plot covering around 3 marlas. The structure itself is very old and consists of only two kaccha 

rooms. All of the children are under 18 years of age and they do not work, nor go to school. Her 

two daughters Bushra and Aasia are also declared beneficiaries of the cash grant but according to 

Bibi Akhtar, they are only 16 and 7 years old respectively. The Assistant Director told her after 

checking on the BISP website that her two daughters are also declared beneficiaries. 

 

Her husband is working at a shop in Khaigal on daily wages. Khaigala is very far from their home 

and Akhtar Bibi is quoted to have said ‘On days when my husband cannot go to the shop because 

it is raining my children and I go hungry.’ 

 

3. Background of Relationship with BISP: 
 

Bibi Akhter was not included in the Parliamentarian’s phase of the BISP cash grant scheme. 

When the Poverty Score Card survey team visited her village in November 2011 her husband 

gave a member of the team his wife’s details to have a form filled. The enumerator was also 

shown a valid copy of Bibi Akhtar’s CNIC and he gave her husband an acknowledgement slip. 

 

Bibi Akhtar said that she had limited knowledge of BISP and its processes. Her brother and sister 

were the first ones to tell her about the Benazir cash grant, they in turn had learnt from the 

postman. All she knew was that the ‘Benazir program’ is giving money to poor people who 
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participated in the PSC survey. She was not aware of any particular selection criteria nor did she 

receive any intimation letter from BISP about her eligibility. 

 

She has been using her cash grant instalments to buy food for her family and will likely do the 

same with future instalments. 

 

4. How Complaint/Grievance emerged 
 

After she learnt from a nearest net cafe that she had been declared an eligible beneficiary, Bibi 

Akhter went to the Khaigala Post Office to enquire about the whereabouts of her money orders. 

Post Office staff informed her that they had no record of any payments in her name. The Post 

Office staff told her to go to the BISP Tehsil Office to make further enquiries. 

 

At the BISP Tehsil Office the Assistant Director checked her status on the BISP website. The AD 

misunderstood the details listed on the website; she was told that her payments had been 

transferred to the local UBL bank. A visit to the UBL cleared the fact that no BISP payments are 

made to the bank.  

 

She then returned to the BISP Tehsil Office where a second check revealed that the payments had 

been transferred to the Rawlakot GPO. The address noted in the BISP database was out dated; she 

had since moved from that address some 5 years ago.  

 

She requested the post man to deliver her payments to her new address but because he had strict 

instructions from BISP and the GPO to ensure he delivers payments to the marked addresses only, 

he flatly refused to do so. Her old address is far from her current residence and she would need to 

spend between Rs.400 to Rs.500 in order to collect her cash grant each time.  

 

Bibi Akhter then returned to the BISP Tehsil Office and filed an application for a change of 

address. 

 

5. Processing of the case: 
 

The Assistant Director at the BISP Tehsil Office Rawlakot registered Bibi Akhtar’s complaint in 

September of 2011. The AD duly filed the application and forwarded copies via email to the BISP 

Regional and Divisional Offices but her address has still not been updated in the BISP data base. 

 

After filing her application Bibi Akhter made 4 or 5 visits to the local Post Office to follow up her 

complaint.  

 

The AD BISP Tehsil Office Rawlakot not only registered the application and forwarded it but she 

herself followed up the complaint very effectively. She took the initiative to personally visit the 

Post Office and used her personal relations to convince the Post Master to deliver Bibi Akhter’s 

payments to her new address till when her address will change. Hence while the complaint has 

been temporarily resolved her address remains to be updated in the BISP database. The Assistant 

Director and Beneficiary both understood that if the postman changed the same issue will arise 

again. 
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6. Observations: 
 

a. General observation 

 

The beneficiary is living in a very poor area in a rented house. She appeared to be very 

deserving; her children are all under 18 years of age but none of them are enrolled at schools 

because the family is too poor to afford it.  

 

Bibi Akhter was very satisfied with the attitude of the Assistant Director and appreciated the 

way she single-handedly resolved her complaint. 

 

b. Observation at the beneficiary level 

 

Akhtar bibi is very poor women; she has a big family and finds it difficult to fulfil all their 

needs. She has great difficulty in finding the resources to feed her family and provide them 

the basic necessities of life.  

 

To register her complaint she had to travel to Khaigala by van for which she had to borrow 

Rs.100 from a relative. She had planned to use the money to purchase food for her children. 

Before her address was updated she had to travel to her old address, a trip that cost her Rs.400 

to 500 per visit. 

 

c. Observation at BISP/Partner agency level 

 

The Assistant Director misunderstood the details displayed on the BISP website; she thought 

that the beneficiary’s payments were being transferred to her UBL bank account. Money 

transfers to bank accounts are not part of the standard payment procedures.  

 

To the AD’s credit it is commendable that she took the case into her own hands and resolved 

the beneficiary’s problem by coming to an understanding with Post Office staff.  

 

7. Lesson learnt/Conclusion 

 

 At the time of the survey the beneficiary asked surveyors to write her present address on the 

form but the surveyor put down the address noted on her CNIC. Due to this misunderstanding 

on the surveyor’s part the beneficiary faced great difficulty. 

 There is no system in place for dealing with this sort of complaint/application at the BISP 

Tehsil or Regional Offices. The beneficiary’s problem was resolved by the AD who used her 

personal relationship with the Post Office staff to get the delivery address changed. 

 

8. Recommendation 

 

 The authority to change or update beneficiary addresses should be devolved to the Tehsil or 

Regional level. After giving some proof the beneficiary should be able to get her issue 

resolved at the closest Tehsil Office.  
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Case Number: G-AJK-03 

Nature of Case CNIC Missing 

Complainant/ Beneficiary Riffat 

Daughter of: Shaheed Shabir Shah 

Complainant, if not beneficiary herself Illum Deen 

Address Mahajar Camp Muzaferabad road Pattika 

CNIC Number CNIC not made 

PSC form number 13.84 

 16
th
 December 2011 

 

1. Summary of the Case Study: 
 

This is the story of Riffat, a 16 year old girl who has endured various hardships at a very young 

age. Her father was martyred in clashes in the disputed territory of Kashmir and her family has 

since relocated to a muhajir camp in Pattika Tehsil. Her mother has remarried and her step father 

has enrolled her at a Madrassa.  

 

Riffat’s Poverty Score Card was filled by her step grandfather Ilum Deen. The PSC enumerator 

accepted it even though she is underage and did not possess a valid CNIC at the time. Her 

grandfather checked her status at the BISP Tehsil Office and learnt that she was declared as 

‘eligible with discrepancy’. He submitted an application along with her Birth Registration Form 

with the hope that she would be declared eligible even though she does not have a CNIC.  

 

The application was forwarded to the BISP Head Office in Islamabad but even the Assistant 

Director of the BISP Tehsil Office Pattika is not sure what the outcome of the complaint will be. 

 

2. Beneficiary/Complainant’s Profile/ Background information: 
 

Riffat is a 16 year old girl whose family lives in a refugee camp in Azad Kashmir. After 

completing her matriculation she was enrolled at a Madrassa because her family cannot afford to 

send her to a public or private school. After her father’s death her mother remarried and she and 

her three sisters are living with their step-father, two step-brothers, one step-sister and their step-

grandfather. For the purpose of the Poverty Score Card survey they listed themselves as two 

families; Riffat and her sisters showed themselves as a separate family unit with their step-

grandfather as the household head. 

 

The camp in which they reside is situated at the top of a mountain and is a ten minute walk from 

the main road. Their only income is the Rs.1500 they receive per person from IHK, a fund for 

refugees. Their step-father uses the family’s grant amounts to pay for their food and education. 

The family shares two small kaccha camp rooms and they own no furniture. The camp is 

exclusively populated by poor muhajreen. There is no drainage system and no drinking water 

supply in the camp.  

 

3. Background Relation with BISP: 
 

The complainant was not receiving grants under the Parliamentarian’s phase of the program. 

When the PSC team visited the camp in December 2010 her grandfather Mr. Illum Deen had her 

form filled out by an enumerator. He was given an acknowledgment slip but he could not show 

them Riffat’s CNIC as she was underage at the time. She was not sent an intimation letter at the 

close of the survey.  
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Riffat’s mother’s form was filled by her step-father and her and her sisters’ were filled by Riffat’s 

grandfather. They were thus registered as two distinct families. 

 

Like others in the locality she did not have prior knowledge of the BISP cash grant scheme except 

that money was being distributed amongst the poor. She was unaware of any other criteria for 

qualification. She was also unaware of any complaint redressal system; her grandfather learnt 

from a shopkeeper that complaints can be submitted to the local BISP Tehsil Office.  

 

If Riffat starts receiving the cash grant she plans to use it to use it to pay for her education. This 

will be an important step for her because she will be able to move back home and live with her 

sisters. She is quoted to have stated “I want to use this cash grant to get an education and become 

a successful woman”. 

 

4. How complaint/grievance emerged? 
 

Riffat did not receive an intimation letter from BISP and so her grandfather made the hour long 

walk to the BISP Tehsil Office Pattika to check her status. He learnt there that she has been 

declared a ‘beneficiary with CNIC discrepancy.’ This was because, being underage, Riffat was 

not in possession of a CNIC at the time of the PSC survey. 

 

The Assistant Complaints advised Riffat’s grandfather to submit an application along with a copy 

of her Birth Registration Form (B-Form) so that the case may be processed. He explained that 

since there is no female over the age of 18 in Riffat’s family roster she may be granted eligibility. 

Mr. Illum Deen duly followed the ACs advice and submitted a complaint. 

 

5. Processing of the case: 
 

Riffat’s grandfather submitted her application to the Assistant Complaints at the BISP Tehsil 

Office Pattika. The Assistant Complaints registered the complaint in his records in November 

2011; he filed it, noted it in the complaints register and forwarded a copy to the BISP Regional 

Office AJK. The staff at the BISP Tehsil Office Pattika does not date their register and hence the 

date the complaint was filed is not known. BISP Tehsil office actually not give any receipt to the 

complainant and so the beneficiary did not know when date of submission. 

 

Riffat could not follow up her application because she is unable to leave her Madrassa. However, 

her grandfather has made seven or eight visits to the Tehsil Office to follow up on her behalf. It 

takes him an hour to walk to the Office each time.  

 

The staff at the Regional Office gave top priority to the case because it is unique and forwarded 

the application to BISP Head Quarters for staff there to pursue. A response is still awaited from 

the Head Office at the time of writing.  

 

6. Observation:  
 

a. General observation  

 

Riffat is living in a refugee camp with her family. Their accommodation in the camp consists 

of only two small kaccha rooms with a straw roof. There is no provision for a wash room, 

drainage or for drinking water.  
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The girl and her sisters were in a tough situation; their father had been martyred in clashes in 

the disputed territory of Kashmir. Their mother had moved them to the refugee camp to 

ensure their safety and had re-married in the camp. 

 

The Tehsil Office forwarded her case along with her Birth Registration Form to the Regional 

Office Muzaferabad on a priority basis because the case was unique and genuine.  

 

b. Observation at the beneficiary level 

 

Riffat and her sisters cannot afford transportation costs to travel to the BISP Office to follow 

up her complaint. Her grandfather is kind enough to walk the distance to follow up on her 

behalf. She is not happy living in the madrassa, far from her sisters. She wishes to live with 

her sisters and continue her studies in AJK.  

 

She is not sure whether or not she will eventually get the cash grant. The BISP Tehsil Office 

staff is also unable to give her an answer till they receive a response from the BISP Head 

Office Islamabad. 

 

c. Observation at BISP/Partner agency level 

 

The BISP Tehsil Office staff was not clear whether an underage female will be accepted as 

eligible or not. The case is truly unique and protocol requires that the Head Office be 

consulted. The Tehsil and Regional Offices have no power to resolve such a case and a 

response is still awaited.  

 

On the other hand BISP has also announced that the Benazir cash grant will be made 

available to every refugee; BISP may provide them smart cards which will circumvent the 

need for CNICs.  

 

7. Lessons learnt/Conclusion 
 

 Beneficiaries’ level of understanding about BISP is very low. During the PSC survey even the 

enumerator was also not clear about the fact that no women under 18 can be selected as 

eligible. The enumerator asked the family during the survey to fill separate forms; one for 

Riffat’s mother and one for the three sisters. He explained that this would enable them to get 

multiple grants. Since enumerators are also paid for each PSC they fill this also works in his 

favour, he will be paid twice for filling out forms for the same family. 

 

8. Recommendation 
 

 BISP may put in place some system that allows for deserving underage females to receive the 

cash grant, even if they don’t possess a valid CNIC. This is important because it is possible 

that there are genuine cases of needy families who do not have a female member over the age 

of 18 and such families should not be excluded.  
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Case Number: G-AJK-04 

Nature of Case CNIC Update and Tehsil Change  

Complainant/ Beneficiary Bibi Naseema 

Wife of: Mohammad Maskeen 

Complainant, if not beneficiary herself NA 

Address Mandal near Pattika city bazar 

CNIC Number  

PSC form number 7852194 

Date Study Conducted 6
th
 January 2012 

 

1. Summary of the Case Study: 
 

Bibi Naseema is the wife of Muhammad Maskeen of Mandal village. She is aggrieved and her 

issue is two-fold. Firstly, she did not have her CNIC available at the time of the survey because 

she had lost it during reconstruction of her earthquake damaged home. Secondly, the Tehsil she 

resides in has only recently been formed and has not been accounted for or updated in NADRA’s 

systems or BISP’s.  

 

Her daughter has submitted an application to have Naseema’s ‘discrepancies’ resolved at the 

BISP Tehsil Office Pattika. However, owing to the fact that over three thousand similar cases 

have been forwarded to the BISP Head Office it remains to be seen how long it will take for her 

case to be resolved,  

 

2. Beneficiary/Complainant’s Profile/background information: 
 

40 year old Naseema Bibi is an unlettered lady and resides in Mandal town of Pattika city. She 

has 8 children of which 2 daughters and 4 sons are enrolled at various schools.  

 

Naseem Bibi helps support her family by doing work in the fields near her home. Her husband 

was running a small fruit and vegetable shop and his earnings are less than Rs.6000 a month. 

  

The family is living in 2 half constructed rooms on an 8 marla plot, there are other old unused 

earthquake damaged rooms on the other side of the house. Her house had been severely affected 

in the 2005 earthquake and with donations from NGOs money they have managed to semi-

construct the two kacha rooms with iron sheets for roofs. 

 

Mandal town is near Pattika city and water supply, hospitals, and schools are all available nearby 

in town. Open drainage lines which run through the streets empty out in the fields.  

 

3. Background of Relationship with BISP: 
 

Naseema was not selected for the Parliamentary phase of the BISP cash grant even though she 

submitted forms to the local MLA representative. Naseema was particularly unfamiliar with BISP 

but she was familiar with “Benazir’s Money” that she came to know of from her neighbours. Like 

many other women, she considers that every poor woman would be eligible for the cash grant. 

She did not know anything about the selection criteria for BISP. 

 

The PSC survey of her village was held in January of 2011 and she got a slip as acknowledgment 

of her participation. She showed the enumerator her husband’s CNIC as, at that time she had lost 

her CNIC during the reconstruction of her house and only possessed a photocopy of her own 

CNIC. 
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She didn’t have detailed knowledge about BISP’s complaint redressal mechanism, like other 

women of her town she submitted the copy of her poverty score card acknowledgement slip and a 

photocopy of her CNIC to the BISP Tehsil office Pattika. 

 

Naseema Bibi is very hopeful that she will start availing the cash grant money and plans to use it 

for the pukka construction of the roof of her house.  

 

4. How complaint/grievance emerged? 
 

Naseema Bibi’s issue is two-fold; her CNIC data has not been uploaded to the BISP database and 

the government has established a new Tehsil in her locality which is causing a conflict in her 

address. Some people in the neighbourhood are facing the same issue. The case team came across 

a number of similar instances but could not determine the cause of the issue plaguing selective 

cases only. This is an administrative issue which should be taken up with the Tehsil Municipal 

Authority.  

 

Naseema Bibi did not receive any intimation letter from BISP. When women in her 

neighbourhood started receiving cash grant instalments and she did not she asked the postman 

who came to deliver payment to her neighbours about her payments. He told Naseema to submit a 

complaint to the BISP Tehsil Office Pattika.  

 

Her daughter Samia went to the BISP Tehsil office to submit her mother’s complaint. Here she 

came to know that Naseema’s data is not updated on the BISP website and so she submitted a 

copy of Naseema’s CNIC and a photocopy of her PSC acknowledgement slip.  

 

5. Processing of the case: 
 

Naseema’s daughter Samia submitted an application to the BISP Tehsil Office Pattika around 3 

months ago in the month of September 2011.  

 

In two months, Naseema has visited the office 5 or 6 times by foot to follow up her application. 

Naseema says, ‘I visit the BISP office after every ten to fifteen days, each time with the hope that 

my case will have been solved.’ 

 

The Assistant Director at the Tehsil Office informed the case team that there over three thousand 

similar cases registered in the locality. Pattika is a newly formed Tehsil that consists of 8 Union 

councils. This has not been factored for; BISP’s and NADRA’s data has not been updated to 

account for this change and is causing a ‘discrepancy in Tehsil data’ in more than three thousand 

cases. 

 

The Tehsil Office staff is collecting copies of CNICs and PSC slip’s from people and submitting 

them union council wise to the BISP Regional Office Muzaferabad for processing. Naseema’s 

case was also submitted the same way during the month of September 2011. The BISP Tehsil 

Office also made telephonic reminders to the Regional Office but have received no response so 

far because the Regional Office is awaiting a response from the BISP Head Office. 

 

6. Observations: 
 

a. General Observations 

 

Naseema Bibi lives in Mandayal from where the BISP Tehsil Pattika Office is a 30 minute 

walk. She worked in fields to help support her family as her husband’s income is insufficient 
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to pay for food and education for 8 children. She is keen to start receiving the cash grant so 

she can rebuild her home after it was damaged by the 2005 earthquakes. 

 

The survey teams was to try to cover all areas of AJK but the newly established Tehsil had 

not been accounted for by BISP or NADRA This data should be updated before the survey so 

that beneficiaries do not have to face such issues. 

 

b. Observations at the beneficiary level 

 

Naseema’s daughter Samia is young but she is already worrying about the finances needed for 

her marriage. She wishes her daughter could learn some skill so that she may contribute to the 

family’s finances. Naseema can’t afford transportation cost and so she goes to the BISP office 

on foot. 

 

Due to the discrepancy, even though her PMT is 9.51, she does not know whether she will 

start receiving instalments or not.  

 

c. Observations at BISP/Partner agency level 

 

BISP Tehsil Office staff guided Naseema’s daughter but a resolution to her problem is not a 

sure thing. It is unclear whether or not her data will be updated. Assistant Director and 

Assistant Complaints were also not clear on whether or not the issue would be resolved.  

 

The Tehsil Office does not have a computer or internet access which creates additional bother 

for both the complainant and the office staff.  

 

7. Lesson learnt/Conclusion 
 

 The level of understanding among beneficiaries is very low. It was a saving grace that people 

knew that the BISP Tehsil Office could be visited to register complaints or make enquiries.  

 The discrepancy and address issue was not cleared at BISPs end. Resultantly, beneficiaries 

have to suffer for not updating the database in time.  

 

8. Recommendation 
 

 Tehsil discrepant cases should be solved at the Tehsil or Divisional level to make it more 

convenient for the beneficiaries and save their time. 
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Case Number: G-AJK-05 

Nature of Case Appeal for eligibility  

Complainant/ Beneficiary Naymat Jan 

Wife of: Manzoor Hussain 

Complainant, if not beneficiary herself NA 

Address Islam Nagar Bondh Baiyaan 

CNIC Number 8210166438878 

PSC form number 7723293 

Date Study Conducted 16
th
 December 2011 

 

1. Summary of the Case Study: 
 

This is the story of Naymat Jan, the wife of Manzoor Hussain. She lives with her eight children in 

the village of Islam Nagar Bondh Bayan. She is a very poor and deserving woman who was not 

been selected as a beneficiary for the cash grant scheme; she is ineligible because her PMT score 

of 17.42 exceeds the cap of 16.17 set by BISP.  

 

Her husband is suffering from kidney problems and has not been able to work for the last eight 

years and she must work on daily wages to fulfil her family’s needs. She has submitted an appeal 

to the BISP Tehsil Office Bagh to reconsider her case. The staff at the Office has not taken any 

action on her appeal.  

 

2. Beneficiary/Complainant’s profile/ Background information: 
 

Naymat Jan is a 38 year old lady who lives in the village of Islam Nagar Bondh Bayan which is at 

a 2 to 3 hour drive from Bagh city. The village is nestled in the mountains; it lies approximately 

15,000 feet above Bagh city. There is no high school in the village. 

 

Naymat Jan is living with her husband and eight children in a kacha house that consists of the 

three half constructed rooms. Her home is made of mud and blocks and does not have an electric 

connection or any form of drainage system. The structure itself is very old and the roof is made of 

iron sheets merely secured together. They live in dire poverty; her only household possessions are 

three cots and a few pots. 

 

Her husband does not work and has been suffering from a kidney disease for the last 8 years. She 

is the sole breadwinner of the family; she earns a living by going out to work in other people’s 

homes for daily wages. Her monthly income typically amounts to less than Rs.3000/-. She is 

using this income to finance the education of 6 of her 8 children.  

 

One of her son is studying at a public school in Bagh city where he is a position holder. She has to 

arrange 60 rupees every day for his fare to the city. On days that she cannot give him money he 

has to walk to school and returns home late in the evening. 

 

3. Background of Relationship with BISP: 
 

Naymat Jan was not included in the cash grant scheme under the Parliamentarian’s phase of the 

program. The PSC survey of her village was held in the first quarter of 2011. She had her form 

duly filled by an enumerator and received an acknowledgement slip on the spot. Naymat Jan was 

in possession of a valid CNIC at the time. 
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The lady did not claim any knowledge of BISP apart from that it aims to help poor women. She 

did not receive any intimation letter declaring her ineligible for the cash grant and did not have 

any knowledge of a complaint redressal system at the time.  

 

If she were to start receiving the cash grant she would use it to feed her family and pay for her 

children’s education. 

 

4. How complaint/grievance emerged? 
 

Naymat Jan’s grievance is that she has not been selected as a beneficiary because her PMT score 

is over the cap of 16.17, while her PMT is 17.42.  

 

When Naymat Jan heard that other women in her village had started receiving instalments of the 

cash grant, she became very upset that she did not receive any. Other residents of her locality 

advised her to visit the BISP Tehsil Office Bagh to submit a complaint.  

 

She decided to take the advice and took her sister-in-law with her to the BISP office. They had to 

pay a fare of Rs.120 each for the round trip to the office and back. At the office she was informed 

that she had not been declared eligible because her PMT score of 17.42 was high.  

 

She said during an interview, ‘I told the survey team the truth about everything and fail to 

understand why I have not been declared a beneficiary.’  

 

She demanded that her case be reconsidered; the Assistant Director and Assistant Complaints at 

the Bagh Tehsil Office advised her to file an appeal which she did.  

 

5. Processing of the case: 
 

The Assistant Complaints of the BISP Tehsil Office Bagh registered Naymat Jan’s appeal in his 

records in August 2011; the Tehsil Office staff mostly just enters months and not exact dates of 

complaints. The complaint was not forwarded to the BISP Divisional or Regional Offices.  

 

The AC explained that his Office did not have instructions from the Divisional Offices to file such 

appeals; he filed the case purely for the complainant’s satisfaction or peace of mind. He does not 

intend to forward the appeal either and no further action is set to take place on the complaint. 

 

Naymat Jan has since made four or five visits to the Tehsil Office to follow up her complaint, 

effectively wasting her precious time and money since each trip costs her Rs.120 which she 

cannot afford to spare. She has not received any positive feedback and is unlikely to receive any 

in the future either.  

 

6. Observation:  
 

a. General observation 

 

Islam Nagar Bondh Bayan village is almost 45 km away from Bagh city and the drive takes 

around 2 hours. The village lies approximately 15,000 feet above Bagh city. Transport costs 

to Bagh are a major concern for her.  

 

The Tehsil Offices is not equipped to solve this kind of an appeal and has instructions to not 

forward such cases. There is effectively no solution to this case and it will remain unresolved. 
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They are simply filing them and forwarding them in a monthly summary that they prepare in 

an Excel file. 

 

b. Observation at the beneficiary level 

 

It is fact that it is not feasible for the complainant to bear the costs of making repeated visits 

to the Tehsil Office. Costs of transportation, meals and cell phone usage that are incurred on 

each visit mean she has to take funds out of her family’s budget for food and medicines to pay 

for these visits.  

 

Her husband is sick and unable to earn a living. She is working in peoples home to earn 

money so that her children may avail an education at the public school in her village. No high 

school is available nearby and she sends her son was going to Bagh city at a cost of 60 rupees 

every day.  

 

Most days her son either misses school or goes on foot because his mother cannot afford the 

fare for public transport. Her children are very intelligent and even attaining positions at 

school. Her son has asked Naymat to allow him to leave school and work so he can help the 

family but she does not wish him to leave school. This is one of the reasons why she is 

counting on the BISP cash grant; she is desperate for some financial support so her children 

can continue studying.  

 

Disgruntled by the lack of progress Naymat Jan said that she felt the surveyor who filled her 

PSC form was biased against her and did not fill her form with the factual information she 

gave him.  

 

c. Observation at BISP/Partner agency level 

 

Staff at the Tehsil Office in Bagh does not have any instructions to regarding appeal cases 

such as Naymat Jan’s. The Regional Director has asked the staff to only collect data from 

widows and disabled individuals.  

 

As such the Assistant Complaints has registered her complaint but did not know what to do 

with the appeal. He asked Naymat Jan not to visit the office because he would let her know 

when he receives a response from the Divisional or Regional Office. However, the hopeful 

Naymat Jan continues to pay a visit to the Tehsil Office every fortnight. 

 

7. Lesson learnt/Conclusion 
 

 The level of understanding in poor communities about BISP is very low. They believe that 

every poor person who participates in the PSC survey is eligible for the cash grant. The 

selection criteria for the BISP cash grant scheme was not clear to them either.  

 The BISP Tehsil Office has not been satisfactorily briefed on appeal cases and their 

processing. They are unable to resolve such appeals and complaints. 

 

8. Recommendation 
 

 Access to the Case Management System and guidelines for handling appeal cases should be 

given to Tehsil Offices as a top priority. The selection criteria for the cash grant scheme 

should also be communicated to the community comprehensively.  
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Grievance Case Study Number: G-AJK-06 

Nature of Case: CNIC update 

Complainant/ Beneficiary: Syda Sakina Bibi 

Wife of: Syed Phalwan Shah 

Complainant, if not beneficiary herself: None 

Address: Bandi Khatana Lari pattika 

CNIC Number: 8220318874800 

PSC form number: 7857423 

Date Study Conducted 22
nd

 November 2011 

 

1. Summary of the Case Study: 
 

Bibi Sakina the wife of Syed Pahlwan Shah is a 52 year old woman who has suffered because of 

the lengthy process at BISP Tehsil Office Pattika for resolving complaints such as hers. She has 

been declared as ‘eligible with discrepancy’ and is not receiving instalments of the cash grant.  

 

She had provided her CNIC at the time of the PSC survey but due to an error either on the part of 

the enumerator or the data entry operators, her CNIC number has been entered incorrectly. She 

has lodged a complaint and submitted a copy of her CNIC that have since been forwarded to the 

BISP Regional Office but she is still awaiting a response from them at the time of writing, almost 

a year later. She is not confident that her status will be updated and that she will start to receive 

cash grants in the future. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Bibi Sakina is a 52 year old woman who has not received any formal education. She and her 

husband live with their three daughters and one son. All of the children are enrolled in public 

schools. The family’s living quarters consist of two rooms built of cement blocks with a sheet-

metal roof. There is no provision for a kitchen or a bathroom however they do have connections 

to both the water mains and electric grid. 

 

Bibi Sakina is the sole breadwinner of the family as her husband is sick and unable to work and 

her children are all school going. She makes a living doing odd labor in a nearby village and earns 

around Rs. 1000 to Rs. 1500 a month. She said, “I am very poor and find it very difficult to 

survive in this expensive world”. 

 

She lives in the village of Bandi Khatana which is at a 2 hour drive from the BISP Tehsil Office 

Pattika and public vans charge her a fare of Rs. 60 to travel each way. The main road is a twenty 

minute walk from her home. The village has a basic Post Office, a dispensary and schools for 

both girls and boys. The village is perched on a hillside; it lies approximately 10,000 feet above 

Pattika city.  

  

3. Beneficiary’s Relationship with BISP: 
 

Bibi Sakina was not included in the cash grant scheme under the Parliamentarian’s phase of the 

programme. She participated in the Poverty Score Card Survey in December 2010 when it was 

conducted in her village. She was given an acknowledgment slip on the spot. Even though she 

was in possession of a valid CNIC which she showed to the enumerator a CNIC number 

discrepancy evolved. 
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She did not receive any intimation letter from BISP to inform her of her status. She learnt that she 

was tagged as ‘eligible with discrepancy’ after staff at the BISP Tehsil Office advised her to 

check her status online from a local net café. She did not know of any complaint redressal system 

before she visited the BISP Tehsil Office. 

 

She was quite unaware about BISP its processes and criteria. Like many other women she 

considered BISP a scheme for distributing cash grants to poor and needy families. She didn’t 

know about the final selection criteria but she knew that the survey team did not fill forms from 

families that owned livestock. She believed that everyone who had their PSC filled would be 

eligible for the cash grant. 

 

If she becomes eligible for the cash grant it will be a great source of financial support for her 

family, effectively doubling their monthly income. She plans to spend the money on food for her 

children. 

 

4. How complaint/Grievance emerged? 
 

Bibi Sakina’s issue is that she had been declared as ‘eligible with discrepancy’ because her CNIC 

number was entered incorrectly by a PSC enumerator or data entry operator.  

 

She did not receive any intimation letter from BISP and when a few others in her village started to 

receive installments of the cash grant she wondered why she did not receive hers. Neighbors 

advised her to register a complaint at the local BISP office.  

 

Sometime around September of 2011 she and her son reached the BISP Tehsil Office Pattika after 

a 2 hour travel on which they spent Rs. 120 each way. At the Tehsil Office they learnt that there 

was no provision there for computers or internet access. The Assistant Complaints asked her to go 

and check her status at a nearby internet café. She learnt at the net café that she is tagged as 

‘eligible with CNIC discrepancy.’  

 

The Assistant Complaints BISP Tehsil Office Pattika advised her to register a complaint along 

with a photo copy of her CNIC which she did duly.  

 

5. Processing of the case: 
 

Around September of 2011 Bibi Sakina filed an appeal at the BISP Tehsil Office Pattika to have 

her CNIC number updated.  

 

Thus far she has made 7 or 8 visits to the Tehsil Office to follow up on her complaint, hoping 

each time that she will be given her cash grant but she has not received any positive feedback so 

far. 

 

The Assistant Complaints filed her application and a photocopy of her CNIC and PSC 

acknowledgement slip. Her application was also noted in a record for CNIC cases that is 

forwarded to the BISP Regional Office on a monthly basis. 

 

Her case was forwarded as is the practice, by the Assistant Director to the BISP Regional Office. 

The Regional Office is currently dealing with some 2,700 CNIC discrepancy cases including Bibi 

Sakina’s. They forward these cases to the Head Office in Islamabad to them to pursue. The Tehsil 

Office is still awaiting a response from the Regional Office regarding Bibi Sakina’s case. 
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6. Observations: 
 

a. General Observation 

 

Sakina’s family is exceptionally poor; she is the only one who is working to support a large 

number of dependents, including her husband who is often too sick to work. The 

miscommunication of her CNIC number has caused her great distress as she was counting on 

receiving the cash grant.  

 

Although she submitted a written complaint and her CNIC photo copy some 3 months ago she 

has still not received a response. At the time of the case team’s last visit to Sakina Bibi she 

still did not know the status of her complaint and was not sure whether she would get the cash 

grant or not. The Tehsil Office did not give her any receipt or a complaint number. She was 

simply told that her case has been forwarded to the BISP Regional Office and she will have to 

wait for a response. 

 

b. Observation at the beneficiary level 

 

It was a fact that it was not feasible for the family to afford the cost of making repeated visits 

to the BISP Tehsil Office to follow up the complaint; just the cost of transportation amounts 

to Rs. 120 each time. She often has to borrow money for the trip and the trip incurs non-

monetary costs as her son must take time off from school to accompany her to the office. 

 

c. Observation at BISP/Partner agency level 

 

Staff at BISP Tehsil Office Pattika is unable to process such grievances by themselves. One 

major hold up is the fact that they do not have any computers or internet connection leaving 

them in isolation. They simply file complaints and forward them to the Regional Office.  

 

When complainants visit the BISP Tehsil Office they are directed to a nearby internet café to 

check their status. The net cafe charges each person 20 to 50 Rs. for using their computers for 

a few minutes. The net café staff helps those who are not computer literate but the staff is not 

equipped to navigate the website and do not have sufficient knowledge of the program and its 

processes to give them crucial information. 

 

7. Lesson learnt/Conclusion 
 

 Bibi Sakina said during an interview that she clearly remembered providing her CNIC 

information to the surveyor but because she is uneducated she did not feel she could question 

his data entry or recheck his information. Either the surveyor or data entry operator made an 

error that has caused her a great deal of suffering. The Tehsil Office has neither the capacity 

nor the authority to solve her complaint.  

 

8. Recommendation 
 

 Provision of authority and training to staff of the Tehsil Offices would mean a huge savings 

of time and effort involved in resolving grievances such as this. 

 Tehsil offices need to be equipped with computers and internet to allow them to be functional, 

and allow access to BISP systems. 

 Clear feedback to the complainant and modes for providing telephonic or other follow up 

would also aid them in not having to repeatedly visit BISP offices at great expense. 
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Grievance Case Study Number: G-AJK-07 

Nature of Case: Duplicate Household 

Complainant/ Beneficiary: Shabana Kouser 

Wife of: Mohammad Tariq magary 

Complainant, if not beneficiary herself: Tariq Magray 
Address: Bari kot Bagh 
CNIC Number: 8210169853180 

PSC form number: 1: 7704648, 2: 13658559, 3: 13362905 

Date Study Conducted 20
th
 January 2012 

 

1. Summary of the Case Study: 
 

This case is the story of Shabana Kouser who lives in Bagh District. She had been declared as 

‘eligible with discrepancy’ against a PSC filled by her husband on her behalf in Karachi where he 

works. The couple submitted an application filing for a change of address from Karachi to Bagh 

so that she could receive payments in person; this is a standard BISP protocol.  

 

When they visited the Tehsil Office in Bagh they were told that three PSCs had been filled against 

her CNIC and as such she was given three PMT scores. Two of these scores made her ineligible 

but the third was accepted.  

 

Shabana and her husband attempted to conceal the fact that she had three PSC forms from the 

BISP Tehsil Office staff but she admitted the fact to the case team when she was probed. She 

submitted an application to have her address changed from Karachi to Bagh because she knew she 

had been declared eligible in the Karachi survey only. Staff at the Tehsil Office is unsure what the 

outcome of the complaint will be as it had not been forwarded to the Divisional Office Rawlakot 

at the time of writing.  

 

2. Beneficiary/ Complainant’s profile/Background information: 
 

Shabana Kouser is a 23 year old woman who lives in Bari Kot village of Tehsil Bagh with her in-

laws. She had only been educated up to the primary school level. However, she is incredibly 

mature and at her young age she is raising her four children, two of whom are school going. 

 

She shares a reasonably sized home with her children and in-laws; their house is pacca, has two 

rooms and provision for a bathroom and kitchen. They also have electric and water connections to 

the municipal mains.  

 

Her husband works as a waiter at a hotel in Karachi. His income is variable and he sends money 

home for Shabana to keep the house-hold running.  

 

This village is situated on a mountain top where public transport is not readily available. Locals 

are used to travelling by foot for at least 2 hours to reach the closest stop for public vans. The 

village does however, have its own middle and primary schools as well as a small dispensary. 

 

3. Beneficiary’s Relationship with BISP: 
 

Shabana Bibi was not eligible for the cash grant under the Parliamentarian’s phase of the 

programme. She has, interestingly enough, had three PSC forms filled in her name. Two were 

filled in Karachi by her husband on her behalf and the third was filled in the village by her father-

in-law. She stated to the case team that ‘I was not present in Bagh when the survey was being 
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conducted here and so I had my PSC filled by my husband in Karachi.’ According to her she was 

in Karachi at the time of the survey but did not remember the date, however, she said it was 

sometime in the summer.  

 

She had received acknowledgement slips for all three PSC forms but she did not receive any 

intimation letter from BISP regarding her eligibility. 

 

She was very familiar with BISP and its processes and understood that eligibility depends on the 

income and assets that individuals declare to the PSC enumerators. She learnt about the program 

from having participated in three PSC surveys and because her family was also getting donations 

and grants from different NGOs after the earthquake. Her experience dealing with the NGOs 

taught her that the more destitute she shows herself the more the likelihood of benefits increases. 

She did not know of any complaint redressal system at the time but learnt from other villagers that 

complaints may be registered at the BISP Office. 

 

4. How complaint/grievance emerged? 
 

Shabana Bibi’s problem is unique in that she has multiple PSC numbers and PMT scores. Whilst 

he was in Karachi her husband Mr. Tariq Magrey came to know that women near his home in 

Karachi had started receiving instalments of the cash grant and he expected that he would be 

delivered his wife’s money orders. He questioned the postman who told him that if his wife’s 

name was on the list of beneficiary’s she would have to be personally present to sign the receipt; 

this was a condition set by BISP.  

 

When he came home to the village for Eid holidays in August of 2011 he took Shabana to the 

local Tehsil Office to submit an application for a change of address from Karachi to their home in 

the village. When staff at the Tehsil Office went online to check her status they learnt that three 

survey forms had been registered against her CNIC number.  

 

For the Bagh survey her PMT score was 26.58 and for the first one filled by her husband in 

Karachi her PMT was 30. This puts her over the cut-off but the third PSC she had filled showed a 

score of 15.65, posting her just below the eligibility cut-off of 16.17. Against this PSC she had 

been declared as ‘eligible with discrepancy’. 

 

Shabana submitted an application at the BISP Tehsil Office Bagh requesting that her address be 

changed from Karachi to Bagh and that the information registered in the other non-qualifying 

PSC forms be discarded.  

 

5. Processing of the case:  
 

Shabana and her husband filed their application at the BISP Tehsil Office in Bagh in August of 

2011. 

 

Staff at the BISP Tehsil Office in Bagh registered her complaint for the address change but did 

not forward it to the BISP Regional Office because they had not received instructions to do so; 

they were perplexed as to what to do since she had three PSC forms to her name.  

 

She has since made three visits to the Tehsil Office to follow up her complaint but has not 

received any positive feedback thus far. 
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Staff at the BISP Tehsil Bagh Office was confused, but they promised the case team on their last 

visit that they were planning to forward the case to the BISP Divisional Office the following 

week.  

 

6. Observations: 
 

a. General observation 

 

Bagh district was affected in 2005 by a massive earthquake which also affected Shabana’s 

village. She is the second wife of Mr. Tariq Magray whose first wife died during the 

earthquake. 

 

The case is very unique and staff at the Tehsil Office was at a loss on how to process it. They 

had not received instructions from the Divisional or Head Office on how to deal with such 

cases. 

 

b. Observation at the Beneficiary level 

 

The fact that three forms had been filled under thinly veiled pretexts made the case team 

suspicious. It was clear that she knew that the lower the income and the fewer the assets she 

declared the greater the likelihood of being selected as a beneficiary. During interviews with 

Shabana Bibi she changed her statements multiple times; at first she denied having filled 

more than one form then after the case team probed further she said, ‘actually the survey team 

asked me to fill another form again because the first form had been burnt.’ However, the data 

for the form was available on the website, a fact that she was unaware of. To justify the third 

PSC form she said, ‘It was filled by my in-laws in my absence.’ 

 

c. Observation at BISP/partner agency level 

 

The staff at the BISP Tehsil Office was unsure what the solution or outcome of the complaint 

will be. They compile all complaints in an Excel file which they organize manually and in 

great detail. 

 

BISP Tehsil Office staff plans to forward Shabana’s complaint in their monthly report to the 

BISP Divisional Office Rawalkot for further action. They have asked the complainants to 

follow up the complaint by calling them in order to save their time and money.  

 

7. Lesson learnt/Conclusion 
 

 Shabana and her family were very well aware of BISP and its eligibility criteria. It appeared 

to the case team that she and her husband had tried to conceal some of their assets during the 

PSC survey to their advantage. This assumption is supported by the scores of the first two 

PMTs which were well above the cut-off but the third one was just below the cut-off point.  

 The Tehsil Office staff was unsure how the case would proceed as it was fairly unique; they 

did not know which PSC form would be accepted.  

 

8. Recommendation 
 

 The BISP Tehsil Offices must be briefed regarding how to deal with such exceptional cases 

and a standard operating procedure must be developed so that the cases may be resolved at 

the District level. 
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Grievance Case Study Number: G-AJK-08 

Nature of Case: CNIC update 

Complainant/ Beneficiary: Rubina Kazmi 

Daughter of: Syed Mukhtar Hussain Shah 

Complainant, if not beneficiary herself: NA 
Address: Khatir Village, U.C. Syed Pur 
CNIC Number: 8220306557580 

PSC form number: 7857643 

Date Study Conducted 22
nd

 November 2011 

 

1. Summary of the Case Study: 
 

Rubina, wife of Syed Mukhtar Hussain, belongs to the village of Khatir, U.C. Said Pur of Tehsil 

Pattika. She had been declared as a beneficiary with CNIC discrepancy according to information 

available on the BISP website but she had not received any letter of intimation from BISP nor had 

she started receiving her entitled cash grant.  

 

She had provided the survey team with her CNIC at the time of survey but unfortunately her 

CNIC information had not been entered correctly. 

 

She provided the BISP Tehsil Office with a copy of her CNIC and her PSC acknowledgment slip. 

Her application has been forwarded by the Assisstant Director in the monthly CNIC discrepancy 

report in August of 2011. The beneficiary and her husband have visited the BISP Office 7 to 8 

times but they have not received any feedback on her application. 

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

Rubina, wife of Syed Mukhtar Hussain, is 22 years old and lives in the village of Khatir, U.C. 

Said Pur, Tehsil Pattika, Muzaferabad. The beneficiary has four children (two girls and two boys). 

Only one of her daughters goes to school, the others are all not old enough to attend school. 

 

She is living in her father’s house in Khatir because her family’s house in Bandi Khatana had 

burnt down. The house was uninhabitable and the family did not have the financial resources to 

reconstruct it. Her father has provided Rubina and her family with one room. 

 

Rubina is a house wife who only performs domestic duties. Her husband is working as a driver 

and earns Rs. 7,000/- a month.  

 

Khatir Village of U.C. Syed Pur is at 20 minutes walking distance from the nearest main road. 

The locality has access to schools and basic health facilities. There is also an open drainage 

system in the area. 

 

3. Beneficiary’s Relationship with BISP: 
 

Rubina was not a beneficiary during the Parliamentarians’ Phase of the program. She became 

eligible to receive cash grants during the second phase of the program following the close of the 

PSC survey. During the PSC survey a team visited her mohallah in November 2010; a member of 

the team filled out her form at her door step and issued her with an acknowledgement slip. Rubina 

did not receive an intimation letter from BISP informing her of her eligibility as a beneficiary to 

the scheme. The beneficiary possesses a valid CNIC. 
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She had no detailed knowledge of BISP and its operations. Like those living in her neighbourhood 

she considered BISP as an organization established to help the poor. She was not clear on how to 

become eligible for the cash grant scheme being operated by BISP. She assumed that after filling 

the PSC survey form, she will start to receive cash grants automatically. 

 

The family intends to use the cash grants for the reconstruction of their house. 

 

4. How did the complaint/grievance emerge? 
 

When other inhabitants of Rubina’s village started receiving cash grants; she expressed her 

concern to local residents regarding her eligibility as a beneficiary. She was advised to pursue the 

matter further by going to the BISP Tehsil office in Pattika. The beneficiary and her husband were 

directed by the Assistant Complaint Handler in Pattika to check Rubina’s beneficiary status 

online.  

 

After checking her status in an internet café she came to know that she was eligible to receive 

cash grants but her profile stated that there was a CNIC discrepancy, her CNIC number had been 

listed as mz00426738 instead of her actual number 8220306557580. The Assistant Complaints 

Officer BISP Tehsil Office Pattika registered her complaint and asked her to submit a copy of her 

CNIC. 

 

5. Processing of the case: (Case History) 
 

Rubina registered her complaint and submitted a copy of her CNIC in November 2011. The 

complainant however did not receive any acknowledgement regarding the filing of her complaint 

nor was she updated on the status of her complaint. Furthermore, the Tehsil BISP office did not 

provide her with a receipt or complaint number for her complaint to enable follow-up. The only 

information that was presented to her was that her complaint had been forwarded to the BISP 

regional office. 

 

The BISP Tehsil Office Patikka collected the beneficiary’s complaint and a copy of her CNIC, 

and the Assistant Director forwarded it to the BISP regional office the same week. Rubina’s 

complaint along with 2700 other cases relating to CNIC discrepancies, have been forwarded to 

the head office during the same month for further processing. The grievance has not been resolved 

at the time of writing. 

 

6. Observations: 
 

a. General Observation 

 

The Tehsil Office in Pittaka has not as yet been equipped with the complaint management 

system (CMS) and hence, does not have the capacity to resolve simple cases like the one 

being presented here. This limitation on behalf of BISP has resulted in the beneficiary 

investing a considerable monetary sum in order to fund the cost of travelling to and from the 

BISP Tehsil office in Pattika. The office is almost an hour’s drive from the beneficiary’s 

place of residence and it costs her almost Rs. 100/- to get to the office. 

 

b. Observations at the beneficiary level 

 

It was not feasible for the beneficiary to frequently visit the BISP Tehsil Office in Pattika in 

order to check the status of her application as she could not come alone and her husband 

would be occupied with his job.  
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c. Observations at BISP/partner agency level 

 

There is a time-consuming method for addressing complaints at the BISP Tehsil Office 

Pattika. The complaints are registered within the office but they have to be sent to the regional 

office to be processed. Furthermore, the office does not have access to computers and the 

internet. A complainant has to check their status from a nearby internet café before they can 

be accommodated. The internet café charges Rs. 20 to Rs. 50 for every visit. 

 

BISP officials cannot adequately help complainants with their complaints. The officials also 

do not provide complainants with a receipt of their complaint therefore the complainants do 

not have any means to follow up on their complaints. 

 

7. Lessons learnt/Conclusion 
 

 Rubina stated that she had provided the surveyor with the proper documentation but she 

cannot confirm or recheck the information. Due to negligence on behalf of the surveyor or the 

beneficiary, the latter has been suffering for the past few months. Unfortunately, the BISP 

Tehsil Office in Pattika has neither the facility nor the authority to resolve complaints. 

 

8. Recommendations 
 

 By providing the BISP Tehsil Office with the authority and relevant training to process 

complaints, BISP officials will be able to resolve cases the first or second time beneficiaries 

visit their office. 

 BISP offices need to be equipped with the necessary computer/internet facilities to check and 

if possible resolve beneficiary status on the computer. 

 There should be a Help Desk in the BISP office which can inform beneficiaries of their status 

instead of their having to go to an internet café. 
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Grievance Case Study Number: G-AJK-09 

Nature of Case: Update of Tehsil and CNIC data 

Complainant/ Beneficiary: Maa Bi 

Daughter of: Mohammad Ibraheem 

Complainant, if not beneficiary herself: NA 
Address: Karka Chamta near Darbar pattika 
CNIC Number: 8220311366010 

PSC form number: 7662444 

Date Study Conducted 21
st
 November 2011 

 

1. Summary of the Case Study: 
 

Maa Bi is one of thousands of eligible beneficiaries who are suffering because the government 

has demarcated new Tehsil limits. Pattika Tehsil of district Muzzufarbad has not been accounted 

for in BISP or NADRA’s databases with the result that beneficiaries belonging to this Tehsil are 

automatically tagged as ‘discrepant’. 

 

She filed an application in October 2011 at the BISP Tehsil Office Pattika to have her information 

updated but there is still no change in her status. She is especially needy as her family has no 

source of income; previously they were dependent on the BISP cash grants they were receiving 

under the Parliamentarian’s phase.  

 

2. Beneficiary/Complainant’s Profile/ background information 
 

Maa bi is a 50 year old house wife who has received no formal education. She is living with her 

husband and six of their eight children; two of her daughters are married and living with their 

husband’s. The four remaining girls are aged 12, 11, 9 and 6. Her two sons are aged 18 and 13. 

Three of her daughters are enrolled at a school in the village.  

 

The family is living in a house with a single kaccha room with no provision for a kitchen or 

bathroom. Her husband is suffering from Hepatitis B and C and is unable to work. Maa Bi herself 

is only a housewife. Her family currently has no source of income. They had previously been 

relying on BISP cash grants under the first phase of the program but the payments stopped some 6 

months ago. 

 

Her village lies at the top of a mountain at a height of almost 8000 feet. The locality is very poor 

and most homes are kacha like Maa Bi’s. A katcha road leads to her home and the area has no 

drainage system. 

 

3. Beneficiary’s Relationship with BISP: 
 

Maa Bi was receiving instalments during Phase 1 of the program. Like many other women, she 

considers that every poor woman will get the cash grant. She did not know anything about the 

selection criteria for the scheme. She was unfamiliar with BISP and only knew of ‘Benazir 

Money’ which she had heard about from neighbours. 

  

She participated in the Poverty Score Card survey which was conducted in her locality in 

December of 2010 and was issued a slip as an acknowledgment of the fact. Maa Bi was in 

possession of a valid CNIC at the time but she did not receive an intimation letter from BISP at 

the close of the survey. 
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Maa Bi said to the case team, ‘The BISP cash grant is a real help for my family’s food and living 

expenses’ 

 

Maa Bi had been very hopeful that she would start to receive the cash grant soon. She plans to use 

the amount to pay off loans she has had to take to feed her family.  

 

4. How complaint/grievance emerged? 
 

Maa Bi’s grievance is that her Tehsil which has been demarcated very recently has not been 

updated in BISP or NADRA records. This is causing her to be tagged as ‘eligible with 

discrepancy’ in the BISP database. 

 

Maa Bi did not receive any intimation letter from BISP for the second phase. She was getting cash 

grants in Phase 1 but her payments stopped six month ago. She asked the postman why her 

payments had stopped and he told her to make enquiries at the BISP Tehsil Office Pattika.  

 

She visited the Tehsil Office Pattika where she came to learn that her Tehsil details have not been 

updated in the BISP database but she has been declared a beneficiary. 

 

The Assistant Complaints Officer at the Tehsil Office asked her to submit copies of her PSC slip 

and CNIC and wait a month for her problem to be resolved. She submitted photocopies of the 

materials required as well as a written application but no complaint number or slip was given to 

her for her reference. 

 

5. Processing of the case: 
 

Maa Bi submitted an application to the BISP Tehsil Office 3 months ago, around September 

2011. The Assistant Director at the office told the case team that he had collected thousands of 

similar cases. He explained that Pattika is new Tehsil consisting of 8 Union councils, which have 

not been accounted for in BISP or NADRA’s data. This has caused over three thousand 

discrepancy cases. 

 

The tehsil Office was collecting CNIC and poverty score card slips from people like Maa Bi and 

submitting them union council wise to the BISP Regional Office Muzzafarabad in August of 

2011. The Regional Office was forwarding them to the Head Office for processing in the monthly 

report for September 2011. The BISP Tehsil Office staff has also called twice to follow up the 

cases but a response is awaited from the Head Office.  

 

6. Observations: 
 

a. General Observations: 

 

Maa Bi lives in Karka Chametal near Drabar and it is a 2 hour walk from there to the BISP 

Tehsil Pattika Office. She has sent her sons to Rawalpindi where her brother is bearing their 

study expenses. One of her sons has also been ill for the past few months. Her home was 

damaged in the earthquake and they are living in an old house with a makeshift roof. 

 

Her complaint has been registered at the BISP Tehsil Office but no receipt or slip was given 

to her and BISP officials are not clearly telling her whether she will be getting the cash grant 

or not. 
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b. Observation at the beneficiary level 

 

Ma Bi was a very poor woman supporting 8 children. Her husband’s health condition was 

very serious and he was unable to work. It was a fact that the respondent could not afford 

transportation which is why she went to complain to BISP by foot (a 2 hour walk). The 

condition of her home was very poor and her only possessions were two cots and one goat. 

She was financially extremely constrained because to run her household and meet living 

expenses she had to take loans which have now grown to over Rs. 40,000.  

 

c. Observation at BISP/Partner agency level 

 

BISP Tehsil Office guided Maa Bi and told her that it was clear to them that she was a 

beneficiary. However, the Assistant Director and Assistant Complaints were also not clear 

what answer to give to complainants regarding the time it would take to resolve the 

complainants’ issues.  

 

The Tehsil Office is collecting CNICs and poverty score card slips and submitting them union 

council wise to the Regional Office Muzzafarabad. BISP Tehsil office also gave telephonic 

reminders to the Assistant Complaints Officer Mr. Yasir but there had been no response 

received at the time of writing. 

 

The BISP Tehsil Office Pattika does not have computers and internet access. Complainants 

are sent to a nearby internet café to check their status.  

 

7. Lesson learnt/Conclusion 
 

 The level of understanding about BISP and its processes is very low amongst beneficiaries. It 

was a saving grace that people knew that their queries would be entertained at the BISP 

Tehsil Office through personal networks.  

 The discrepancy issue had not been cleared at BISP’s end at the time of preparation of this 

study. BISP and NADRA both have not yet taken into account the effect of a newly formed 

Tehsil. 

 

8. Recommendation 
 

 Tehsil discrepancy cases should be solved at the Tehsil or Divisional level and there should 

be clear policy guidelines on such grievances. This will save time and effort on the part of not 

just the beneficiaries but the BISP Head Office as well. 

 Where large volumes of potential beneficiaries are affected by a singular factor/decision, 

efforts should be made to resolve the issue with urgency at the HQ level. 
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Grievance Case Study Number: G-AJK-10 

Nature of Case: CNIC update 

Complainant/ Beneficiary: Bibi Jan 

Wife of: Shiekh Abdul Rehman 

Complainant, if not beneficiary herself: N/A 

Address: Dar Kot, Pattika 

CNIC Number: 82203-1168374-4 

PSC form number: 7852399 

Date Study Conducted 21
st
 November 2011 

 

1. Summary of the Case Study: 

 

Bibi Jan is a 55 year old widow who lives alone with her disabled step-son. She was receiving the 

BISP cash grant during the Parliamentarian Phase. She stopped receiving cash grants four months 

after her PSC survey was held in December 2010 when she became eligible for the second phase 

of the program. 

 

The issue was caused because the Tehsil she resides in, Pattika, has been recently demarcated 

from Muzaffarabad Tehsil by the AJK authorities. This notification was not sent to NADRA and 

BISP for changing the status of the BISP beneficiaries residing in the newly formed Pattika 

Tehsil. As a result of that NADRA and BISP records reflected a discrepancy. Bibi Jaan’s data in 

the BISP database and NADRA information thus began to differ, causing a CNIC discrepancy.  

 

In September 2011 she launched a complaint for her Tehsil information to be updated; however 

her profile on the BISP website still shows a discrepancy with the Tehsil that she had been listed 

under. Her complaint has been resolved as of May 2012 but her payment details for BISP phase-II 

are not available online.  

 

2. Beneficiary/Complainant’s Profile/Background Information: 

 

Bibi Jan is a poor widow. She is 55 years old. She lives with her disabled step-son. She doesn’t 

have any children of her own. She is living in a partly finished 3 marla house. The roof of the 

house was made out of a corrugated metal sheet. She does not have access to water or electricity 

because she cannot afford to pay for the cost of these utilities. She depends on a few rich 

villagers’ donations to make ends meet.  

 

Bibi Jan’s village, Dar Kot, is located at the top of a mountain. The inhabitants of the village do 

not have access to health or education and the main road is almost a two hours’ walk from the 

village. Local transport is also not easily available there.  

 

3. Beneficiary’s relationship with BISP: 

 

Bibi Jan was a beneficiary during the Parliamentarians’ Phase of the program. She also became 

eligible to receive cash grants during the second phase of the program following the close of the 

PSC survey which was carried out in December 2010. During the PSC survey a team visited her 

mohallah and a member of the team filled out her form at her door step. She was issued an 

acknowledgement slip on the spot. The beneficiary possessed a valid CNIC at the time. 

 

Like many other women in her neighbourhood, she considers BISP to be a scheme that pays 

money to poor people. She considers it to be just like a Zakat fund. 
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She intends to use the cash grants to repay loans, and to buy food for her family and medicine for 

her step-son. 

 

4. How did the complaint/grievance emerge? 

 

When Bibi Jan observed that others in her village had started receiving their entitled payments, 

she asked the Postman whether she was eligible or not. The Postman told her to go and check her 

status from the BISP Tehsil Office in Pattika. She was informed at the BISP office that she was 

declared as a beneficiary to the cash grant scheme but her data showed that there was a 

discrepancy pertaining to the Tehsil that her profile listed as her residence. Many other similar 

cases have occurred with residents of the Tehsil and staff was familiar with the issue. They 

advised her to submit a request to have her data corrected.  

 

5. Processing of the case (Case history): 

 

Bibi Jan registered an application requesting that her Tehsil be updated at the BISP Tehsil Office 

in Pattika in September 2011. Her complaint was forwarded to the Regional office in the monthly 

report for October 2011. The AD BISP Tehsil Office in Pattika on further enquiry found that her 

complaint had not yet been forwarded to the BISP Head Office. Unfortunately, she had not 

received any update regarding the processing of her complaint as of February 2012. As of May 

2012 her discrepancy has been removed, however, her payments details are not available on the 

BISP website so it is unclear whether or not she has started receiving instalments.  

 

6. Observations: 

 

a. General observations 

 

Bibi Jan is an old woman with no children who can support her. A disabled son is the only ray 

of light in her life, of whom she must take care. Grants under parliamentarians program made 

her life a bit easier but sudden termination of monthly payments made her very alarmed and 

vulnerable. The Tehsil demarcation change has been the major cause of her issue; a decision 

made by NADRA.  

 

b. Observations at the beneficiary level 

 

Bibi Jan thinks that the rich and the influential are receiving grants whereas the poor and 

deserving are being excluded from the program. Bibi Jan is a very poor widow who could not 

afford the cost of travelling to the BISP Tehsil Office in Pattika. She had to walk at least 2 

hours to reach the main road and then had to take a van to access the BISP office, which costs 

her Rs. 100 per trip. 

 

c. Observations at BISP/partner agency level 

 

According to the AD BISP Tehsil Office Pattika, during the survey of BISP a notification 

should have been sent by the AJK Administration in order to inform the enumerator not to fill 

the ‘name of Tehsil’ field on the PSC forms of Pattika residents as the Tehsil name has not 

been updated in the NADRA records. The AD and CA BISP Tehsil Office Pattika reported 

this case to the regional office, but it was some time before any action was taken. 
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7. Lesson learnt/Conclusion 

 

 The level of understanding amongst beneficiaries was very low; they are living in a far flung 

village in the tehsil of Pattika and therefore do not have access to relevant information. 

During the survey the enumerator was also not notified about the discrepancy of this tehsil i.e. 

that it has not been updated in the NADRA database. 

 Due to this discrepancy the beneficiaries are suffering considerably and are still unclear about 

their eligibility status. Due to the fresh demarcation of the Tehsil by the government 

administration and lack of concurrent action in updating NADRA records, the inhabitants are 

facing severe issues in relation to BISP eligibility. 

 There was little clarity and lack of authority at the BISP Tehsil and even regional offices 

regarding the resolution of this issue. These offices were awaiting NADRA action in this 

regard. 

 Tehsil offices do not have access to computers or the internet. People suffer because when 

they visit the BISP office they first have to check their status in an internet café before they 

can submit complaints. 

 

8. Recommendation 

 

 BISP should make ensure that these offices have access to computers and the internet as soon 

as possible. 

 NADRA should immediately update their data to reflect the newly announced Tehsil and 

reduce the inconvenience caused to beneficiaries.  

 The BISP website should clearly show whether an individual is a beneficiary or not, so that 

people are clear on whether they should be receiving cash grants.  
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Grievance Case Study Number: G-AJK-11 

Nature of Case: Address Change 

Complainant/ Beneficiary: Zarina 

Daughter of: Mohammad Riaz 

Complainant, if not beneficiary herself: NA 
Address: Mera Bagot 

CNIC Number: 82303-0641270-8 

PSC form number: 2290232 

Date Study Conducted 3
rd

 January 2012 

 

1. Summary of the Case Study 
 

Zarina, wife of Mohammad Riaz, registered a complaint in the BISP Tehsil Office Rawlakot that 

she was not getting her entitled cash grants while other women from her neighbourhood were. 

The ADBISP at the Tehsil Office Rawalakot, Ms Sanam informed the beneficiary that her address 

had been listed incorrectly. Zarina subsequently submitted a complaint requesting BISP to change 

the address her payments were being delivered to and to release her cash grant from the post 

office in Rawalakot. 

 

The AD registered her complaint and forwarded it to the Divisional and Regional offices in order 

to update her address. The issue though was not resolved. With the help of the post master the AD 

assisted Zarina in receiving her cash grants. She did this by requesting the post master to verify 

the beneficiary’s CNIC number and delivering her payment to her new address. While her 

personal intervention has solved Zarina’s issue in the short term, the discrepancy was yet to be 

corrected in the BISP systems at the time of this study. 

 

2. Beneficiary/Complainant’s Profile/Background Information: 
 

Zarina, wife of Mohammad Riaz, is living in the village of Maira near Rawalakot. She has not 

received any form of formal education. She has eight children (4 daughters and 4 sons); three of 

her daughters are married, and her fourth and youngest daughter, Sahama, is 13 years old and is 

suffering from blood cancer. The beneficiary’s children are not enrolled in a school; her family 

does not have the financial resources to pay for their tuition. 

 

The family lives in a small old house that has 2 katcha rooms. The house the family is living in 

was rented. She has three charpais (cots) which are shared by the 10 family members. 

 

The beneficiary’s husband is a labourer and earns Rs. 3500/- a month. This is barely sufficient to 

meet their basic needs. She also receives Zakat but this is not sufficient to help pay for her 

daughter’s treatment. 

 

She lives in a very poor locality that does not have access to clean drinking water. The village is 

20 minutes travel from the city of Rawalakot. Roads and the streets that lead to the village are in a 

poor condition.  

 

3. Background of Relationship with BISP: 
 

Zarina was a beneficiary during the Parliamentarians’ Phase of the program. She also became 

eligible to receive cash grants during the second phase of the program following the close of the 

PSC survey in July of 2009. During the PSC survey a team visited her mohallah, and a member of 
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the team filled out her form at her door step. She was issued an acknowledgement slip on the spot. 

The beneficiary possesses a valid CNIC. 

 

Zarina claimed to have no detailed knowledge regarding the workings of the BISP cash grant 

scheme except that cash grants were being handed out to the poor by a ‘Benazir program.’ She 

was not clear on how to become eligible for these cash grant except that they were going to be 

distributed amongst the poor.  

 

She will be using the cash grants to purchase food for the family and medicine for her daughter.  

 

4. How did the Complaint/Grievance emerge? 
 

While other beneficiaries in the village were receiving cash grant instalments, Zarina had not 

received a single instalment after the closure of the Parliamentarians’ phase of the program. She 

expressed her concern to the post man at GPO Rawalakot who suggested that she should visit the 

BISP Rawalakot Tehsil Office or the General Post Office (GPO) Rawalakot. The postmaster at 

GPO Rawalakot informed Zarina that her name was incorrectly listed on the beneficiary list; it 

was not the same as the name that was listed on her CNIC.  

 

Zarina visited the BISP Tehsil Office in Rawalakot in order to file a complaint to change the 

name that was listed on the beneficiary list. However, when she discussed the matter with the 

Assistant Director (AD) Ms Sanam, she was informed that her name was listed properly and the 

reason she was not receiving her cash grants was because of the address listed on her profile. The 

beneficiary submitted a complaint requesting BISP to change the address so that her payments 

could be delivered to her new address. At the time of the survey she was living at a different 

address to her current one. 

 

5. Processing of the case: (Case History) 
 

The AD Rawalakot Ms Sanam registered the beneficiary’s complaint in September 2011. The 

complainant’s status showed that her payments had already been generated and had been 

transferred to the post office in Rawalakot. Zarina followed the case by frequently visiting the 

BISP Tehsil Office. She visited the office seven to eight times on foot in the months of September 

and October. 

  

A.D Tehsil Rawalakot (BISP) not only registered her complaint but was also following up on it 

every time the complainant visited the office. Regardless of the AD’s efforts the status of the 

complainant was not amended. The AD was instead getting replies from the Regional and 

Divisional offices saying that they will soon gain access to the Case Management System (CMS) 

which will allow them to resolve the issue. The A.D BISP Rawalakot took the initiative and 

arranged for the cash grants of the beneficiary to be delivered to her new address. She approached 

the post master on a personal level and came to an understanding with him; she convinced him to 

change the beneficiary’s address for deliveries. The beneficiary had started receiving her 

entitlement at her new place of residence regardless of the fact that her address status had not 

been changed on the BISP website. 

 

6. Observations: 
 

a. General observations: 

 

Changing the beneficiary’s address was not a very complicated process but due to the absence 

of a case management system the complaint was difficult to resolve. The beneficiary was also 
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forced to waste a lot of her time and money in order to resolve this simple grievance. She 

visited 7 to 8 times to follow her complaints on foot. No transportation cost was incurred, but 

considerable hardship was. 

 

b. Observations at the beneficiary level 

 

Despite her husband’s income and zakat, it was difficult for the beneficiary to provide her 

family with their basic needs and even pay for her daughter’s treatment if a single instalment 

was delayed of the grants she had been receiving since the Parliamentarian phase. 

 

c. Observations at BISP/Partner agency level 

 

Zarina’s complaint was forwarded to BISP Regional and Divisional offices for further 

processing. Unfortunately the BISP Tehsil Office was unable to provide the complainant with 

any progress regarding her complaint, as the means to resolve it did not lie with them,.  

 

7. Lesson learnt/Conclusion 
 

 At the time of the PSC survey, the beneficiary asked the survey team to write her present 

address but the surveyors wrote the address written on her CNIC. Due to this 

misunderstanding on the part of the surveyor the beneficiary faced numerous problems. 

 There is no system of dealing with such a complaint at the BISP Tehsil Office or even the 

regional level offices. 

 The Beneficiary started receiving her entitled cash grant due to the personal relationship the 

ADBISP Tehsil Rawalakot had developed with the postal services. Her address status has not 

been changed on the BISP website to date (at the time of preparation of the study). 

 

8. Recommendation 
 

 Beneficiary address change authority may be delegated to tehsil or divisional offices so that 

after fulfilling basic requirements their grievance can be resolved in a timely manner, and 

they can receive the cash transfer which they depend on. 
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Grievance Case Study Number: G-AJK-12 

Nature of Case: No data available in BISP records  

Complainant/ Beneficiary: Bibi Jan 

Daughter of: Abbas 

Complainant, if not beneficiary herself: Abbas 

Address: Pangran near Parla Stop and army workshop 

CNIC Number: 8220309397332 

PSC form number: 7844982 

Date Study Conducted 29
th
 December 2011 

 

1. Summary of the Case Study 
 

This is the case of Bibi Jan a needy woman whose data has not been uploaded to the BISP 

database. She participated in the Poverty Score Card survey when it was held in her village but no 

record exists against her PSC number on the BISP website. The Assistant Director of her local 

BISP Tehsil Office told the case team that such cases are fairly common across Kashmir. 

 

Her husband has filed an appeal at the BISP tehsil Office Pattika which has been filed and 

forwarded to the Regional Office for processing but a resolution is still awaited. Bibi Jan’s 

husband Abbas visits the office every week, a trip which costs him Rs. 70 each way, to check the 

applications status but he is worried that his wife will not be granted eligibility.  

 

2. Beneficiary/Complainant’s Profile/Background information: 
 

The unlettered complainant Bibi Jan, lives with her husband Abbas and their three children in the 

village Chanba of UC Panjgarn. Their two girls and one boy are studying at public schools 

nearby. Her husband Abbas is not doing any job because he fractured his ribs and arms in an 

accident but they did not set properly. He does however work off and on in the fields. They are 

living in three rooms with a wash room and they also own 7 kanals of agriculture land. This is 

their only source of income and the small plot returns very little financial profit. The home is 

connected to the water and electric mains. 

 

The village itself is very far from the main road and requires a two and a half hour walk to reach 

the nearest van stop. Primary girl’s and boy’s schools and a small dispensary are also situated in 

the village. The Post Office is very far from the village. The roads are in good condition but all 

are very steep as the village is at a great height.  

 

3. Background of Relationship with BISP: 
 

Bibi Jan was not included in the BISP cash grant scheme under the Parliamentary phase. She was 

particularly unfamiliar with BISP and only knew that the ‘Benazir program’ is giving money to 

poor people who have been surveyed by a Poverty Score Card team.  

 

Her husband provided information to the survey team at her door step, when the survey was held 

in November 2012. He showed Bibi Jan’s CNIC and the enumerator noted it in front of them on 

to the PSC form. A slip of acknowledgement was given to her husband on the spot. She did not 

receive any intimation letter from BISP. 

 

She plans to use the cash grant to purchase food for her children and medicine for her husband. 

However she is unsure about whether or not she will actually receive any money. 
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4. How did the Complaint/Grievance emerge? 
 

Bibi Jan’s grievance is that there is no record on the BISP website against her PSC number. Five 

women in her villages started getting cash grant installments but she did not receive any. Bibi Jan 

and her husband were of the opinion that the local MLA Peer Murtaza was involved in stopping 

their payments because they were PPP supporters.  

 

Her husband Abbas went to the Tehsil Office Pattika to make enquiries; after a three hour walk 

and a half hour van journey on which he spent Rs. 70 when he reached the office he was told to 

go to a nearby net café to check his wife’s status as there was no internet access at the BISP 

Tehsil Office. At the net café he paid Rs. 40 to the net café operator who told him that no record 

exists in the BISP database against his wife’s PSC number. Abbas submitted a copy of his wife’s 

CNIC and PSC acknowledgement slip at the BISP Tehsil Office.  

 

5. Processing of the case: 
 

The Assistant Director filed the complainant’s application and supporting documents in the Tehsil 

Office records in the ‘miscellaneous file’ on the 25
th
 November 2011. The Tehsil Office forwards 

cases of ‘no record’ to the Regional Office in the monthly report which was sent on 30
th
 

November 2011. Tehsil Office staff has received no response so far.  

 

Her husband has since made seven or eight visits to the BISP Tehsil Office to follow up his 

complaint. 

 

The Assistant Director said to the case team that lots of cases of no record have been reported in 

Pattika Tehsil. They don’t have the facilities or access needed to sort out the reasons for these 

issues. The AD Pattika is continuous sending reminders to the Assistant Complaints Mr. Yasir but 

to no avail.  

 

6. Observations: 
 

a. General observation 

 

Cases with “No record exists” are a common occurrence all over Kashmir. The PSC survey 

was carried out in November and December of 2010 but their data is not available on the 

BISP website against their PSC numbers. Due to non-availability of a case management 

system, computers and internet access it has become even more difficult and complicated. 

The beneficiary is facing a great deal of bother and wasting their time and money in the 

complaint resolution process.  

 

b. Observations at the beneficiary level 

 

Bibi Jan is living in an area populated by middle and lower-middle class families. All her 

children are getting an education but her husband is not able to work. Some relatives and 

villagers help them financially so that they can get by. 

 

c. Observations at the BISP/Partner agency level 

 

The Assistant Director of the Tehsil Pattika Office registered the complaint and forwarded it 

to the Regional Office but has received no response so far. No computers or internet facility is 

available at the Tehsil office. They send people to a nearby internet café to check their status 
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at their own cost. However, Bibi Jan’s husband was very satisfied with the attitude of the 

Tehsil Office staff. 

 

7. Lesson learnt/Conclusion 

 

 Despite the fact that the survey has been conducted, a poverty score card filled in the 

beneficiary’s name, and an acknowledgment slip issued, there is no record of the beneficiary 

in the BISP database. This kind of a case is a common occurrence in Kashmir.  

 Due to unavailability of an internet service at the Tehsil Office Pattika, people are forced to 

check their status as a local net café; a service for which they have to pay each time.  

 

8. Recommendation 

 

 Beneficiary record lists should be updated on a priority basis so that people can come to know 

their status without having to go to great trouble. 

 If the cause of the problem is that the PSC forms have not been submitted by the survey 

organization, resurvey or re-entry of these cases may be arranged. 

 Better access is urgently needed in BISP offices which do not have basic connectivity or even 

computers. 

 All cases forwarded onwards to higher offices should have a response time to the local Tehsil 

office that has to interface with the beneficiary. 
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Grievance Case Study Number: G-AJK-13 

Nature of Case: Appeal for eligibility 

Complainant/ Beneficiary: Begum Jan 

Wife of: Nazeer Hussain 

Complainant, if not beneficiary herself: Nazeer Hussain 

Address: Mahajer Camp Village Neeli 

CNIC Number: CNIC misplaced 

PSC form number: 7676391 

Date Study Conducted 22
nd

 January 2012 

 

1. Summary of the Case Study: 
 

Begum Jan is a 50 year old handicapped woman who lives in Mahajer Camp, district Hattian 

Bala. One of her legs was severely injured in the 2005 earthquake and she does not know whether 

she will ever be able to walk again. As a result of the Poverty Score Card (PSC) survey held, she 

was not declared as an eligible beneficiary for the BISP cash grant scheme because her PMT 

score of 18.95 was above the cut-off of 16.17.  

 

Upon learning that this was possible from a neighbour, she filed an eligibility appeal in October 

2011 in the BISP Tehsil Office, Hattian Bala to become an eligible beneficiary. The appeal was 

forwarded to the BISP Regional Office Muzaffarabad at the end of the same month but a response 

is still awaited.  

 

2. Beneficiary/Complainant’s Profile/ Background information: 
 

Begum Jan, wife of Nazeer Hussain is a 50 year old unlettered housewife. She is living in a 

refugee camp near Neeli village. She came from Urri village of Maqbooza Kashmir to Hattian 

Balla in 1990. She lives with her husband and three children. She has five children of which one 

daughter and one son are married and living in separate houses. The three sons who live with her 

are getting their education at a nearby public school. Begum Jan and her family migrated to Azad 

Kashmir in 1990 to escape the conflict in the disputed areas of Kashmir.  

 

The family’s primary source of income is an IHK fund for refugees. The amount they receive is 

Rs. 1500 per person but this is not enough for the family’s needs. The camp is populated by very 

poor people and the structures they live in are not in a good condition. The family shares two very 

small congested rooms with iron sheet roofs. They do not have access to drinking water or 

drainage in the camp. The camp is situated at the top of a mountain. 

 

3. Background Relation with BISP: 
 

Begum Jan was not selected in the Parliamentarian phase of the BISP programme. She was 

unaware of the details of the BISP but she was familiar with it as ‘Benazir Money’ which she 

came to know of from her neighbours. Like many other women, she believes that every poor 

woman will qualify for the cash grant.  

 

The PSC survey of her household was conducted in December 2010. Her husband gave 

information to the survey team and got a slip as an acknowledgment. She was unaware about the 

survey details but she acknowledged the fact that she participated in the survey. Like many others 

she did not receive any intimation letter.  
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She was not aware of the complaint redressal mechanism but came to know of it when other 

women in her village were lodging their complaints/grievances in the BISP office. As she did not 

receive the cash grants, her husband also submitted a copy of the PSC survey slip and a copy of 

his CNIC to the BISP Tehsil Office, Hattian Balla. Her husband’s CNIC was used for registering 

the appeal because she had misplaced her own at that time. She informed us that if she got the 

cash grant, she will use it for her treatment. 

 

4. How did the complaint/grievance emerge? 
 

Begum Jan has not been selected as a beneficiary because her PMT score of 18.95 is over the cut-

off of 16.17 set by the BISP. Her husband has filed an eligibility appeal on the basis that his wife 

qualifies as a handicapped person.  

 

Her husband heard that the people had started receiving cash grant instalments but their camp had 

been ignored. He took the PSC slip and went to the BISP Tehsil Office Hattian Balla to check his 

wife’s status. Here he came to know that her PMT score is above the required PMT for eligibility. 

When he told the Assistant Director at the office that his wife is disabled, the AD advised him to 

submit an appeal on the basis of the disability. He submitted a written application for appeal at the 

Tehsil Office.  

 

5. Processing of the case: 
 

Begum Jan’s husband submitted a written application along with a doctor’s note to the Assistant 

Director of the BISP Tehsil Office Hattian Balla in October of 2011. The AD forwarded a copy of 

the documents to the BISP Divisional Office, Muzaffarabad at the end of month with other 

complaints/grievances for further process but has received no response thus far.  

 

Her husband visits the Tehsil Office 4 or 5 times in two months by foot to follow up progress on 

the application. It costs him Rs. 40 for a round trip to the BISP Office, on meals and other 

expenses.  

 

6. Observations: 
 

a. General observations  

 

Begum Jan and her family have endured many hardships. They have had to leave their home 

to escape the violence in the disputed territories and are now living in terrible conditions in a 

refugee camp. Begum Jan’s leg was fractured in a road accident and was once again injured in 

the 2005 earthquakes. It is yet to heal fully and she is unable to walk as a result.  

 

b. Observations at the beneficiary level 

 

Begum Jan could not visit the BISP Office due to her leg injury. Her husband works as a 

labourer if and when he can find work. He had to forego this to visit the BISP offices several 

times. The IHK fund for refugees is their primary source of financial support. She and her 

family are very needy and living in the poor conditions of a refugee camp. 

 

c. Observations at BISP/Partner agency level 

 

The BISP Tehsil Office registered her case and forwarded an appeal for disability to the 

Divisional Office. A BISP official told the TPE team that they are working to collect the data 

of refugees and will soon announce a cash grant for every refugee household. He was of the 
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view that the BISP will provide them a smart card as a fast efficient way of transferring 

money to them. 

 

7. Lessons learnt/Conclusion 
 

 The level of understanding about BISP and its processes amongst beneficiaries was very low. 

A separate system is being put in place to cater for Internally Displaced People. 

 

8. Recommendations 
 

 BISP should give priority to cases such as Begum Jan’s and process their applications 

quickly.  

 There is also a need to keep appellants informed about the status of the complaint so they do 

not need to visit the offices repeatedly.  

 BISP should consider a special programme for Kashmiri refugees or a separate policy may be 

announced to support them.  
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Grievance Case Study Number: G-AJK-14 

Nature of Case: Change of address and CNIC update 

Complainant/ Beneficiary: Shamim 

Wife of: Muhammad Muneer 

Complainant, if not beneficiary herself: Abid 
Address: Maera Bagot chakothi 

CNIC Number: 822029238742 

PSC form number: 7867011 

Date Study Conducted 5
th
 February 2012 

 

1. Summary of the Case Study: 
 

This is the story of Shameem Akhter, who at the young age of 33 became widowed and was since 

living with her in-laws. Due to some domestic dispute her in-laws expelled her from their home 

around four months ago. She has since been living with her brother who is supporting her. She 

has been declared as an ‘eligible with household discrepancy’ beneficiary after the Poverty 

Scorecard Survey (PSC) was held in December 2010. Though there was discrepancy at the 

household level two other beneficiaries were also declared eligible in the same household. 

Shamim was declared as an eligible beneficiary and her payments were also generated. 

 

She wishes to have her address changed and her payments delivered to her new address as her in-

laws have refused to let her collect her cash grant from there. She has submitted an application to 

this effect to the BISP Hattian Balla Tehsil Office in October 2011. However, the staff at the 

office has not forwarded her application to a higher office and until reporting this case no action 

had been taken.  

 

2. Beneficiary/Complainant’s Profile/ Background information: 
 

Shamim Akhter is the unlettered 35 year old widow of Muhammad Muneer. Shamim is living in 

Maira Bagot village in UC Chakothi. She is living with her brother because her in-laws expelled 

her from their house around four months ago. She has two daughters who are as yet living with 

her in-laws. Since her expulsion from her in-laws’ home, she is living with her brother who 

supports her financially. Her brother is working as a pharmacist. Qasim Jan and Salma Bibi are 

two other beneficiaries living in the house of Shamim’s in-laws. 

 

Her husband was working as a waiter in a hotel at Karachi when he died of a heart attack two 

years ago. She did not get any of her husband’s property or a home where she can live with their 

children. She was dependent on her father-in-law after her husband’s death.  

 

The village, where she now lives, is situated on a mountain top at a considerable altitude. The 

roads in the village and leading to the village are in very bad condition. NGOs that work to 

alleviate poverty, public schools and a pharmacy are all situated around a half kilometer distance 

from her brother’s home.  

 

3. Background Relation with BISP: 
 

Shamim Akhter was not selected under the Parliamentary phase of the BISP cash grant scheme. 

She was unfamiliar with the BISP, the existence of a complaint redressal system and any selection 

criteria. She only knew of ‘Benazir Money’ that she came to know of after hearing about it from 

neighbors. Like many other women, she considers that every poor woman is eligible for the cash 

grant.  
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She was included in the PSC survey that was conducted in December 2010. Her father-in-law 

gave her information to the survey team and received an acknowledgment receipt.  

 

If she gets the cash grant she plans to use it to arrange for her own accommodation so she can live 

independently with dignity. 

 

4. How complaint/grievance emerged?  
 

Shamim Akhtar wishes to have her CNIC data updated (Address change) in the BISP database so 

that she may start receiving instalments under the cash grant programme. She also wishes to have 

her address changed from her in-laws home to her brother’s house. 

 

Someone from her in laws told her that her mother-in-law’s and her own name had been tagged as 

‘eligible with discrepancy’ in the BISP records. According to the BISP website, her payments had 

been generated but were marked as undelivered. And in fact one payment showed as delivered. 

She wants to change her address because her in-laws will never facilitate her in getting her cash 

grant money delivered at her brother’s address. She said that they will keep the payments with 

them or if the Postman cannot deliver to her, payment may be returned to BISP. 

 

She contacted her father-in-law to ask him to request the Postman to drop her payments at her 

brother’s house if any money order comes for her but they refused to help. She asked her nephew 

Abid to submit an application to the BISP Office to have her address changed. When Abid visited 

the BISP Tehsil Office Hattian Balla, he came to know the actual situation of the case. 

 

Shamim Akhter and her mother-in-law were both declared as beneficiaries but with a ‘household 

discrepancy’. The BISP website shows that the payments have been generated on 28
th
 October 

2011 and 26
th
 December 2011 of amount Rs. 2000 each. The Assistant Director was also not clear 

about the discrepancy because information on the BISP website was confusing for him. He asked 

him (the nephew of Shamim) to submit Shamim Akhter’s CNIC with a written application to 

change her address. 

 

In her application, she requested a change of address for payment delivery because her in laws 

will not inform her if the cash grant is delivered. Her nephew submitted the application with her 

CNIC copy to the BISP Tehsil Office. 

 

5. Processing of the case: 
 

Shamim Akhter’s nephew Abid submitted her application on October 2011 to the Tehsil Office 

Hattian Balla. The Assistant Director got her application submitted but did not forward it to the 

Divisional Offices. He told the TPE team that the office was collecting all application of same 

nature and keeping it and these would only be sent to Divisional office, if demanded. Her nephew 

visited 5 to 6 times in two months to follow up the progress of the application, spending Rs. 100 

van fare each way.  

 

6. Observations: 
 

a. General observation 

 

Shamim Akhter’s poverty score card was filled by her in-laws who expelled her from their 

home. She has been declared as a beneficiary with discrepancy and she now wants to change 

her address in the BISP database so that the payment could be delivered to her current 
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residential address. She fears her in-laws will take her instalments if they are delivered to 

their home. 

 

The area where she is living is very far from the BISP Tehsil Office. Case of change address 

and CNIC is not very complicated but due to the case management system not being 

functional there are delays and difficulties. 

 

b. Observation at the beneficiary level 

 

It was not feasible for Shamim Akhter to make repeated visits to the BISP Tehsil Office. It 

costs her Rs. 200 round trip and the journey takes four hours. It is also very hard to find 

transportation most of the time. The widow’s two daughters are living with her in-laws and 

they don’t allow Shamim Akhter to meet them. She is living with her brother’s family and 

depends on him to provide for her entirely. 

 

c. Observation at BISP/Partner agency level 

 

The BISP Tehsil office was not clear about how to deal with these complaints. They don’t 

have any register or proper filing to keep these applications or complaints in proper record 

keeping. No computer was available there in the office and hence no access to the Case 

Management System (CMS) which was in any case not operational at the time of the study. 

They also do not forward complaints to the BISP Divisional office for further processing. 

 

No one can receive payment without showing their original CNIC but if her mother-in-law 

does not receive Shameem’s cash grant (3 installments marked undelivered) then according to 

the BISP rules her payments will be suspended after 6 months. Shamim actually didn’t know 

about the discrepancy and she just wanted to change her address. The BISP website was 

showing household Discrepancy but the Assistant Director could not explain the exact 

discrepancy as this was not clear from the website. 

 

7. Lessons learnt/Conclusion 
 

 The level of understanding among the beneficiaries was very low. The causes of the 

Discrepancy for Shamim Akhter were not clearly mentioned on the BISP web site or internal 

systems and it was difficult for Tehsil staff to solve this issue or forward it onwards under 

those circumstances.  

 Authority to change beneficiary’s address was not delegated at the BISP Tehsil level which is 

also a reason for delay in solving these cases. 

 

8. Recommendation 
 

 BISP should plan training on complaint handling and the case management system and ensure 

that all offices are equipped with computers with internet access. 

 Change of address and the CNIC update processing authority should be available at Tehsil 

level. 

 

 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 2 - Grievance Case Studies 

G-AJK-15 
 

J40252714 

GHK Consulting Ltd. 680 

Grievance Case Study Number: G-AJK-15 

Nature of Case: CNIC update  

Complainant/ Beneficiary: Nazia Khan 

Daughter of: Mahmood Chuhdery 

Complainant, if not beneficiary herself: Mahmood Chuhdery 

Address: Lokari Najam Khan 

CNIC Number: NA 

PSC form number: 7726802 

Date Study Conducted 19
th
 January 2012 

 

1. Summary of the Case Study 
 

This is the story of a hard working young girl named Nazia. She has recently turned 19 and is an 

avid student. She participated in the Poverty Score Card (PSC) survey, held in December 2010 

but did not have a CNIC at the time and hence is tagged as ‘discrepant’ in the BISP database. 

 

Upon approaching the local BISP office, the Assistant Director explained the issue to her father 

and told him to get his daughter’s CNIC made and submit a copy to the BISP office for up-dating. 

Her father duly followed the AD’s advice and submitted all the required documents to the BISP 

Tehsil Office Bagh on 28
th
 October 2011. The application has since been forwarded to the BISP 

Head Office in November 2011 in a monthly report for processing but a change in Nazia’s status 

was still awaited at the time of the study.  

 

2. Beneficiary/Complainant’s Profile/Background information 
 

Nazia Khanum is a 19 year old girl who lives with her parents and siblings in village Lokari 

Najam Khan of Bagh District. She has completed matriculation and her two sisters and four 

brothers are enrolled in local public schools. Her father works for daily wages doing odd labour in 

Bagh city. His income is insufficient considering the number of individuals who are dependent on 

him.  

 

The area where Nazia Khanum’s family is living is a poor locality. No main street leads to her 

house and the family of eight is sharing two rooms albeit with a small kitchen and washroom 

which are attached to an open drain. Her mohallah lies some 2 to 3 kms away from the main road.  

 

Nazia is her parents’ eldest child. She and her sisters also give tuitions to children in the 

neighbourhood to contribute to the family’s income. Her mother is a housewife, whose dearest 

wish is that her children become educated and are able to rise out of poverty. Rashida Jan, her 

mother, is another eligible beneficiary in the household.  

 

If Nazia is able to avail the BISP cash grant, she will use the money to pay for her younger 

siblings’ education and to pay for much needed repairs to their house.  

 

3. Beneficiary’s Relationship with BISP 
 

Nazia’s family was not included in the Parliamentarian’s Phase of the program. Her mother 

asserted that only those who had links with the MLA were included in the first phase.  

  

Nazia was well informed about BISP from TV and FM radio ads. She did not know about any 

selection criteria for eligibility. She believed that every poor woman who participated in the PSC 
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survey was eligible for the cash grant. She considers that her family is poor and must therefore be 

declared eligible. 

 

The PSC survey of her household was conducted one year ago, around November or December of 

2010. She was given an acknowledgment slip by the team. At the time of the survey she did not 

have a CNIC but has since had one made.  

 

She knew about the BISP Office and its location because women from her neighbourhood went 

there to check their name on the list of beneficiaries and register complaints. 

 

If Nazia avails of the BISP cash grant, she will use this money for her and other younger brother 

and sister’s study and will also use it for repair of their home. 

 

4. How complaint/ grievance emerged? 
 

Nazia’s issue is that she is tagged as ‘discrepant’ in the BISP database as her CNIC info has not 

been updated after a passage of around six months since she submitted a complaint along with the 

CNIC. 

 

Nazia’s father Mehmood Chauhdhry went to the BISP Tehsil Office Bagh to enquire about his 

daughter’s cash grant installments. The Assistant Director checked her status and told her father 

that his daughter would get the cash grant in fifteen days after her CNIC is made and a copy of it 

is submitted to his office. After that Nazia applied for her CNIC.  

 

5. Processing of the case: 
 

Nazia’ father approached the BISP Office Bagh on 28
th
 October 2011 to make enquiries and 

submit an application requesting that his daughter’s CNIC data be updated.  

 

The Assistant Director registered his application at the end of October 2011 (exact date was not 

mentioned) and forwarded it to the BISP Divisional Office in November 2011. These Offices in 

turn forwarded the application to the BISP Head Office in Islamabad for the data to be entered 

and updated.  

 

Since then she has been making 4 to 5 visits a month to the BISP Tehsil Office to follow up the 

progress of her application and spends Rs. 100 on the round trip from their home to BISP Tehsil 

Office Bagh but the issue is yet to be resolved. 

 

6. Observations: 
 

a. General Observations: 

 

Nazia lives in hilly area and her village is on the top of a mountain, at a fair distance from the 

main road. Although electricity is available in the village, the family cannot afford to pay the 

bill that has accumulated and so their home’s electricity has been disconnected. She and her 

siblings are all hardworking students and they sometimes borrow a connection of electricity 

from their neighbours to study. 

 

She is planning to continue her education if she gets the cash grant and is waiting anxiously 

for a positive response. Nazia also wants to spend the cash grant on repairing their home and 

on her siblings’ education.  
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b. Observation at beneficiary level 

 

Nazia is a student of 1st year and has six brothers and sisters. All are receiving education in 

government schools. They can’t really afford transport and her father went half way on foot 

and half way by van to the BISP Tehsil Office to file the complaint. He paid Rs. 100 round 

trip for the van ride. Since then Nazia herself has been following up incurring expenses she 

can ill afford. Nazia doesn’t want to leave her education. Her father was satisfied with the 

Assistant Director’s helpful attitude but was a little irritated with the slow processing of the 

case by the BISP Head Office. 

 

c. Observation at BISP/partner agency level 

 

The Assistant Director deals with every complainant very politely and cordially and guides 

them very clearly. When the Tehsil Office staff registers a complaint they put a summary of 

the case in an Excel file which they forward on a monthly basis to the Divisional Offices. 

 

In BISP Tehsil Office Bagh, there was a proper system of making soft copy records available, 

however, the BISP has not provided them with necessary equipment like computers, internet 

etc. Most staff members are using their personal computers. There is a fairly decent waiting 

room at the Tehsil Office for the complainants.  

 

There is no complaint mechanism system in Tehsil and Divisional office, so they forward all 

the complaints/applications to the BISP Headquarters to resolve. The process is quite slow 

and telephonic reminders do not seem to help. 

 

7. Lesson learnt/Conclusion 
 

 The level of understanding among beneficiaries was not very good. They often feel that a visit 

to the BISP Office will cause the cash grants to start coming in immediately. 

 The beneficiary has had her CNIC made and knows she fulfils BISP’s criteria. 

 The staff at the BISP Tehsil Level Office engages with and guides complainants very well. 

After one or two months, (BISP Tehsil Office Bagh told Nazia’s father that in one or two 

months the case will be resolved) Nazia will hopefully get her cash grant and can continue her 

studies. 

 

8. Recommendation 
 

 Before the time for the survey, an awareness raising campaign for community should be 

launched so people are clear on what documents, such as CNIC’s, they are required to submit. 

 BISP Tehsil Offices should be equipped to deal with these types of grievances and be able to 

resolve them in a reasonable time-frame. 
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3.0 Assessment of the Data Entry Process 
 

3.1 Scope of the Work 
 

In accordance with the TOR the data entry processes and procedures shall be observed in the 

different places it is to take place. The process evaluation of data entry centres shall record 

and analyse the methods employed to maintain accuracy and promote efficiency of at least 

two (02) Centres of the Data Entry Organization (NADRA) per quarter. This monitoring shall 

continue for as long as the data entry takes place. The data entry is at speed and moving 

towards an end. In this situation, the GHK team would try to capture at least eight 

observations through visiting various centres where data entry would be on going.  

 

3.2 Objective  
 

Timely feedback shall be provided to BISP and opportunities to improve the accuracy and 

efficiency of the data entry process will be identified. Note that quantitative assessment of the 

data entry accuracy shall be carried out by the Spot Check consultants.  The findings of the 

two exercises should be reviewed in conjunction with each other.  

 

3.3 NADRA as BISP’s Data Entry Organization  
 

The everlasting output of the PSC survey is the data. It is important to capture the data 

accurately and in a timely manner. The BISP data entry process is planned and outsourced to 

NADRA for data entry. NADRA started the data entry process from July 2010.  

 

At the beginning, NADRA used their own data entry centres located at different locations in 

Pakistan (Islamabad, Lahore, Multan, Sukkur and Karachi).  

 

However later on due to heavy in flow of the poverty score cards, NADRA subcontracted the 

data entry component to other organisations / firms, as NADRA had  limited capacity to 

undertake  data entry of the whole nationwide survey.  

 

NADRA has instituted a systematic process for the monitoring and quality assurance of the 

data entry done by its partner organisations.  

 

It is important to note that NADRA sub-contracted almost 96 percent of the total data entry 

job to its partners and 4 percent of data entry was undertaken by NADRA itself using its 

internal capacity (Table 3-1).  

 

Table 3-1: NADRA Data Entry Centers List 

 
Sr. No. Company Name POs / NADRA Location 

1 DPS PO Islamabad 

2 IA PO Islamabad 

3 NIFT PO Islamabad 

4 Deloitte PO Islamabad 

5 Systems ltd PO Islamabad 

6 360 MYASCO PO Islamabad 

7 Advance Tech PO Lahore 

8 NCBMS PO Islamabad 

9 Karachi NADRA Karachi 

10 Lahore NADRA Lahore 

11 Multan NADRA Multan 

12 Sukkur NADRA Sukkur 
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Sr. No. Company Name POs / NADRA Location 

13 PHQ ISB NADRA Islamabad 

14 HQ NADRA Islamabad 

 

3.4 NADRA’s POs TORs 
 

NADRA advertised the RFP for outsourcing of data entry facility and manpower for data 

entry of BISP PSC forms. The POs are responsible for the following as per their TORs.  

 

1. Data entry work of survey forms using the application software provided by NADRA. 

The formats indicated are for a single form and double data entry needs to be carried out. 

2. Application software is the responsibility of NADRA 

3. Verification and validation conducted during the data entry process in real time with 

NADRA database systems 

4. NADRA provided the mode of transfer of scanned data to POs 

5. QC is carried out by NADRA through application software at NADRA HQ. 

6. Only QC passed data transferred to NADRA’s central server 

 

3.5 Approach and Methodology 
 

GHK would evaluate the data entry process as per the guidelines / process described in the 

“Data Entry, Validation, Verification and Beneficiary Selection” guidelines in the Operational 

Manual. The GHK Data Entry Expert would mainly follow the data entry and control process 

mentioned in the manual (Figure 3-3). Any deviation from the manual would be recorded, 

analysed and reported to BISP.    

 

For this purpose, GHK Data Expert shall spend at least one day in each centre for the process 

evaluation of data entry.  The following tools / techniques would be used for undertaking the 

process evaluation of data entry; 

 

1. Meetings with BISP / NADRA 

2. Structured Observation using Checklist 

3. Direct Observation of the data entry processes 

4. Meetings with DATA Entry Staff 

5. Self-Experience through practicing different processes 

 

3.6 Main Processes evaluated;  
 

The following aspects will be carefully monitored and reviewed: 

 

 How and in what form PSCs are received at NADRA? 

 Logging of Received PSCs 

 Pre-scanning Process 

 Scanning Process 

 Process of Generation and delivery of “challan” form 

 How scanned images of PSCs are delivered to Data Entry Centres  

 Hardware and software specifications 

 Working Environment of the data entry centre 

 Checking procedures and supervision of data entry 

 Uploading of scanned data to database for data entry 

 Staffing for the data entry (The number and qualifications/skills of data entry operators, 

quality checkers and examiners) 
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 Training to the DEO, QC and Examiners 

 Documentation of the software 

 The number of forms entered per day per person, including error rates 

 Check form number validation mechanism in term of (duplicate, illegible, empty, 

photocopy and annulled) 

 Double data entry 

 Verification of CNIC and name with NADRA database 

 Monitor QC (Quality Checker) process 

 Monitor examiner process 

 NADRA quality check procedures on data finalized by data entry centres 

 Uploading final data from data entry centre to NADRA’s database 

 Self-experiencing data entry problem by carrying out data entry 

 Monitor NADRA’s data entry centre’s internal procedures, controlling mechanisms and 

daily reporting system or MIS 

 Final data uploading from NADRA to BISP 

 

3.7 Main Steps in Data Entry Process as per the BISP’s Guidelines / TORs  
 

Essentially, the whole process of the data entry can be sub-divided into the following 

components;  

 

a) Scanning 

b) Data Entry 

c) Uploading data to BISP database 

 

a) Scanning 

 

The scanning part consists of two steps. BISP POs after completing the PSCs send these to 

NADRA HQ through courier / post etc. On receipt NADRA registers the number of received 

forms in the inventory notebook as per information displayed on the cover letter / envelope.  

After logging these forms are sent for pre scanning.  

 

During the pre-scanning process, the following key tasks are performed;  

 

a. Assigning a batch number 

b. Counting of the forms 

c. Segregation of single, double and triple forms 

d. Removing staple pins, glue or gums from the forms  

e. Separating forms sticking with each other 

f. Removing damaged forms 

g. Removing blank / non filled forms 

 

During this pre-scanning process all the data logged onto the papers is reconciled with the 

actual number of forms. If there is any variation in the number of forms scanned and the 

numbers of forms displayed on the cover letter, a letter is sent to the POs informing them 

about the variation in the number of forms.  

 

After the pre-scanning process, the forms are ready for the final scanning. During the 

scanning process forms are scanned on both sides and these are saved as jpg images. Scanned 

images are also stored on the local system with unique numbers. Every batch has a different 

number of images of forms. After successful completion of the scanning process, a delivery 
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“challan” is generated for handing and taking over of the scanned images to a data entry 

centre. The delivery “challan” may or may not contain more than one batch. 

 

b) Data Entry 

 

The scanned forms are processed and uploaded into the system. Two different Data Entry 

Operators (DEOs) enter the form into the system. After the DEO 1 & DEO 2enter the form 

separately, these are compared with each other. If data entry of both DEOs matches with each 

other, the data is directly stored into the data base. However in case of any mismatch, data is 

referred to QC1 and QC2 for quality check. If at the level of QC 1 and QC 2, there is any 

discrepancy during the validation stage, then data is forwarded to the Examiner for the final 

data validation process else the data is stored into the database. Please see Figure 3-2 for 

describing the whole data entry process.  

 

c) Uploading data to BISP database 

 

After the completion of Quality checks at NADRA HQ, the data is transferred through 

NADRA’s Database administrator to the BISP database located at BISP HQ through internet 

link. 

 

Figure 3-2:  Data Entry Operation at POs level 
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Figure 3-3:  Data Entry and Quality Control Process 
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3.8 Observations of DPS Data Entry Centre  
 

Brief Introduction of the PO 

 

DPS (Digital Processing System Incorporation) was one of the eight data entry firms 

contracted for the data entry of PSC by NADRA through a competitive bidding process. DPS 

had established two data entry centres, one in Islamabad and another in Karachi. The full 

installed capacity of both the DPS’s  data entry centres was 20,000 per day.  

 

Recruitment process of the Data Entry Persons 

 

The minimum qualification for the data entry operators was Matriculation / Intermediate. The 

applicants first  have to go through a typing speed test. The candidates passing these tests 

were recruited.  

 

Training and Development  

 

DPS has developed a rigorous training program for the data entry persons. They have 

developed dummy software which was used for the training of data entry persons. Each data 

entry operator has to do the practice of entering PSCs data on the dummy software for one 

week. After this training, the data entry operators were given the actual tasks of PSCs data 

entry in the data base provided by BISP / NADRA. .  

 

Overall Environment of the Data Entry Centres  

 

The overall working environment of DPS’s data entry centre was good. The data entry centres 

were well lit, equipped with both heating and cooling system with the back-up of electricity 

generators. The desks and the seats were comfortable for the data entry purpose.   

 

Hardware’s and Software’s Specifications 

 

DPS’s Data entry centres were equipped with four main servers and these were according to 

the NADRA’s specification. The Sequel Serve 2000 database was being run on these servers. 

The following is the details of these servers;  

 

 Two Servers for data entry and QCs 

 One server for back up 

 One server for the audit of NADRA 

 

There were around 450 computers in both the centres. These were Pentium 4 specification 

systems with WINDO XP as the operating system that was installed.  

 

Woking Hours of the Centres  

 

During the peak hours these centres were run for 24 hours in three shifts, eight hours per shift. 

 

Payment and Remuneration to the staff 

 

DPS paid the data entry operators per PSC. DPS used to pay the data entry operators who 

were carrying out data entry with accuracy at the rate of 4 rupees per form , while  the data 

entry operators who were doing data entry with mistakes were paid at the rate of 3.5 rupees 

per form. DPS paid the QC and Examiner personnel at the rate 0.75 rupees per form. 
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Staff turn out and their training 

 

Staff turnover  only occurred when there was a delay from NADRA in providing scanned 

PSCs to the DPS and this slowed down the data entry process. As almost all the data entry 

centres were based in Islamabad and the data entry personnel from these centres kept shifting 

from one centre to another, in most of the cases training was not needed.  
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3.8 Key Processes Observed at NADRA and DPS 
 

Key Processes Related to PSCs 

Data Entry 

Tools Used for the Process evaluation for 

the data entry of poverty score cards 

Our observations Comments/recommendations 

Handling of PSCs at NADRA   Observation 

 Meeting with NADRA and POs staff  

BISP Survey organisations were delivering 

PSCs in sealed packets and details of the forms 

(numbers, area / regions, POs) were marked on 

the front side of the packets.  

 

PSCs forms were opened and counted. 

 

In case packets were delivered by hand, an 

acknowledgement receipt was issued to the 

person delivering the PSCs packets.  

 

NADRA was maintaining a register to record 

the details of the received PSCs packets from 

the survey organisation.  

Process was smooth and it has been 

fine-tuned by NADRA through 

learning and experience.  

Logging and Pre-scanning of 

Received PSCs 
 Observation 

 Meeting with NADRA and POs 

 

After logging the PSCs packets, these were 

opened and counted 

 

During the counting process, blank and 

damaged PSC forms were separated and 

rejected. 

 

Final numbers of the poverty score cards after 

deducting blank, damaged etc were 

communicated to the survey organisations.  

 

Staple pins attached to the PSC forms were 

removed and PSC forms stuck together due to 

gum were also separated. This was done to 

ensure smooth scanning of the PSC forms. 

 

PSCs with additional PSC sheets were also 

separated so that the additional sheet is also 

Process was smooth and it has been 

fine-tuned by NADRA through 

learning and experience. 
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Key Processes Related to PSCs 

Data Entry 

Tools Used for the Process evaluation for 

the data entry of poverty score cards 

Our observations Comments/recommendations 

scanned.  

Scanning Process  Observation 

 Meeting with NADRA and POs 

 

After the pre-scanning process, packets ready 

for  scanning are delivered in the scanning 

process.  

 

Each packet / bundle to scan is assigned a 

unique bundle / packet ID.  

 

A folder is also created in the system with the 

same unique ID and all the scanned forms are 

automatically saved in this unique folder.   

 

Delivery of Scanned Images to Data 

Entry Organisation  
 Observation 

 Meeting with NADRA and POs 

 

The scanned forms saved in the unique folders 

are copied on the DVDs / USB.  A challan 

form was developed having all the details of 

the folders / PSCs copied in the DVDs / USBs. 

The DVDs/ USBs and the challan forms were 

delivered to the data entry organisation for the 

data entry process.     

 

Uploading of Scanned Images of 

PSCs to database for the data entry 

purpose  

 Observation  

 Meeting with Data Entry Management / 

Staff 

PSCs scanned images received from NADRA 

are copied into the system. 

 

Software which was developed by the NADRA 

was run onto the system for loading images 

into the database. 

 

In case there is a variation in the number of 

images mentioned on the challan form and the 

actual images received on DVD / USB, this 

was communicated to NADRA for the 

correction / verification of the records.  

We observed one critical issue 

related to loading of PSCs images 

into the database. The software run 

for loading the PSCs images can 

only load a specific size of the 

images. Any image which was less 

or greater than that specification 

was sent to a folder “Unprocessed” 

by the software and a report was 

also generated. The size of the 

images sent into the “Unprocessed” 

folder was readjusted and software 

was run again for uploading these 

images into the data base.  

 

It is recommended that NADRA 
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Key Processes Related to PSCs 

Data Entry 

Tools Used for the Process evaluation for 

the data entry of poverty score cards 

Our observations Comments/recommendations 

should upload the image into the 

database and after this the database 

should be delivered to the Data 

Entry Organisation.  

 

Secondly, NADRA should encrypt 

the images as well for ensuring the 

security of the PSCs. This 

encryption of the poverty score 

cards will not allow easy access to 

PSCs. Due to the encryption; PSCs 

can only be observed / seen 

through the NADRA’s software.  

Data Entry Process  

 

Double data entry 

 Observation 

 Meeting with NADRA and POs staff 

DEOs were carrying out the data entry of the 

PSCs using double data entry system to ensure 

accuracy.  

 

PSCs were allocated to the data entry operator 

randomly by the software.  

 

Data entry operators also matched the family 

members whose CNICs are given in the PSCs 

with the NADRA database.  

 

We observed a critical issue during 

name matching with the NADRA 

database which was too slow 

sometimes due to link problems 

between NADRA and PO’s. Due to 

this the no. of forms which were 

entered was reduced. 

Monitoring, Supervision and Quality 

Control  
 Observation  

 Meeting with Data Entry Management / 

Staff 

DEO instituted multilayer quality control 

measures for ensuring the accuracy of the PSCs 

data entry.  

 

DEO were also using the Quality Checker for 

ensuring accuracy of the data entry done by the 

data entry operators. As each PSC was being 

entered by the two data entry operators 

allocated to the task,  in case of any variation in 

the data entry of the same form, these types of 

As per the data entry guidelines, if 

there are  variations in the data 

entry of the same forms entered by 

the two data entry operators, one 

Examiner will check the cases and 

validate the data entry. However, 

NADRA being the DEO of BISP 

used two QCs instead of one QC 

for ensuring greater accuracy and 

precision in the data entry. This is a 
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Key Processes Related to PSCs 

Data Entry 

Tools Used for the Process evaluation for 

the data entry of poverty score cards 

Our observations Comments/recommendations 

PSCs were referred to the Quality Checker by 

the software automatically. The variation in the 

data entry was observed and analysed by the 

two Quality Checkers separately. If the 

variations are addressed and validated by both 

the Quality Checkers, the PSCs are sent to the 

database. In case  these are not validated, then 

these are referred to the Examiner who takes 

the final decision.   

good practice introduced by 

NADRA.  

 

NADRA quality check procedures 

on data finalized by data entry 

centres 

 Observation  

 Meeting with Data Entry Management / 

Staff 

DEO submitted the filled PSCs in batches to 

NADRA. NADRA also instituted further 

control and quality assurance mechanisms to 

ensure that NADRA’s data entry partners have 

carried out the data entry accurately.  

 

NADRA picked 10 per cent of the PSCs 

randomly from the batch submitted by the 

partner data entry organisations. These 10 per 

cent poverty score cards are verified through a 

Quality Checker. In case there are more than 3 

percept discrepancies, the whole batch was 

rejected and returned to the partner data entry 

organisation for re-entering of all the PSCs in 

the particular batches.  

Our observation is that the database 

was not very well protected 

through security checks and 

encryption. In this situation, it is 

possible that the database 

administrator may manipulate  the 

database. There are chances that 

NADRA’s data entry partner 

organisation might have not re-

entered the PSC batches returned 

by the NADRA and the data entry 

partner organisations might have 

manipulated the database and 

returned the rejected batches again 

to NADRA without  actually re-

entering  the PSCs. This might 

have affected the quality and 

accuracy of the data entry of PSCs. 

 

It is recommended that  strict 

security checks and protective 

measures should be taken for the 

protection of the database to ensure 

it is not manipulated by the data 

entry organisation.   
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Key Processes Related to PSCs 

Data Entry 

Tools Used for the Process evaluation for 

the data entry of poverty score cards 

Our observations Comments/recommendations 

Uploading final data from data entry 

centre to NADRA’s database 
 Observation  

 Meeting with Data Entry Management / 

Staff 

The PSCs batches cleared by NADRA are 

uploaded by the data entry partner organisation 

on the NADRA’s database server through the 

web link.  
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3.9 Observations of 360 MYASCO Data Entry Centre  
 

Brief Introduction of the PO 

 

360 MYASCO was one of the eight data entry firms contracted for the data entry of the PSCs 

by NADRA through a competitive bidding process. 360 MYASCO had established one data 

entry centre in Islamabad. The full installed capacity of the 360 MYASCO’s data entry centre 

was 40,000 per day.  

 

Recruitment process of the Data Entry Persons 

 

The minimum qualification for the data entry operators was Matriculation / Intermediate. The 

applicants first had to take a typing speed test. The candidates passing these tests were 

recruited.  

 

Training and Development  

 

360 MYASCO has developed a rigorous training program for the data entry persons. 360 

MYASCO has used a dummy database  for the training of data entry persons. Each data entry 

operator has to carry out the practice of entering PSCs data on the dummy software for three 

days. After this training, the data entry operators were given the actual tasks of PSC data 

entry in the database provided by BISP / NADRA. .  

 

Overall Environment of the Data Entry Centres  

 

The overall working environment of 360’s data entry centre was good. The data entry centre 

was well lit, equipped with cooling system with the back of electricity generators. The desks 

and the seats were comfortable for the data entry purpose.   

 

Hardware’s and Software’s Specifications 

 

360’s Data entry centre was equipped with one main server and this was according to the 

NADRA’s specifications. The Sequel Serve 2000 database was being run on the server. 

 

There were around 250 computers in the centres. These were Pentium 4 specification systems 

with WINDO XP as the operating system  installed.  

 

Woking Hours of the Centres  

 

During the peak hours the centre was run for 24 hours in three shifts, eight hour per shift. The 

first shift  started at 8 in the morning.   

 

Payment and Remuneration to the staff 

 

360 paid the data entry operators per PSC. 360’s management were reluctant to disclose the 

payment to DEO per PSC. 

 

Staff turn out and their training 

 

Staff turnover  only occurred when there was delay from NADRA in providing scanned PSCs 

to the 360 and this slowed down the data entry process. As almost all the data entry centres 
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were based in Islamabad personnel  from these centres kept shifting from one centre to 

another. Therefore, in most of the cases training was not needed.  
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3.9 Key Processes Observed at NADRA and 360 MYASCO 
 

Key Processes Related to PSCs 

Data Entry 

Tools Used for the Process evaluation for 

the data entry of poverty score cards 

Our observations Comments/recommendations 

Handling of PSCs at NADRA   Observation 

 Meeting with NADRA and POs staff  

BISP Survey organisations were delivering 

PSCs in sealed packets and details of the forms 

(numbers, area / regions, POs) were marked on 

the front side of the packets.  

 

PSCs forms were opened and counted. 

 

In case packets were delivered by hand, an 

acknowledgement receipt was issued to the 

person delivering the PSCs packets.  

 

NADRA was maintaining a register to record 

the details of the received PSCs packets from 

the survey organisation.  

Process was smooth and it has been 

fine-tuned by NADRA through 

learning and experience.  

Logging and Pre-scanning of 

Received PSCs 
 Observation 

 Meeting with NADRA and POs 

 

After logging the PSC packets, these were 

opened and counted 

 

During the counting process, blank and 

damaged PSC forms were separated and 

rejected. 

 

Final numbers of the poverty score cards after 

deducting blank, damaged etc were 

communicated to the survey organisations.  

 

Staple pins attached to the PSCs forms were 

removed and PSCs forms stuck together due to 

gum were also separated. This was done to 

ensure smooth scanning of the PSC forms. 

 

PSCs with additional PSC sheets were also 

separated so that the additional sheet is also 

Process was smooth and it has been 

fine-tuned by NADRA through 

learning and experience. 
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Key Processes Related to PSCs 

Data Entry 

Tools Used for the Process evaluation for 

the data entry of poverty score cards 

Our observations Comments/recommendations 

scanned.  

Scanning Process  Observation 

 Meeting with NADRA and POs 

 

After the pre-scanning process, packets ready 

for  scanning are delivered for the scanning 

process.  

 

Each packet / bundle to scan is assigned a 

unique bundle / packet ID.  

 

A folder is also created in the system with the 

same unique ID and all the scanned forms are 

automatically saved in this unique folder.   

 

Delivery of Scanned Images to Data 

Entry Organisation  
 Observation 

 Meeting with NADRA and POs 

 

The scanned forms saved in the unique folders 

are copied on  DVDs / USB.  A challan form 

was developed having all the details of the 

folders / PSCs copied in the DVDs / USBs. 

The DVDs/ USBs and the challan forms were 

delivered to the data entry organisation for the 

data entry process.     

 

Uploading of Scanned Images of 

PSCs to database for the data entry 

purpose  

 Observation  

 Meeting with Data Entry Management / 

Staff 

PSCs scanned images received from NADRA 

are copied into the system. 

 

Software which was developed by the NADRA 

was run onto the system for loading images 

into the database. 

 

In case there is a variation in the number of 

images mentioned on the challan form and the 

actual images received on DVD / USB, this 

was communicated to NADRA for the 

correction / verification of the records.  

We observed one critical issue 

related to loading of PSCs images 

into the database. The software run 

for loading the PSCs images can 

only load a specific size of the 

images. Any image which was less 

or greater than that specification 

was sent to a folder “Unprocessed” 

by the software and a report was 

also generated. The size of the 

images sent into the “Unprocessed” 

folder was readjusted and software 

was run again for uploading these 

images into the data base.  

 

It is recommended that NADRA 
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Key Processes Related to PSCs 

Data Entry 

Tools Used for the Process evaluation for 

the data entry of poverty score cards 

Our observations Comments/recommendations 

should upload the image into the 

database and after this the database 

should  be delivered to the Data 

Entry Organisation.  

 

Secondly, NADRA should encrypt 

the images as well for ensuring the 

security of the PSC score cards. 

This encryption of the poverty 

score cards will not allow easy 

access to PSCs. Due to the 

encryption; PSCs can only be 

observed / seen through the 

NADRA software.  

Data Entry Process  

 

Double data entry 

 Observation 

 Meeting with NADRA and POs staff 

DEOs were carrying out the data entry of the 

PSCs using double data entry system to ensure 

accuracy.  

 

PSCs were allocated to the data entry operator 

randomly by the software.  

 

Data entry operators also matched the family 

members whose CNICs are given in the PSCs 

with the NADRA database.  

 

We observed a critical issue during 

name matching with the NADRA 

database which was too slow 

sometimes due to link problems 

between NADRA and the PO’s. 

Due to this the no. of forms that 

could be  entered in a certain time 

were reduced. 

Monitoring, Supervision and Quality 

Control  
 Observation  

 Meeting with Data Entry Management / 

Staff 

DEO instituted multilayer quality control 

measures for ensuring the accuracy of the PSCs 

data entry.  

 

DEOs were also using the Quality Checker for 

ensuring accuracy of the data entry done by the 

data entry operators. As each PSC was being 

entered by the two data entry operators 

allocated to the task  in case of any variation in 

As per the data entry guidelines, if 

there are  variations in the data 

entry of the same forms entered by 

the two data entry operators, one 

Examiner will check the cases and 

validate the data entry. However, 

NADRA being the DEO of BISP 

used two QCs instead of one QC 

for ensuring greater accuracy and 



Targeting Process Evaluation for 

Cluster: A (Upper Punjab, Ky PKWA, FATA, GB & AJ&K) 

Section 3 

Assessment of the Data Entry Process 
 

J40252714 

GHK Consulting Ltd. 702 

Key Processes Related to PSCs 

Data Entry 

Tools Used for the Process evaluation for 

the data entry of poverty score cards 

Our observations Comments/recommendations 

the data entry of the same form, these types of 

PSCs were referred to the Quality Checker by 

the software automatically. The variations in 

the data entry was observed and analysed by 

the two Quality Checkers separately. If the 

variations are addressed and validated by both 

the Quality Checkers, the PSCs are sent to the 

database. In case  these are not validated, then 

these are referred to the Examiner who takes 

the final decision.   

precision in the data entry. This is 

good practice on the part of 

NADRA.  

 

NADRA quality check procedures 

on data finalized by data entry 

centres 

 Observation  

 Meeting with Data Entry Management / 

Staff 

DEO submitted the filled PSC in batches to 

NADRA. NADRA also instituted further 

control and quality assurance mechanisms to 

ensure that NADRA’s data entry partners have 

carried out the data entry accurately.  

 

NADRA picked 10 per cent of the PSCs 

randomly from the batch submitted by the 

partner data entry organisations. These 10 per 

cent poverty score cards are verified through a 

Quality Checker. In case there are more than 3 

per cent discrepancies, the whole batch was 

rejected and returned to the partner data entry 

organisation for re-entering of all the PSCs in 

those particular batches.  

Our observation is that the database 

was not very well protected 

through security checks and 

encryption. In this situation, it is 

possible that the database 

administrator may manipulate  the 

database. There are chances that 

NADRA’s data entry partner 

organisation might have not re-

entered the PSCs batches returned 

by the NADRA and the data entry 

partner organisations might have 

manipulated the database and 

returned the rejected batches again 

to NADRA without  actually re-

entering  the PSCs. This might 

have affected the quality and 

accuracy of the data entry of PSCs. 

 

It is recommended that  strict 

security checks and protective 

measures should be taken for the 

protection of the database to ensure 

it is not manipulated by the data 
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entry organisation.   

Uploading final data from data entry 

centre to NADRA’s database 
 Observation  

 Meeting with Data Entry Management / 

Staff 

The PSCs batches cleared by NADRA are 

uploaded by the data entry partner organisation 

on the NADRA’s database server through the 

web link.  
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