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Payment Case Study Number P-Q3-Upper Punjab-01 

Nature of Case BDC not issued due to mismatch of finger prints 

Complainant/ Beneficiary Anwar Begum 

Widow of: Muhammad Hussain 

Complainant, if not beneficiary herself - 

Address Village Pindwal, Tehsil & district Attock. 

CNIC Number 37101-0731292-6 

PSC form number 17028299 

Date Study Completed 31
st
 January 2013 

 

1. Receiver Woman / Complainantôs Profile and Background 
 

Anwar Begum is a 73 years old, physically disabled widow living with her eldest son in Attock. 

She has five children including one son and four daughters. Her children are married and 

presently she lives with her eldest son, who is the only source of income, he works as labourer 

with mason and gets Rs.10,000 per month. 

 

She lives in a five marla house which comprises of three rooms, an open kitchen and a washroom. 

All the streets including the one leading to her house are paved having drain lining sewerage 

system. Shaheen Yousaf, daughter in law of Anwar Begum is also a beneficiary living in the same 

house. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

According to Anwar Begum, PSC survey was done in November 2010 at her door step. After 

filling the PSC form the survey team issued her a survey receipt and advised her to keep it safely 

for future reference. She also possessed a valid CNIC at the time of PSC survey that she shared 

with the enumerators. She mentioned that she had been declared ineligible in BISP under the PSC 

survey, however, she became a potential beneficiary after processing of her appeal for eligibility 

by the BISP. After becoming the BISP beneficiary, she did not receive any letter from BISP 

confirming her eligibility in the programme. 

 

She is unaware of the BISP eligibility criteria and how she got selected? She mentioned that she 

does not know who is providing the BISP cash grants but she quoted that ñMay God bless 

him/her who is providing the BISP cash grant instalment to help and support the poor peopleò. 

She informed that she had used the previous BISP instalments of Rs.6,000, partially for the 

purchase of groceries and partially for her own treatment. 

 

Anwar Begum informed that her household was declared ineligible in BISP programme then she 

came to know regarding appeal for eligibility through village postman. In April 2012, her 

daughter-in-law visited the BISP office where she filed an appeal for eligibility that got approved 

in May 2012 by meeting two criteriaôs (senior citizen in the household, and, household with 4 or 

more children under 12 years of age). 

 

By the end of August 2012, she received first BISP instalment amounting to Rs.3,000 through 

village postman at her door step. At that time, she was informed about change in payment mode 

with advice to collect her Benazir Debit Card (BDC) from BISP Tehsil office for further 

withdrawal of BISP instalments. She was further informed that if she failed to collect her BDC 

then BISP would stop generating instalments in her name. She informed of her disability and 

mentioned that she could not walk and move, however, the postman informed that she needs to 

visit the BDC Centre to collect her BDC. 



Targeting Process Evaluation for 

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

Section 1 ï Payment Case Studies 

P-Q3-Upper Punjab-01 
 

J40252714 

GHK Consulting Ltd. 2 

Being disabled it was quite hard for her to walk, accordingly her son arranged a wheelchair and a 

taxi (car) for the ease and convenience of her mother. Very next day, she went to BISP office 

situated at a distance of around 30 KM from her locality. She went along with her son and 

daughter in law and incurred a cost of Rs.1,000 for the round trip to BISP office. 

 

3. How did the Complaint Emerge? 
 

At BISP office, the staff checked her online tracking information and referred her to the NADRA 

counter for the BDC issuance process. At NADRA counter, the staff observed that due to her old 

age, the system failed to identify her finger prints and thumb impression of the beneficiary. At 

this, the NADRA official gave her a NADRA reference slip/token and advised her to visit 

NADRA office for her record verification. The official explained that in order to get BDC Token 

Number, the system needs to verify the beneficiaries thumb impression and without verification 

the system cannot issue a token numberò. 

 

Anwar Begum along with her son went to NADRA office, where the staff helped by registering 

her as óAmputatedô and applied for her CNIC. The beneficiary received her new CNIC in 

September 2012 having some vague and feeble thumb impression and took it to the NADRA 

counter at BISP Tehsil Office. However, she once again faced a refusal from the NADRA staff 

mentioning that óNADRA did not receive any instructions to process issuance of BDC without 

thumb verification and that system would not allow to do soô. Disappointed Anwar Begum 

returned back home and did not know where to go for getting her problem solved. 

 

4. Processing of the Complaint 
 

4.A Provider Version 

 

The complaint of the beneficiary was filed and recorded by the staff of BISP Tehsil office, 

Attock on a register maintained for the recording of different payment related complaints. Her 

complaint was discussed and highlighted by the concerned AD with District Manager, 

NADRA and also with BISP-HQ. The concerned District Manager, NADRA informed that to 

process such cases NADRAôs database available in BISP office for BDC distribution required 

some modification for the identification and verification of such beneficiaries. The Assistant 

Director (AD) was further advised by BISP HQ to keep this case separate and resolve the 

remaining BDC cases. The AD was further informed that BISP Management is developing 

application form for the verifications of beneficiaries like Anwar Begum. The AD was 

advised to wait till the launching and circulation of that application form. 

 

4.B Client Version 

 

Anwar Begum is frustrated regarding failure to get the BDC. However, she feared that BISP 

may not stop sending instalment in her name as informed by the village postman. She 

informed that her eldest son and daughter in law are illiterate and they do not know how to 

use the BDC through ATM. She further mentioned that there is no ATM/ Point of Sale (POS) 

available even in her adjacent villages and after collecting BDC her eldest son would need to 

visit the Attock city to withdraw the instalments. 

 

According to Anwar Begum, she does not have any other source of income except her eldest 

son and she does not want to become a burden on her son who already has seven children to 

feed. In this context, she mentioned that being an old age widow, BISP cash grant has helped 

her in supporting her and she is much obliged to current ruling government for starting such 
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programme for the poor and deserving people. She is quite hopeful that BISP will continue 

sending her cash grant in the future through Pakistan Post. 

 

5. What We Learned? 
 

¶ The beneficiaryôs thumb impression could not be confirmed due to old age, despite receiving 
a new CNIC that bears her vague finger prints but NADRA database available in the BISP 

office failed to verify the beneficiaryôs record. The beneficiary does not want to get a BDC 

for the withdrawal of BISP cash grant and consider it difficult to use. She is quite happy to 

receive BISP instalments through postman and considers it a most suitable mechanism for the 

delivery of BISP cash grant. 

¶ To facilitate such beneficiaries BISP has designed a certificate which has been circulated to 

all BISP Tehsil Offices in order to verify beneficiaries whose thumb(s) could not be verified 

due to: i) age, ii) accident, iii) physical disability, iv) work or v) some other reason(s). The 

certificate will require filling the relevant information of the beneficiary, duly testified by 

some local person essentially from the beneficiaryôs locality and having valid CNIC. The 

BISP Assistant Director of concerned Tehsil will put his/her signatures and stamp on the 

certificate verifying that the information regarding BISP beneficiary and the person testifying 

are both correct. After necessary verifications, the AD would give a receipt to the beneficiary 

only for submission at the NADRA counter to by-pass Thumb Verification on the NADRA 

system for obtaining BDC. 

 

6. Recommendations 
 

¶ The Beneficiaries Verification Certificate circulated to BISP Tehsil Offices to facilitate 

beneficiaries like Anwar Begum [whose thumb(s) could not be verified due to: i) age, ii) 

accident, iii) physical disability, iv) work or v) some other reason(s)] to their BDC should be 

filled and pursued by BISP staff so that women with ñthumb impressionò problems could get 

their CNIC/ BDCs.. 

¶ BISP should update the Case Management System (CMS) with new capability of dealing with 

BDC related complaints. 

¶ BISP Tehsil staff should be provided clear policy on dealing with BDC related complaints. 

¶ BISP staff training is required for dealing with BDC related cases, their recording, handling 

and processing. 
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Payment Case Study Number: P-Q3-Upper Punjab-02 

Nature of Case: Non-Payment due to Snatching of BDC 

Complainant/ Beneficiary: Zarina Bibi  

Wife of: Jaafar Ali 

Complainant, if not beneficiary herself: NA 

Address: Village Nawa Baboora, Ahmed Pura, nearby Lahore 

Bypass, Tehsil Chiniot. 

CNIC Number: 33201-1404555-4 

PSC form number: 17894089 

Date Study Completed 5
th
 October 2012 

 

1. Receiver Woman / Complainantôs Profile and Background 
 

Zarina Bibi is 42 years old, married and illiterate woman. She has five children (three sons and 

two daughters). Two of her sons 14 and 06 years old are school going, while youngest son is not 

of school going age. Her two daughters (16 and 10 years old) stays at home helping their mother 

in household chores, however they are not attending the school to financial constraints. Her 

husband works as labourer in a garments factory in Faisalabad city and he gets Rs.12,000 per 

month. She also works as labourer in agriculture land during sowing and harvesting seasons and 

gets wheat in return of her services. 

 

She lives in a three Marla self-owned katcha house, which consists of one room and a bathroom 

while a small corner of the court yard is used as a kitchen. The family has a colour television, few 

trunks, a hand pump, few wooden beds (chorpoyees) and a functional mobile phone. 

 

The area where she resides is known as Nawa Baboora situated adjacent to under construction 

Lahore bypass. All the streets in the area are unpaved without any drainage system. The street 

leading to her house is also unpaved. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Zarina was selected as a BISP beneficiary under the Poverty Score Card (PSC) phase in 2011. She 

informed during PSC Survey, the enumerators camped in a Haveli of Numberdar where she got 

surveyed with other neighbouring households and she also received the survey acknowledgement 

slip. She was charged Rs. 150 by the enumerators for filling her PSC form. She had a valid CNIC 

at the time of survey that she shared with the enumerators. She did not receive any BISP letter 

regarding her eligibility or discrepancy in BISP Programme. 

 

She does not know much about BISP but considers that the BISP cash grant has been provided by 

the Pakistan People Party for their voters and supporters. Till the date of TPE team visit, she had 

received Rs.12,000 and she had utilized the instalments, partially for the purchase of groceries 

and partially to dismount the bill of milkman. 

 

By the end of June 2012 she collected a money order of Rs.3,000 from Post Office, Ahmed Pura 

and the postal staff there informed her about change in payment mode from Post Office to Bank 

through BDC and also the location of BISP office. She was further instructed by the postal staff to 

carry her CNIC, PSC slip and paid vouchers while visiting the BISP office to collect her Benazir 

Debit Card (BDC). 

 

The very next day, she along with her youngest son visited BISP office situated in satellite town 

at a distance of around twenty five kilometres from her residence. She went there by Ching Chi 
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rickshaw and incurred a cost of Rs.120 for the round trip and after going through the cumbersome 

process she got her BDC. On the instructions of bank staff at BDC Centre she along with her 

eldest daughter visited Chiniot city by spending Rs.240 and got her instalment through Bank 

Alfalah ATM with the assistance of bank staff present outside the ATM at that time. 

 

3. How did the Complaint Emerge? 
 

She was happy to receive the instalments and she put the withdrawn amount in an envelope 

containing BDC and arrived at rickshaw stand which was at a walking distance. She was quite 

near the rickshaw stand when abruptly two strangers who were on motor bike snatched her 

envelope containing her cash and BDC and ran away. Despite her screaming and frantic cries no 

one came to help her. 

 

She did not know what to do and decided to visit the BISP office to complain and reached BISP 

office by spending Rs.30 on a Ching-Chi rickshaw. 

 

4. Processing of the Complaint 
 

4.A Providersô Version 

 

On her visit to BISP Tehsil office Chiniot she met the Assistant Director (AD) whom she 

found courteous. She shared her predicament with BISP staff that referred her to the Bank 

counter in the BISP office for BDC distribution. The bank staff through their own cell phone 

made a contact to Bank Alfalah Phone Banker through helpline and registered her complaint. 

The phone banker also talked to Zarina, listened her complaint and advised her to visit the 

BISP office within a month to get a new BDC. The BISP and bank staff did not take a written 

complaint or documents but asked her to visit the office again within a month to get her new 

BDC. 

 

The Bank staff deputed in BISP Tehsil office for BDC Centre maintain an excel sheet for the 

recording of BDC reissuance complaints on the instruction of bank management. From that 

sheet her complaint was registered on 30
th
 July 2012, bearing a complaint/serial number 04 

and the said complaint was resolved on 28
th
 August 2012. 

 

4.B Clientôs Version 

 

Zarina told that in the first week of July she visited BISP office thrice to collect her BDC. She 

could not get BDC in her first two attempts due to rush of beneficiaries and also due to some 

network system failure. She did not make any follow up visit to collect her new BDC and 

around a week ago she visited BISP office and got her new BDC. On all the visits she used 

Ching Chi rickshaw and incurred a cost of Rs. 250 for each round trip to the BISP office. 

 

Despite her bitter experience, she was happy with the alternate (BDC) payment mode to some 

extent. In this context she informed that she had collected all the BISP MOs from Post Office. 

Ahmed Pura situated at a distance of around five kilometres from her residence. Each time 

she went there by Ching-Chi rickshaw by incurring a cost of Rs.60 and in addition the 

postman also used to deduct Rs.200 from each BISP MO instalment. She did not know when 

she would receive her next instalment and decided to give her BDC to her husband who is 

working in Faisalabad, she considers that it would be quite easy for her husband to check the 

status of her BISP instalments through ATM with the help of his colleagues. 

5. What We Learned? 
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¶ Zarina lodged her complaint on 30
th
 July in BISP Tehsil office, Chiniot and the complaint was 

resolved on 28
th
 August 2012. It took around one month for the resolution of her complaint. 

But, neither the bank nor BISP staff informed the beneficiary about the resolution of 

complaint and she collected her BDC around two months later. 

¶ The beneficiary told that she withdrew her cash grant with the help of a bank official 

¶ Till the date of our visit Zarina has received Rs.12,000. She has received Rs.9,000 through 

post office and Rs.3,000 through BDC. She has given her BDC and original CNIC to her 

husband for the withdrawal of her next cash instalment. 

¶ The concerned BISP AD in response to the handling and processing of BDC related 

complaints informed that it is the responsibility of Bank staff deputed in BISP office, BDC 

Centre. After the completion of BDC distribution assignment Bank Alfalah, Chiniot will be 

responsible to handle record and process the BDC complaints. The concerned AD did not 

know how many BDC complaints his office had received. He further told that although they 

have been instructed by their Divisional Director to maintain a comprehensive record of BDC 

complaints but he cannot comply due to inappropriate staff strength.  

 

6. Recommendations 
 

¶ The BISP staff being the main facilitator/ stakeholder of BDC assignment need to play their 

positive role and should keep the record of BDC related complaints as instructed by their 

Divisional Director. For this, BISP staff may involve the bank staff to develop an action plan 

to manage comprehensive record of BDC complaints. 

¶ BDC reissuance complaint usually resolves within two weeks but this complaint took around 

one month to resolve. BISP Management should look into this matter seriously and some 

prompt action should be taken for the timely resolution of complaints. 
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Payment Case Study Number: P-Q3-Upper Punjab-03 

Nature of Case: Non-Payment due to Lost BDC Pin Code 

Complainant/ Beneficiary: Bashiran Begum 

Wife of: Muhammad Aslam 

Complainant, if not beneficiary 

herself: 

- 

Address: Village Saba, Tehsil & District Chakwal. 

CNIC Number: 37201-1625636-8 

PSC form number: 20921253 

Study Completed 21
st
 December 2012 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Bashiran Begum is a 43 years old illiterate woman. She has five children including three 

daughters and two sons. All of her children are school going. Her husband works as labourer at a 

restaurant and he gets Rs.9,000 per month. Bashiran Begum herself is not involved in any income 

generation activity to support her family and most of the time she stays at home to look after her 

children and also to perform domestic chores. 

 

She lives with her family in a three Marla self-owned semi-pacca house which consists of two 

rooms, a washroom and an open kitchen. The locality where she lives is situated on Chakwal-

Talagang road. Most of the streets including the one leads to her house are paved with open 

drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

She has been declared BISP beneficiary under phase-II of the BISP after the Poverty Score Card 

(PSC) survey. The householdôs PSC survey was conducted at her door step in December 2010 by 

a survey team. After completing her survey form, she was given a survey receipt for future 

reference. She possessed an expired CNIC at the time of PSC survey and at the instruction of the 

enumerators she applied for updated CNIC by incurring a cost of Rs.300. She did not receive 

BISP letter regarding her eligibility or discrepancy in the programme. 

 

She does not know much about BISP but considers that BISP cash grant has been provided by 

Mohtarma Benazir Bhutto being the representative of poor people. So far, she had received 

Rs.22,000 and had utilized that amount for the purchase of groceries and other household items. 

 

In March 2012, the beneficiary received a BISP money order from the postman who informed her 

regarding the change in payment mode from Pakistan Post to Bank through BDC. She was 

advised by the postman that she needs to visit the BISP Tehsil office to collect her Benazir Debit 

Card (BDC) otherwise BISP would stop generating instalment in her name. 

 

She visited the BISP Tehsil office situated at a distance of around 50 km from her locality with 

her husband by Ching Chi rickshaw and further by bus and incurred a cost of Rs.220 for the round 

trip. After going through the necessary procedures, she got her BDC on the same day. She 

withdrew a BISP instalment from a Telenor franchise. After getting cash grant she placed her 

BDC in a cupboard safely. 

 

3. How did the Complaint Emerge? 
 

She was informed by the Bank Staff appointed in BISP Tehsil office for BDC distribution that she 

would receive Rs.3,000 for each quarter. Accordingly in July 2012, she took her BDC containing 
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envelope and visited the Telenor franchise to get another BISP instalment. She handed over her 

envelope to the franchise owner, who informed that there was no Pin Code in the envelope. 

 

She told him that whatever she received from the BISP Tehsil office was in the envelope and she 

has placed her BDC containing envelope at a safe place. On this, the franchise owner informed 

her that she could not receive BISP cash grant without her Pin Code. She was further advised and 

referred to the BISP Tehsil office for registration of her complaint. 

 

From Telenor franchise she went to the BISP office situated at a distance of around five 

kilometres. She went there by Ching Chi rickshaw and incurred a cost of Rs.30. 

 

4. Processing of the Case 
 

4.A Providersô Version 

 

She met the BISP Assistant Complaint (AC) whom she found courteous and cooperative. She 

shared her complaint with the AC who referred her to the Assistant Director (AD). AD after 

listening to her complaint referred her to the Bank Counter for the resolution of her complaint 

where the staff advised her to wait for about one month for the resolution/reissuance of a 

BDC. 

 

The AD on the same day sent an email to the BISP HQ regarding loss of Pin Code. The BISP 

AD also received a delivery report with a message that the complaint has been successfully 

lodged into the system. Till the date of our visit, the AD did not receive any response/update 

regarding resolution of her complaint. The said complaint lodged in July 2012 but was not 

resolved till December 21, 2012. 

 

4.B Clientôs Version 

 

The beneficiary visited the BISP Tehsil office five times and she had spent around Rs. 

1,000/1,500 on transportation for the registration and resolution of her complaint. During each 

visit she was informed that her complaint would be resolved and was advised not to visit the 

office frequently as the office would inform her regarding resolution of her complaint. 

Bashiran Begum did not have any information regarding Pin Code and she was greatly 

disappointed over the delay in resolution of her complaint. She was not satisfied over the 

delivery of BISP cash grant through BDC. In this context, she mentioned that she needs to 

spend around Rs.200 on transportation for the withdrawal of BISP amount through BDC that 

is really hard to bear. She considers that Pakistan Post is most suitable option for the delivery 

of BISP cash grant at the beneficiaries door step. 

 

5. What We Learned? 
 

¶ In this case, the beneficiary was declared eligible by BISP but she was neither informed about 

her eligibility nor about change in the payment mode. She was informed by the postman 

regarding change in payment mode and following his advice she visited the BISP office and 

got her BDC. 

¶ Beneficiary hands over her BDC and PIN Code to franchise owner for withdrawing her 

second cash transfer. She was informed by the franchise owner regarding missing/lost Pin 

Code and was referred to BISP Tehsil office where she filed the complaint. The complaint 

was lodged in July 2012 but not resolved till December 21, 2012. 

¶ The BISP AD was frustrated over the inefficient BDC complaint redressal system of partner 

Bank (Tameer Microfinance Bank). In this context he mentioned that for proper registration 
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and resolution of BDC related complaints partner bankôs helpline should be made available 

for the ease and comfort of the beneficiaries and also for the staff. 

¶ In November, another BDC instalment has been transferred by BISP into the beneficiaryôs 
account and she is waiting to get a new BDC for the withdrawal of her instalment. 

 

6. Recommendations 
 

¶ Proper communication between complainants/ beneficiaries and BISP is recommended. 

¶ BISP should send payment schedule to beneficiaries so that beneficiaries may not visit 

ATM/Point of Sale before the time of payment generation. This would also help the 

beneficiaries in chalking out their expenditure plan. 

¶ BISP management should take some immediate measures for early resolution of BDC 

complaints. BISP management should also sensitize and mobilize the partner Bank for 

launching of a comprehensive complaint redressal system to facilitate and compensate the 

beneficiaries. 

¶ In order to minimize the process time of Payment complaints, BISP should improve its 

software so that such complaints could also be addressed through CMS. Currently work has 

started on developing a module for addressing different payment related complaints. 
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Payment Case Study Number P-Q3-Upper Punjab-04 

Nature of Case BDC not issued due to duplicate CNIC 

Complainant/ Beneficiary Haziran Bibi 

Wife of: Shah Nawaz 

Complainant, if not beneficiary herself - 

Address Village Jhatokay, Tehsil Pasrur & district Sialkot. 

CNIC Number 34602-5377803-6, 34602-0700446-2 

PSC form number 21992042 

Study Completed 25
th
 December 2012 

 

1. Receiver Woman / Complainantôs Profile and Background 
 

Haziran Bibi W/o Shah Nawaz is 42 years old, illiterate woman living with her family in Tehsil 

Pasrur. She is a mother of eight children including four sons and four daughters. Her six children 

including three sons and three daughters are attending the school while the remaining two 

children are not of school going age. Her husband works as a labourer with a mason and he gets 

Rs.9,000 in a month provided he works for the whole month. She is not involved in any income 

generation activity to support her family and most of the time she stays at home looking after her 

children and performing domestic chores.  

 

She lives with her family in a five Marlas semi pacca house comprising of two rooms, an open 

kitchen and a washroom. Most of the streets including the one leading to her house are paved but 

has open drains. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Haziran Bibi mentioned that her PSC survey was undertaken in December 2010 at her door step. 

After filling the PSC form the survey team issued her a survey receipt and advised her to keep it 

safe for future reference. After becoming the BISP beneficiary, she did not receive any letter from 

BISP confirming her eligibility for the programme. She mentioned that she came to know about 

the change in payment mode from Pakistan Post to Bank through the Benazir Debit Card (BDC) 

from the area postman of her village. 

 

The beneficiary was unaware of the BISP eligibility criteria and how she got selected in the 

programme. She considers the program is owned by the current ruling government to help and 

support the poor people. She informed that she had used the previous BISP instalments amounting 

of Rs.25,000 for the purchase of groceries and other household items. 

 

In June 2011, during a visit to the market she lost her purse having some amount and her original 

CNIC. A week later, she received a BISP money order from the postman, with whom she shared 

about her lost CNIC. She was informed that in the next week a NADRA Mobile Registration Van 

(MRV) would visit her area and she was advised to apply for her CNIC through MRV. 

 

Some two weeks later she observed a NADRA MRV in her area where she applied for CNIC. She 

was charged Rs.200 by NADRA staff at MRV and advised to collect her CNIC from the NADRA 

office, Pasrur within two months. In end July 2011, she received her lost CNIC from the village 

postman who further informed regarding expiry of her CNIC. 

 

In August 2011, NADRA issued her a duplicate CNIC which she collected from NADRA office, 

Pasrur. 
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In September 2012, the village postman informed her regarding change in payment mode and 

advised her to visit the BISP Tehsil office and collect her BDC for further withdrawals of BISP 

cash grant. Two days later, she along with her husband visited the BISP office situated at a 

distance of around 60 km from her locality. She covered the distance partly by walking and partly 

by bus and incurred Rs.220 for round trip. 

 

3. How did the Complaint Emerge? 
 

At BISP office, she shared both her CNICs with the BISP staff who after checking her online 

tracking information informed that NADRA has erroneously issued her a duplicate CNIC. She 

was further informed that there is no record available on BISP tracking website for the newly 

issued CNIC. She was informed that she could not get her BDC until the cancellation of newly 

issued CNIC and further advised to revisit NADRA office and share the situation with NADRA 

staff. 

 

While revisiting NADRA office Pasrur city she was informed that she needs to submit a Challan 

form amounting to Rs.10,000 for the cancellation and discarding newly issued CNIC. She 

returned back to BISP office and shared the situation with the BISP AD who mentioned that BISP 

could not help in fixing her problem and was advised to wait until some relaxation was announced 

by NADRA. Discontented Haziran Bibi returned back home and did not know where to go for 

getting her problem resolved. 

 

4. Processing of the Complaint 
 

4.A Providersô Version 

 

The case of Haziran Bibi was filed and recorded by the staff of BISP Tehsil office Pasrur on a 

register maintained for the recording of different payment related complaints. The complaint 

has been discussed by the concerned BISP AD with District Manager NADRA Pasrur. The 

AD explained/clarified that NADRA MRVôs database is often not updated with the 

centralized database and sometimes the MRVs system failed to fetch the record from 

applicantôs household tree due to inaccessible and inefficient network particularly in remote 

areas. Consequently, such Duplicate CNIC cases have been observed. The AD was further 

informed that such cases are not in large numbers; however, District Manager disclosed that 

for such cases, NADRA has designed a policy to exempt the underprivileged BISP 

beneficiaries. According to BISP AD, the said policy is likely to be implemented from March 

2013. 

 

4.B Clientôs Version 

 

Haziran Bibi is frustrated over the problem triggered because of NADRA and she considers 

that she was not at fault. In this context, she mentioned that NADRA has issued her a 

duplicate CNIC and NADRA should cancel it without charging any penalty from her. She 

informed that she also went to Union Councilôs secretary for the resolution of her complaint 

but he couldnôt help her and advised her to remain quiet over. She discussed the matter with 

the area postman who informed there is nothing to worry because BISP will continue sending 

cash grant in her name through Pakistan Post if she would fail to collect her BDC. 

 

During the interview she mentioned that she had received entire BISP money orders at her 

door step regularly and she is quite happy with the delivery of BISP money orders through 

Pakistan Post. She considers that Pakistan Post is most suitable option for the delivery of 

BISP cash grant at the beneficiaries door step.  
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5. What We Learned? 
 

¶ Haziran Bibiôs case is pending till the issue of her duplicate CNICs is resolved. She needs to 

get her duplicate CNIC problem solved through NADRA in order to get her BDC for 

receiving BISP cash grant. 

 

6. Recommendations 
 

¶ BISP should collect and compile the record of beneficiaries with duplicate CNICs from its 

Tehsil offices for further sharing with NADRA management. BISP should also request the 

higher authorities of NADRA to exempt the enlisted BISP beneficiaries. 

¶ BISP should consult and ask the beneficiariesô choice regarding mode of payment i.e. the 

most suitable cash delivery mechanism in their opinion. 
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Payment Case Study Number: P-Q3-Upper Punjab-05 

Nature of Case: Non-Payment due to Fraudulent withdrawal 

Complainant/ Beneficiary: Kalsoom Bibi 

Wife of: Ghulam Shabbir 

Complainant, if not beneficiary 

herself: 

- 

Address: Village Haraaj, Tehsil & District Chakwal. 

CNIC Number: 37201-1116805-8 

PSC form number: 20919675 

Study Completed 21
st
 December 2012 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Kalsoom Bibi is 37 years old, married and illiterate woman. She is a mother of four children 

including one son and three daughters. All her children are school going. Her husband works as a 

labourer with a mason and he earns Rs.9,000 in a month provided that he works for the whole 

month. Kalsoom Bibi herself is not involved in any income generation activity to support her 

family and stays at home to look after her children and also to perform domestic chores. 

 

She lives with her family in a five Marla self-owned semi pacca house which consists of two 

rooms, a washroom and an open kitchen. The locality where she lives is situated on Chakwal-

Chakri road. Most of the streets including the one leading to her house are paved with open 

drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Kalsoom Bibi has been declared BISP beneficiary under phase-II of the BISP programme after 

the Poverty Score Card (PSC) survey. The householdôs PSC survey was conducted at her door 

step in December 2010 by a survey team. After completing her survey form, she was given a 

survey receipt for future reference. She possessed a valid CNIC at the time of PSC survey which 

she shared with the enumerators. She did not receive BISP letter regarding her eligibility or 

discrepancy for the programme. 

 

She does not know much about BISP but considers that BISP cash grant has been provided by the 

Pakistan Peopleôs Party to help and support the poor people. So far, she had received Rs.15,000 

and had utilized that money for the purchase of groceries and other household items. In March 

2012, Kalsoom Bibi collected a BISP MO from the post office, Dalha where the postal staff 

informed her regarding change in payment mode from Pakistan Post to Bank through Benazir 

Debit Card (BDC). She was advised to promptly visit the BISP Tehsil office to collect her BDC 

otherwise BISP would stop generating cash grant in her name. 

 

Kalsoom Bibi visited the BISP Tehsil office situated at a distance of around 60 KM from her 

locality with her husband by Ching Chi rickshaw and further by bus and incurred a cost of Rs.230 

for the round trip to BISP office. Upon reaching the destination she got her BDC and also 

withdrawn a BISP instalment on the same day from a Telenor franchise. In the first week of 

December 2012, she was informed by her neighbouring beneficiaries regarding release of the 

second BISP instalment and she was advised to visit the Telenor franchise to get her BISP cash 

grant. 
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3. How did the Complaint Emerge? 
 

A week later, Kalsoom Bibi along with her husband visited the Telenor franchise situated at a 

distance of around 65 KM from her locality. They went there by Ching Chi rickshaw and further 

by van and incurred a cost of Rs. 250 for the round trip. The franchise owner did not entertain her 

and advised to visit the Bank Alfalah ATM for the withdrawal of cash grant. At bank Alfalah 

ATM she observed BISP Chowkidar helping the beneficiaries in withdrawal of cash grant. She 

requested him for cash withdrawal and few moments later the BISP Chowkidar informed that no 

instalment has been transferred into her BDC account and advised her to revisit the ATM in a 

week. 

 

Some two weeks later she alone revisited the Bank Alfalah ATM where she with the help of a 

stranger who was using the ATM found that there is no cash available in her BDC account to 

withdraw. Discontented Kalsoom decided to visit the BISP office to inquire why no instalment 

had been generated in her BDC account, and when she would likely to receive her next BISP 

instalment? From Bank Alfalah ATM, she went by to BISP office situated at a distance of around 

2 KM on foot. 

 

4. Processing of the Case 
 

4.A Providerôs Version 

 

Upon reaching the BISP office, she met with the Assistant Director (AD) and told she had 

received a single BDC instalment and did not receive her second instalment while her 

neighbouring beneficiaries had received two instalments through BDC.  

 

AD checked her online payment details from BISP website and informed that BISP had 

issued two BDC instalments in her name and both instalments were withdrawn. At this 

Kalsoom swore that she had withdrawn only a single BDC instalment. She further explained 

that during her first visit for withdrawal of second cash grant she found BISP Chowkidar at 

ATM who informed her regarding non-availability of cash in her BDC account. While during 

her second visit a young man at ATM informed about no of cash in her BDC account.  

 

At this, AD called out BISP Chowkidar and asked whether he had committed some fraud and 

withdrawn BISP instalment while using the BDC card of Kalsoom Bibi? On the denial of 

Chowkidar, the AD affirmed that his Chowkidar was a trustworthy and a virtuous man and he 

could not commit such a fraud. Kalsoom was informed that her instalment has been 

withdrawn by the stranger who was actually a treacherous person. AD consoled and solaced 

her saying BISP could not help her anymore and advised her to remain careful and vigilant in 

future while using her BDC at ATM/ POS. 

 

4.B Clientôs Version 

 

The beneficiary visited the ATM/ Point of Sale (POS) two times and had spent around Rs.500 

on transportation to get the cash grant. She is greatly disappointed and frustrated over the loss 

and fraud of Rs.3,000 committed by either of the two persons who helped her. In this context, 

she suggested that BISP should ask beneficiaries regarding which cash delivery mechanism 

they considers most appropriate. 

 

During interview she expressed her annoyance over the fraud saying that as she was regularly 

and without any problem receiving BISP cash grant through the post office so what was the 

need to introduce banking mechanism for the uneducated and vulnerable community. She 
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further mentioned that for the collection of each instalment through BDC she needs to spend 

around Rs.200 and also to spare three/four hours. She considers that Pakistan Post is the most 

suitable option for the delivery of BISP cash grant. 

 

5. What We Learned? 
 

¶ Being illiterate she had to handover her card to someone else for withdrawing from an ATM. 

Her second BISP instalment has been fraudulently withdrawn either by BISP Chowkidar or 

by the stranger through whom she tried to withdraw money. The beneficiary suspects the 

BISP Chowkidar and considers that he has committed fraud with her. 

¶ The AD mentioned that there was only one Telenor franchise functional in Chakwal, but, due 

to some conflict between Telenor and Tameer bank the franchise owner has suspended and 

refused to disburse the instalments to BISP beneficiaries. Accordingly, beneficiaries were 

visiting different ATMs for the withdrawal of BISP amount. 

¶ The beneficiary had collected BISP MOs from the post office Dalha situated at a distance of 

around two kilometres from her locality. During the interview she mentioned that although 

she had travelled and suffered to get the cash grant from the post office yet she was happy and 

satisfied to receive BISP cash grant from the post office rather than BDC.     

¶ The AD was not happy with the induction of BDC for the underprivileged community. In this 

context, he mentioned that he had to spare his office Chowkidar who took beneficiaries to the 

POS/ATM for withdrawal of BISP cash grant. The AD further told during the previous 

disbursement his Chowkidar helped around 3,000 beneficiaries to withdraw BISP cash grant 

from ATM. 

 

6. Recommendations 
 

¶ The awareness and understanding level of beneficiary should be considered while converting 

them to technology driven solution. It may be useful to ask the beneficiary for her choice 

about the mode through which she wants to get her cash transfers. 

¶ BISP management should take some immediate measures for the resolution of BDC related 

complaints. BISP management should also sensitize and mobilize the partner banks for the 

launching of a comprehensive complaint redressal system to facilitate and compensate the 

beneficiaries. 

¶ BISP must test-check some BDC payments to ensure timely delivery of full amount to 

beneficiaries. 

¶ Instead of advising the beneficiary to take care in future and donôt give her card to a stranger, 

the case should have been properly recorded and investigated (as the beneficiary was accusing 

the BISP chowkidar).  
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Payment Case Study Number: P-Q3-Upper Punjab-06 

Nature of Case Non-Payment due to Exchange of Benazir Debit Card 

Complainant/ Beneficiary Khalida Parveen  

Wife of: Muhammad Irfan 

Complainant, if not beneficiary herself - 

Address Oncha Khurd, Tehsil Pasrur, District Sialkot. 

CNIC Number 34602-9825260-6 

PSC form number 21990248 

Date Study Completed 27
th
 December 2012 

 

1. Receiver Woman / Complainantôs Profile and Background 
 

Khalida Parveen is a 42 years old illiterate married woman living with her family in Tehsil Pasrur. 

She is a mother of eight children including three sons and five daughters. Five of her children 

including three sons and two daughters are attending the school while the remaining three 

children are not of school going age. Her husband works as a vendor and he sells ice cream 

through hand cart and earns around Rs.7,000 per month. Khalida Parveen herself is not involved 

in any income generation activity to support her family and stays at home looking after her 

children and performing domestic chores. 

 

She lives with her family in a three Marla semi pacca house comprises of three rooms, an open 

kitchen and a washroom. Most of the streets including the one leading to her house are paved but 

with open drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Khalida Parveen has been declared BISP beneficiary under phase-II of the BISP programme after 

the Poverty Score Card (PSC) survey. The householdôs PSC survey was conducted at her door 

step in November 2010 by a survey team. After completing her survey form, she was given a 

survey receipt for future reference. She possessed a valid CNIC at the time of PSC survey that she 

shared with the enumerators. She did not receive BISP letter regarding her eligibility or 

discrepancy in the programme. 

 

Khalida Parveen was unaware of the BISP eligibility criteria and how she got selected in BISP 

programme. She does not know much about BISP but considers that BISP cash grant has been 

provided by Shaheed Benazir Bhutto being the representative of the poor people. So far, she had 

received Rs.28,000 and had utilized that amount for the purchase of groceries and other household 

items. 

 

According to Khalida Parveen in October 2012, she came to know about the distribution of 

Benazir Debit Card (BDC) from neighbouring beneficiaries. She was further advised to visit the 

BISP Tehsil office and collect her BDC for the withdrawal of next BISP cash grant. 

 

A week later she along with her daughter visited the BISP office situated at a distance of around 

10 KM from her locality. They went by Ching Chi rickshaw and incurred a cost of Rs.120 for the 

round trip to the BISP office. At BISP office she got her BDC. She later withdrew her first BISP 

instalment amounting to Rs.3,000 through BDC from a Bank Alfalah ATM. 

 

Khalida did not know when she would receive her next instalment through BDC. Very next 

month she was telephonically informed by her sisterïin-law about the release of the next BISP 

instalment and was advised to visit Omni shop situated in Tehsil Sambrial at a distance of around 
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50 KM from her locality. Some two weeks later she visited the Omni franchise. She covered the 

distance by bus and further by Ching Chi rickshaw and incurred a cost of Rs.130 for the round 

trip to Omni shop. 

 

3. How did the Complaint Emerge? 
 

At Omni shop she observed huge crowd of beneficiaries. Due to rush, the Omni shop owner 

collected BDCs from a group of ten beneficiaries. After checking the payment status the franchise 

owner informed that no amount has been transferred into her BDC account by BISP and advised 

her to wait and revisit next week. 

 

Some two weeks later when she revisited the Omni shop, Sambrial, she gathered from the Omni 

shop owner that her BDC and Pin Code were mismatched. The Omni shop owner further checked 

her BDC envelope and after observing a slip pasted on envelope she was informed about 

exchange of her BDC with some other beneficiary. She was advised to visit BISP office for 

registration and resolution of her complaint. From Omni shop, she went to BISP office situated at 

a distance of around 45 KM by Ching Chi rickshaw and further by bus and incurred a cost of 

Rs.60 for the trip to the BISP Tehsil office, Pasrur. 

 

4. Processing of the Complaint 
 

4.A Provider Version 

 

Upon reaching the BISP Tehsil office, Pasrur, she met with the Assistant Director (AD) and 

shared her complaint regarding exchange of her BDC. AD asked her about the total BISP 

instalment she had received and afterwards she was referred to Assistant Complaint (AC) for 

the registration of her complaint. AC wrote her CNIC, BDC card and contact number on a 

register maintained for the recording of different payment related complaints and advised her 

to wait for the resolution of her complaint. She was informed that it would take around one 

month for the reissuance of new BDC. She was advised not to visit the BISP office frequently 

as the office would inform her regarding resolution of complaint. 

 

After receiving the complaint, the AD as per instructions of the Bank management sent an 

email to the Area Manager UBL, Pasrur, regarding exchange of BDC. According to AD, such 

complaints were usually resolved in two or three weeks but her complaint was not resolved 

despite more than one and half month has passed. Her complaint was registered on November 

12, 2012 but not resolved till 3
rd
 March 2013. 

 

4.B Client Version 

 

Khalida Parveen was frustrated and discontented with the delivery of BISP cash grant through 

BDC. She considers that there are many issues pertaining to BDC such as lost and theft of 

BDC etc. She considers Pakistan Post is the most appropriate mechanism for the delivery of 

BISP cash grant. In this context, she mentioned that although her area postman has distributed 

her BISP MOs in the post office situated at a distance of around 5 KM from her locality but 

she was happy to receive BISP cash grant from the post office rather than to visit some other 

Tehsil for the withdrawal of BISP cash grant through BDC. 

 

During the interview she mentioned that she had withdrawn first BISP instalment through 

BDC from Bank Alfalah ATM with the help of bank security guard. She further explained the 

BISP staff referred her to Omni shop situated in Tehsil Sambrial for the withdrawal of BISP 

instalment but due to paucity of funds she could not visit the Omni shop and got the amount 
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from ATM. She had not received any update regarding resolution of complaint and she is 

anxiously waiting for a phone call from BISP office about the resolution of her complaint. 

 

5. What We Learned? 
 

¶ In this particular case, the beneficiary was declared eligible with discrepancy in BISP 

programme but BISP HQ neither informed regarding her acceptance in the programme nor 

about change in payment. She was not happy with the delivery of BISP cash grant through 

BDC and considers Pakistan Post as the most suitable option for the delivery of BISP cash 

grant. 

¶ Beneficiary handed over her BDC and PIN Code to bank representative for withdrawing cash 

transfer from an ATM. 

¶ Due to a large crowd at the ATMs at times the BDC was erroneously returned to another 

woman and was exchanged.  

¶ Exchange of BDCs creates a problem because the beneficiaryôs name or CNIC is not printed 
on her BDC which creates confusion as the (mostly illiterate) beneficiaries cannot identify 

which card belongs to which woman. 

¶ AD informed that for exchanged BDC complaints, the UBL would discard the already issued 

BDC and issue a new BDC with Pin Code. The new BDCs would be sent to BISP Tehsil 

office through TCS and the staff would inform the beneficiary regarding resolution of 

complaint. 

 

6. Recommendations 
 

¶ BISP management should take some immediate measures for the resolution of BDC related 

complaints. BISP management should also sensitize and mobilize the partner banks for the 

launching of a comprehensive complaint redressal mechanism to facilitate and compensate 

the beneficiaries. 

¶ BISP should consult and ask the beneficiaries regarding the most suitable mode of payment 

which appeals them. The advised payment mechanism should be chosen by BISP for the 

delivery of BISP cash grant. 

¶ In order to avoid the confusion due to mixing of BDCs of different beneficiaries, personalized 

cards showing names and CNIC may be issued. In case these personalized cards are too costly 

then, at the time of issue at BDC Distribution Centre, at least beneficiaryôs name or CNIC 

may be written on the BDC by using a permanent marker so that they can identify their cards. 
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Payment Case Study Number: P-Q3-Upper Punjab-07 

Nature of Case Non-Payment due to Inactivation of Benazir Debit Card 

Complainant/ Beneficiary Nasreen 

Widow of: Mehboob Ali 

Complainant, if not beneficiary herself - 

Address Railway line near general bus stand. City, Tehsil & district 

Attock. 

CNIC Number 45202-6246499-6 

PSC form number 20804975 

Date Study Completed 2
nd

 January 2013 

 

1. Receiver Woman / Complainantôs Profile and Background 
 

Nasreen is a 43 years old illiterate widow living with her children in Attock. She is a mother of 

eight children including five sons and three daughters. None of her children are attending the 

school due to scarcity of financial resources. She works as a housemaid and serves in different 

houses and earns Rs.5,000 in a month. There is no other source of income for the household. 

 

She lives with her family in a three Marla semi pacca house comprises of two rooms, an open 

kitchen and a washroom. Most of the streets including the one leading to her house are paved with 

open drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

According to the beneficiary her PSC survey was undertaken in November 2010 at her door step. 

After filling the PSC form the survey team issued her a survey receipt and advised her to keep it 

safe for future reference. After becoming the BISP beneficiary, she did not receive any letter from 

BISP confirming her eligibility in the program. 

 

She was unaware of the BISP eligibility criteria and how she got selected in the programme. She 

considers the programme is owned by Pakistan Peopleôs Party to help and support the poor 

people. Regarding usage of the BISP cash grant, she informed that she had used the previous 

BISP instalments amounting to Rs.25,000 for the purchase of groceries and other household 

items. 

 

In September 2012, Nasreen received a BISP money order from the post office, railway line 

where the postal staff informed her about the change in payment mode with advice to collect her 

BDC for further withdrawal of BISP cash grant. She was informed that if she fail to collect her 

BDC then BISP would stop generating cash grant in her name. 

 

A week later she visited the BISP office situated at a distance of around 10 KM from her locality 

with her mother-in-law covering some distance by walking and further by Ching Chi rickshaw 

and incurred a cost of Rs.90 for round trip. 

 

After reaching the BISP office, she got her BDC and was advised by the bank counter to visit the 

bank after 48 hours for the withdrawal of her cash grant. Three days later when she visited the 

provincial cooperative bank where the PoS machine was available. 
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3. How did the Complaint Emerge? 
 

The concerned Bank staff after swiping her BDC informed that no amount had been transferred to 

her account and she was advised to wait and revisit the bank a week later. On revisiting the Bank 

she received the same response from the bank staff and was referred to BISP office for 

registration and resolution of her complaint. On the same day, she visited the BISP Tehsil office 

situated at a distance of around five kilometres from the  Bank. She went there by Ching Chi 

rickshaw and incurred a cost of Rs.30. 

 

4. Processing of the Complaint 
 

4.A Providersô Version 

 

In BISP office, she met with the Assistant Director (AD), with whom she shared her 

complaint. AD checked her online payment details and referred her to the bank staff for the 

registration and resolution of her complaint. The bank staff took a notice of her complaint and 

the staff made a contact to the Phone Banker through the Partner Bank Helpline. She was 

informed that her BDC was not activated and she was advised to wait and keep her contact 

number that she provided at the time of getting her BDC active. She was informed that she 

would receive a text message from Summit Bank regarding resolution of complaint and also 

about transfer of BISP amount in her BDC account. 

 

The complaint was registered in the BISP Tehsil office in October 2012 on a register 

maintained for the recording of the BDC related complaints. But, the case of Nasreen got 

stuck in the BISP Tehsil office and has not yet been resolved. 

 

4.B Clientôs Version 

 

Nasreen was frustrated and disappointed over the delay in resolution of her complaint. She 

expressed her annoyance saying she was receiving BISP money orders from the post office 

and had no complaint from the postal staff. She further mentioned being illiterate and 

uneducated she does not know how and where to use the BDC for the withdrawal of BISP 

amount. During interview she informed that she also went to Union Council (UC) rep of 

Pakistan Tehreek-e-Insaaf (PTI) for the resolution of her complaint but he did not helped her. 

She requested the TPE team for the prompt resolution of her complaint and further for 

shifting of her payment mode to Pakistan Post instead of BDC. She considers that Pakistan 

Post is the most suitable option for the delivery of BISP cash grant at the beneficiariesô door 

step. 

 

Nasreen was not happy with the behaviour and attitude of the BISP staff and complained 

regarding unethical and unprofessional behaviour of the BISP AD. In this context, she 

informed that the behaviour of AD with the beneficiaries was harsh and abusive. However, 

she was quite happy to receive cash grant provided by the BISP and she has a wish that 

government should launch some more programmes like BISP to help and support the poor 

people. 

 

5. What We Learned? 
 

¶ In this particular case, the beneficiary was declared eligible with discrepancy in the 

programme but BISP HQ neither informed regarding her acceptance in the programme nor 

about change in payment mode. She considers that Pakistan Post is the most suitable 

department for the delivery of BISP cash grant rather than BDC. 
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¶ The BISP and the Bank staff do not know about the reasons behind the inactivation of her 

BDC. The said complaint was lodged and processed through helpline, however, it has not 

been resolved till now. 

 

6. Recommendations 
 

¶ BISP should consult and ask the beneficiaries regarding mode of payment i.e. what is the 

most suitable BISP cash grant delivery mechanism in their opinion? 

¶ It should be ensured that BDCs issued to beneficiaries must be activated within 48 hours so 

that the beneficiaries do not have to run around waiting for their payments. 
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Payment Case Study Number P-Q3-Upper Punjab-08 

Nature of Case BDC not issued due to mismatch of fingerprints 

Complainant/ Beneficiary Rehana Bibi 

Wife of: Muhammad Yaqoob 

Complainant, if not beneficiary herself - 

Address Village Golra, Tehsil & District Attock 

CNIC Number 37101-0484334-4 

PSC form number 24051909 

Date Study Completed 2
nd

 January 2013 

 

1. Receiver Woman / Complainantôs Profile and Background 
 

Rehana Bibi is a 34 years old married and primary literate woman living with her family in 

Attock. She has five children including two sons and three daughters. Three of her children 

including one son and two daughters are attending the school while her other two children are not 

of school going age. Her husband works as a labourer/helper in a garment factory and gets 

Rs.9,000 per month. Rehana Bibi herself is not involved in any income generation activity to 

support her family and stays at home looking after her children and performing domestic chores. 

 

She lives with her family in a five Marla semi pacca house comprising three rooms, an open 

kitchen and a washroom. Most of the streets including the one leading to her house are unpaved 

with open drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Rehana Bibi has been declared BISP beneficiary under phase-II of the programme after the 

Poverty Score Card (PSC) survey. The householdôs PSC survey was conducted at her door step in 

December 2010 by a survey team. After completing her survey form, she was given a survey 

receipt for future reference. She possessed a valid CNIC at the time of PSC survey that she shared 

with the enumerators. She did not receive BISP letter regarding her eligibility or discrepancy in 

the programme. According to the beneficiary, she was informed about the issuance of BDC for 

withdrawal of BISP installments from her neighboring beneficiaries. 

 

Rehana Bibi was unaware of the BISP eligibility criteria and how she got selected in BISP 

programme. She does not know much about BISP but considers that BISP cash grant has been 

provided by the Shaheed Benazir Bhutto being the representative of poor people. So far, she had 

received Rs.13,000 and had utilized that amount for the purchase of groceries and other household 

items. 

 

According to Rehana Bibi, in September 2012, she came to know about the distribution of 

Benazir Debit Card (BDC) from her neighbouring beneficiaries. She was advised to visit the BISP 

Tehsil office and collect her BDC for the next withdrawal of BISP cash grant. Very next day, she 

along with her daughter visited the BISP office situated at a distance of around 30 KM from her 

locality. She went by Ching Chi rickshaw and further by van and incurred a cost of Rs.160 for the 

round trip. 

 

3. How did the Complaint Emerge? 
 

After reaching the destination, she met with BISP Assistant Director (AD), who after confirming 

her eligibility status referred her to the NADRA counter for BDC issuance. At NADRA counter 

she was informed about the mismatch of her finger prints and was given a printed token for 
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NADRA to update her finger prints. She went to the NADRA office situated at a walking distance 

and applied for update of her finger prints for CNIC without incurring any cost. She got her new 

CNIC in October 2012 and then she revisited the BISP office. The NADRA staff advised to wait a 

week till the updating of her new CNIC record in NADRA database available in BISP office. Two 

weeks later she revisited the BISP office where she was informed about the failure of biometric 

system and again given a printed token for NADRA to update her finger prints for CNIC. 

Disappointed she went to the AD, BISP and shared the problem with him; he consoled her and 

gave a reference slip to present in NADRA. The reference slip was addressed to NADRA District 

Manager with a request to facilitate the beneficiary and resolve her issue. On the advice of 

NADRA staff she submitted her newly issued CNIC and again applied for update of her finger 

prints for CNIC. 

 

In the first week of December 2012, Rehana Bibi with a new CNIC revisited the BISP office 

where the NADRA system again failed to identify beneficiaryôs finger prints and was referred to 

AD resolution of her problem. 

 

4. Processing of the Complaint 
 

4.A Providersô Version 

 

Disconcerted beneficiary met with BISP AD and shared her problem. To investigate the 

problem, BISP AD called NADRA staff appointed in BISP office for BDC distribution. The 

staff informed that due to some injury on beneficiaryôs thumb nail she failed to properly place 

her thumb on Automated Fingerprints Identification System (AFIS) machine, accordingly 

NADRA system failed to verify her finger prints. 

 

The BISP AD asked the beneficiary regarding her injury on nail. She informed that on eve of 

Eid-ul-Azha she was cutting the meat with knife, during the process she injured her thumb 

resulting in disappearance and removal of half of her thumb nail. The BISP AD also observed 

some recovery from her injury and advised her to wait till full recovery of her thumb and then 

visit the BISP office. The complaint registered in BISP Tehsil office in December 2012 is still 

pending. 

 

4.B Clientôs Version 

 

Rehana Bibi was unsatisfied with the delivery of BISP cash grant through BDC. She 

mentioned that government is helping and supporting the poor people through cash grants. 

She was unhappy and dissatisfied with the behaviour and attitude of AD BISP and 

complained regarding his behaviour. In this context, she informed that the behaviour of AD 

with the beneficiaries was harsh. 

 

5. What We Learned? 
 

¶ During interview with the beneficiary, injury and bandage observed on the right thumb of the 

beneficiary. 

¶ The concerned BISP Tehsil office has received and registered five NADRAôs AFIS failure 
cases. All of those cases got stuck in the BISP office due to unclear BISP/NADRA policy 

regarding issuance of BDCs. In this context, the AD complained regarding delay in updating 

of NADRA centralized database with the database made available in BISP office for BDC 

distribution. The AD informed that standard time for the update of finger prints and 

reissuance of CNIC by NADRA is around two or three weeks, however, in most of the cases 

NADRA took around two month for the update and reissuance of beneficiaryôs CNIC. 
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¶ The beneficiary complained that the behaviour of AD with beneficiaries was harsh. He was 

misbehaving with those beneficiaries who were repeatedly visiting the BISP Tehsil office. 

 

6. Recommendations 
 

¶ The awareness and understanding level of beneficiary should be considered while converting 

them to technology driven solution. It may be useful to ask the beneficiary for her choice 

about the mode through which she wants to get her cash transfers. 

¶ BISP and NADRA should help the beneficiaries in cases where there is problem of bio-metric 

identification due to injury on fingers or where the finger prints are unclear due to her life of 

tough labour. 

¶ The Beneficiaries Verification Certificate circulated to BISP Tehsil Offices to facilitate 

beneficiaries like Anwar Begum [whose thumb(s) could not be verified due to: i) age, ii) 

accident, iii) physical disability, iv) work or v) some other reason(s)] to their BDC should be 

filled and pursued by BISP staff so that women with ñthumb impressionò problems could get 

their CNIC/ BDCs. 
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Payment Case Study Number P-Q3-Upper Punjab-09 

Nature of Case Non Payment due to Wrong BDC Pin Code 

Complainant/ Beneficiary Samia Kousar 

Widow of: Muhammad Rafique 

Complainant, if not beneficiary herself - 

Address Borra Jungle, Chak Akka,Tehsil Dina, District Jhelum 

CNIC Number 3730154798708 

PSC Form Number 17190738 

Date Study Completed 30
th
 November 2012 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Samia Kousar widow of Muhammad Rafique is a 38 years old illiterate woman living in Borra 

Jungle, Chak Akka Tehsil Dina District Jhelum. She has seven daughters and one son. All of them 

are school going. She works as a maid at nearby houses and earns about Rs.3,000 per month. She 

lives in joint family system in a 4 Marla pacca house. The house comprises three rooms, one wash 

room and an open kitchen. The locality ñBorra Jungle, Chak Akkaò where she lives has well 

developed infrastructure with good sewerage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

She was declared a potential BISP beneficiary after the Poverty Score Card (PSC) survey 

conducted in November 2010. She doesnôt know about the BISP eligibility criteria and how she 

had been selected for the BISP cash grant. BISP survey team, who visited Samia Kousarôs house, 

filled a PSC survey form of her household and issued her a survey receipt for future reference. 

She came to know about BISP through her mother-in-law. 

 

During an interview with the BISP TPE team, she quoted that, ñIf she gets BISP cash grant, she 

will spend it on household expensesò. She considers Pakistan Peopleôs Party (PPP) the owner of 

the BISP and started the programme to help poor and needy people. She received her BISP money 

orders of Rs.22,000 between February 2011 to June 2012 from postman. Her mother-in-law Fazal 

Begum is also a BISP beneficiary. 

 

3. How did the Complaint Emerge? 
 

She informed that, after getting her BDC on 2 October 2012 from BDC Centre at Tehsil Office, 

she went to the UBL Omni Shop, Dina on the same day along with her mother-in-law. At UBL 

Omni Shop, when the shopkeeper opened sealed PIN Code slip, he noticed and informed her that 

her BDC Pin Code is incomplete . Samia Kousar mentioned that the shopkeeper tried to help her 

by entering the combination of PIN code but it could not be verified.  

 

After several attempts, the staff informed her that the PIN Code is incomplete and that she needs 

to get it replaced from BDC Collection Centre, BISP Tehsil Office, Dina. The shopkeeper 

provided her a slip of swipe machine and mentioned that this would help her in getting a new 

BDC PIN Code. From UBL Omni Shop, she came to BISP Tehsil Office and went to bank 

counter for resolution of her problem. The Bank staff informed her that they could not help her in 

this regard and advised her to go to Assistant Director BISP, who may be able to resolve this 

issue. 
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4. Processing of the Case 
 

4.A Providersô Version 

 

UBL Counter at BDC centre of Tehsil Dina verbally received complaint of Samia Kousar on 

October 02, 2012. They forward this complaint to BISP Tehsil Office and mentioned to 

Samia Kousar that they could not help her in this regard and advised her to go to the Assistant 

Director BISP, who may be able to resolve this issue. BISP Assistant Director verbally asked 

from Bank Staff about the resolution of her problem but Bank Staff mentioned that they are 

not allowed to keep complaint with them as per instruction of their higher management. 

However she may contact UBL Helpline or some permanent UBL employee to solve her 

problem. The Assistant Director intimated Samia Kousar about these instructions to solve her 

problem. She tried many times to contact UBL helpline but her attempts failed. She revisited 

BISP Tehsil Office on November 15, 2012 and tried to register her complaint. This time BISP 

Assistant Director registered her complaint on excel sheet by giving complaint serial number 

02 to this complaint. This Application is still pending at BISP Tehsil Office and has not been 

sent to any payment agency for further enquiry. 

 

4.B Clientôs Version 

 

Samia Kousar visited BISP Tehsil Office twice, both times she went to lodge her complaint 

and each time she went by foot by covering a distance of 0.5 KM. She was unsatisfied with 

the behaviour of BDC staff and she was not happy with complaint resolution process. She 

considers that Pakistan Post is the most suitable option for the delivery of BISP cash grants at 

her door step. She was not happy and satisfied with the delivery of cash grant through BDC as 

she has not received any cash grant through BDC till now. Despite considerable delay in her 

complaint resolution, she is still hopeful to get the BISP cash grant; however she is confused 

also as she mentioned that ódid I contact the right office for my complaint resolution? Or do I 

need to go to some other office to get my complaint addressed?ô 

 

5. What We Learned? 
 

¶ Samia Kousarôs complaint is still pending at BISP Tehsil Office since October 2012 and the 
Office does not know when this complaint will be resolved.  

¶ BISP Instalment of Rs.3,000 of Samia Kousar has been generated to be drawn through BDC 

but due to wrong BDC Pin Code she is unable to receive it. 

¶ The beneficiary did not receive complaint acknowledgement/ reference number from the 

BISP Tehsil Office. 

¶ There is no mechanism at BISP Tehsil Office to deal with the BDC related complaints and 

proper record of such complaints. The BDC complainants are sent to the bank counter 

verbally for complaint redressal. 

 

6. Recommendations 
 

¶ BISP Tehsil Office should be provided a mechanism for handling and processing of the BDC 

related complaints coupled with staff training on dealing with BDC related complaints. 

¶ Bank Counter should come up with efficient complaint redressal system compatible with 

BISP Case Management System for timely resolution of BDC related complaints. 

¶ BISP should enhance CMS capabilities to address BDC/ payment related complaints. 

¶ Problems of PIN Code are usually addressed by a call to the helpline. BISP or bank staff 

should help the beneficiaries in calling the helpline for redressal of their complaints. 
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Payment Case Study Number: P-Q3-Upper Punjab-10 

Nature of Case: Non-Payment due to Deactivation of Benazir Debit Card due to 

multiple tries 
Complainant/ Beneficiary: Samina Akhtar 

Wife of: Tariq Mehmood 

Complainant, if not beneficiary 

herself: 

Tariq Mehmood 

Address: Village Lungah, Tehsil & District Chakwal. 

CNIC Number: 37201-2309798-0 

PSC form number: 24201797, 24212259 

Date Study Completed 21
st
 December 2012 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Samina Akhtar wife of Tariq Mehmood is a 41 years old illiterate woman. She is a mother of 

eight children including five sons and three daughters. Her five children including three sons and 

two daughters are attending the school while her two children are too young to attend the school. 

Her husband works as a security guard in a garments factory and gets Rs.8,000 per month. One of 

her sons is learning welding from a nearby workshop and he gets Rs.3,000 per month. Samina 

Akhtar herself is not involved in any income generation activity to support her family and stays at 

home to look after her children and to perform domestic chores. 

 

She lives with her family in a five Marla self-owned pacca house which consists of three rooms, a 

washroom and an open kitchen. The locality where she lives is situated on Chakwal-Lillah road. 

The streets are paved with open drainage system. Almost all the houses in their locality are 

occupied by the labour class having same socio economic status. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Samina Akhtar has been declared BISP beneficiary under phase-II of the programme after the 

Poverty Score Card (PSC) survey. The householdôs PSC survey was conducted at her door step in 

February 2011 by a survey team. After completing her survey form, she was given a survey 

receipt for future reference. She also possessed a valid CNIC at the time of PSC survey that she 

shared with the enumerators. She did not receive BISP letter regarding her eligibility or 

discrepancy in BISP. She does not know much about BISP but considers that BISP cash grant has 

been provided by the Pakistan Peopleôs Party to oblige the poor people so that people may cast 

their vote to PPP in upcoming election. So far, she had received Rs.22,000 and had utilized that 

amount for the purchase of groceries and also to clear the outstanding bill of grocery store. 

 

In March 2012, she received a BISP money order from the postman who informed her regarding 

change in payment mode from Pakistan Post to Bank through Benazir Debit Card (BDC). She was 

advised by the postman to visit the BISP Tehsil office to collect her BDC otherwise BISP would 

stop generating cash grant in her name. A week later, the beneficiary along with her eldest son 

visited the BISP Tehsil office situated at a distance of around 35 Kms from her locality. She went 

to the BISP office, covering some distance by walking and further by van and incurred a cost of 

Rs.180 for the round trip. In BISP office, she after going through the whole process got her BDC 

and also withdrawn a BISP instalments on the same day from a Telenor franchise. After getting 

the cash grant she entrusted her BDC to her husband so that he could check and withdraw next 

cash grant while moving to city area for his work. 
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3. How did the Complaint Emerge? 
 

In November 2012, Samina Akhtar learnt about the issuance of next BISP instalment; she asked 

her husband to confirm and withdraw the amount, two days later when her husband while going 

to join his duty at the factory went to Bank Alfalah ATM and requested the Bank security guard 

to help him in withdrawing BISP amount. The guard took him to the ATM and explained how to 

use it. During a transaction process the ATM produced a slip with a message regarding card 

deactivation. Upon receiving the ATM slip, the security guard advised him to discuss the situation 

with the Bank staff. On sharing the slip, the Bank staff informed him about the deactivation of 

BDC account probably due to frequent wrong entry of Pin Code. He was advised by the Bank 

staff to visit the BISP office for the registration and resolution of complaint. From Bank Alfalah, 

he went to the BISP office situated at a distance of around two kilometres on foot. 

 

4. Processing of the Case 
 

4.A Providersô Version 

 

Upon reaching the destination, he met with the BISP Assistant Director (AD) whom he found 

courteous and cooperative. After listening to his complaint, AD referred him to the Bank 

counter for registration and resolution of complaint where the staff advised him to wait for 

about one month for the resolution and reissuance of a new BDC. AD also checked his CNIC 

and matched it with the poverty score card for authentication. 

 

On the same day, AD emailed the complaint to BISP HQ for re-activation of Samina Akhtarôs 

BDC. AD also received a delivery report with a message regarding successfully lodging of 

complaint into the system. Till the date of TPE team visit, the AD did not receive any update 

about resolution of complaint. The said complaint was lodged in November 2012 but was not 

resolved till March 3, 2013. 

 

4.B Clientôs Version 

 

The beneficiary and her husband visited the BISP Tehsil office thrice and had spent around 

Rs.1,000 on transport for the registration and resolution of her complaint. During each visit 

she was informed that her complaint is in resolution process and advised not to visit the office 

frequently as the office would inform her regarding status of her complaint.  

 

Samina Akhtar was disappointed over the delay in resolution of her complaint. She considers 

that probably BISP do not have any complaint redressal mechanism. She expressed her 

annoyance saying ñshe was smoothly receiving BISP instalments through postman but BDC 

has given her trouble in the delivery of BISP instalmentò. She was not satisfied over the 

delivery of BISP cash grant through BDC. In this context, she mentioned that she needs to 

spend around Rs.200 on transportation for the withdrawal of BISP amount through BDC 

which is hard to afford. She considers that Pakistan Post is the most suitable option for the 

delivery of BISP instalments at the beneficiariesô door step. 

 

5. What We Learned? 
 

¶ At the time of second BISP installment withdrawal her husband with the assistance provided 

by the bank security guard tried to withdraw BISP amount. But, he was informed that BDC 

account has been deactivated probably due to frequent entry of wrong Pin Code. 

¶ It has been observed that the Pin Code that was issued to the beneficiary was faded. It was 

quite difficult to read the numeric figure/code printed on the paper. During interview, 
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beneficiaryôs husband mentioned that the bank security guard frequently tried for the 

withdrawal of cash grant installment which indicates that the complaint triggered probably 

due to the frequent wrong entry of Pin Code. 

¶ It has been observed that the beneficiary has been surveyed twice by the enumerators. In both 

PSC forms she has been declared eligible with discrepancy. While observing the Poverty 

Score Card number (2412259) it has been observed that this survey was held in May 2011 

and the editing for the form has been done in April 2011. However, the generation of payment 

started against the PSC form number (24201797). 

¶ The BISP staff has maintained an excel sheet for the recording of BDC related complaints. 

Till December 12, 2012, BISP Tehsil office received around 800 BDC related complaints and 

most of these are in resolution process. According to AD and Partner Bank representative, 

Tameer Bank for BDC related complaint (like lost Pin Code, exchanged BDCs, lost and 

captured BDCs) would reissue a BDC and send it to the BISP office. The BISP staff would 

contact and further inform the beneficiary regarding resolution of complaint. 

 

6. Recommendations 
 

¶ BISP should send payment schedule to the beneficiaries so that the beneficiaries may not visit 

ATM/POS before the time of payment generation. This would also help the beneficiaries in 

chalking out their expenditure plans.   

¶ BISP management should take some immediate measures for the resolution of BDC related 

complaints. BISP management should also sensitize and mobilize the Partner Bank for the 

launching of a comprehensive complaint redressal system to facilitate the beneficiaries and 

resolve their complaints. 

¶ BISP and Bank staff should properly guide and sensitize the beneficiaries regarding use of 

BDCs and security of PIN Codes. 

¶ Problems regarding multiple retries could usually be corrected through the helpline and BISP 

or bank staff should help the beneficiaries to address their problems through bank helpline. 
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Payment Case Study Number P-Q3-Upper Punjab-11 

Nature of Case BDC not issued due to mismatch of finger prints 

Complainant/ Beneficiary Shakoori 

Widow of: Khair Din 

Complainant, if not beneficiary herself - 

Address Village Shamir Pur, Kaalar Wala, Tehsil Pasrur, District 

Sialkot. 

CNIC Number 34602-3844471-6 

PSC form number 25615331 

Date Study Completed 22
nd

 December 2012 

 

1. Receiver Woman / Complainantôs Profile and Background 
 

Shakoori is a 87 years old blind widow living with her eldest son in Tehsil Pasrur. She has seven 

children including three sons and four daughters. All of her children are married and presently she 

is living with her eldest son who is the sole bread earner in the house, he works as a security 

guard in a sports factory at night while at day time he works as labourer with a mason. By both 

means he earns around Rs.15,000 per month. 

 

She lives in a three Marla semi pacca house which comprises of two rooms, open kitchen and a 

washroom. There is an old soling street with open drainage system leading to her house. 

 

There are also three more beneficiaries existing in the same household, but, at the moment two of 

them living separately although in the same locality. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Shakoori mentioned that her PSC survey was undertaken in January 2011 at her door step. After 

filling the PSC form the survey team issued her a survey receipt and advised her to keep it safe for 

future reference. She further added that the survey team had also mentioned to her that she would 

get ómoneyô on PSC form. After becoming the BISP beneficiary, she did not receive any letter 

from BISP confirming her eligibility in the programme. She informed that she came to know 

about getting the Benazir Debit Card (BDC) from the area postman of her village. 

 

She was unaware of the BISP eligibility criteria and how she got selected in the programme. She 

thinks the programme is owned by the Pakistan Peopleôs Party (PPP) to help and support the poor 

people. She informed that she had used the previous BISP instalments of Rs.15,000 partially for 

the purchase of groceries and partially for her own treatment. 

 

In October 2012, Shakoori was informed by the area postman regarding change in payment mode 

with advice to visit the BISP Tehsil office immediately and get her BDC for further withdrawal of 

BISP cash grant. She was informed that if she failed to collect her BDC, BISP would stop 

generating cash grant in her name. A week later, her eldest son took her to the BISP Tehsil office 

situated at a distance of around 70 KM from her locality. They covered some distance by Ching 

Chi rickshaw and further by bus and incurred a cost of Rs.250 for the round trip. 

 

3. How did the Complaint Emerge? 
 

At BISP office, the BISP staff checked her online tracking information and referred her to the 

NADRA counter for the issuance BDC. At the NADRA counter, the staff observed that due to old 

age the finger prints of Shakoori had almost faded and the system failed to identify the thumb 
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impression of the beneficiary. At this, the NADRA official gave her a NADRA reference 

slip/token and advised her to visit the NADRA office for her record verification. The official 

explained to her that in order to get BDC Token Number, the system needs to verify the 

beneficiaries thumb impression and without verification the system cannot issue a token numberò. 

 

Shakoori along with her eldest son went to NADRA office, where the staff helped by registering 

her as óAmputatedô and applied for her new CNIC. Shakoori received her new CNIC from 

NADRA in November 2012 having some vague and feeble thumb impression and took it to the 

NADRA counter at BISP Tehsil Office. However, she once again faced a refusal from the 

NADRA staff mentioning that óNADRA did not receive any instructions to process BDC 

beneficiary request without thumb verification and that system would not allow to do soô. 

Discontented Shakoori returned back home and did not know where to go for getting her problem 

resolved. 

 

4. Processing of the Complaint 
 

4.A Providersô Version 

 

Her complaint was filed and recorded by the staff of BISP Tehsil office, Pasrur on a register 

maintained for the recording of different grievance related complaints. Her complaint has 

been discussed and highlighted individually by the concerned Assistant Director (AD) and 

NADRA site In-charge with their management. The concerned NADRA District Manager 

informed that to process such cases, NADRAôs database available in BISP office for BDC 

distribution required some modification for the identification and verification of beneficiaries. 

AD was advised by the BISP HQ to keep this case separate and deal with the remaining BDC 

cases separately. AD was further advised that NADRA management would develop a 

mechanism to tackle and resolve such cases on the achievement of around 90% BDC issuance 

target throughout Pakistan.  

 

4.B Clientôs Version 

 

She was not frustrated regarding failure to get the BDC, however, she feared that BISP may 

stop sending cash grant in her name as informed by the area postman. She informed that there 

is no ATM/ Point of Sale (POS) available even in her adjacent village and after collecting 

BDC her eldest son would need to visit the Pasrur city to get her cash grant. 

 

She informed that they do not have any other source of income except her eldest sonôs income 

and she does not want to become a burden upon her son who has eight children to feed. In this 

context, she mentioned that being an aged BISP beneficiary, cash grant has helped her in 

supporting her and she is much obliged to Shaheed Benazir Bhutto for introducing such a 

programme for poor and deserving people. She is quite hopeful that BISP would continue 

sending her cash grant in future through Pakistan Post. 

 

5. What We Learned? 
 

¶ The beneficiaryôs thumb impression has faded due to her old age. Although, the beneficiary 
has got a new CNIC with new finger prints but NADRA database available in BISP office 

again failed to verify the beneficiaryôs record. The beneficiary does not want to get a BDC for 

the withdrawal of BISP cash grant and consider it difficult to obtain or use. She was quite 

happy to receive BISP cash grant through postman and considers it the most suitable 

mechanism for the delivery of BISP cash grant. 
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¶ BISP staff has started to record BDC related complaints on a register maintained for the 

recording of different beneficiaryôs payment related complaints. Till December 11, 2012 the 

office has received around 75 different BDC related complaints, out of these 25 complaints 

have been resolved while the rest are in resolution process. The BISP staff has also resolved 

around 200 Pin Code related complaints through partner Bankôs helpline. In this context, the 

BISP AD informed that earlier partner Bank helpline was available and functional to register 

and resolve the complaint, but, now the phone banker usually do not entertain the 

beneficiaries and ask them to visit the nearest UBL branch with their complaints. 

¶ The concerned BISP Tehsil office has received and registered three cases where beneficiaries 

arms/ hands were amputated. All of these got stuck in BISP office due to unclear 

BISP/NADRA policy regarding issuance of BDC in such cases. 

¶ To facilitate such beneficiaries BISP has designed a certificate which will soon be circulated 

to all BISP Tehsil Offices in order to verify beneficiaries whose thumb(s) could not be 

verified due to: i) age, ii) accident, iii) physical disability, iv) work or v) some other reason(s). 

The certificate will require filling the relevant information of the beneficiary, duly testified by 

some local person essentially from the beneficiaryôs locality and having valid CNIC. The 

BISP Assistant Director of concerned Tehsil will put his/her signatures and stamp on the 

certificate verifying that the information regarding BISP beneficiary and the person testifying 

are both correct. After necessary verifications, the AD will give a receipt to the beneficiary 

only for submission at the NADRA counter to by-pass Thumb Verification on the NADRA 

system for obtaining BDC. 

¶ In this BISP Tehsil office there is no computer system for the Bank staff and they were 

manually recording the BDC issuance record on a register. 

¶ There is no Omni shop in Tehsil Pasrur and the beneficiaries are advised to visit some other 

Tehsil for the withdrawal of BISP cash grant where the Omni shops are available. AD 

informed that one Omni franchise could not disburse instalments to more than 33 

beneficiaries (not more than one hundred thousand rupees) in a day as per contract of UBL 

with Omni franchises. Accordingly AD suggested for the induction and launching of more 

Omni shops for disbursement to beneficiaries with ease and comfort. 

 

6. Recommendations 
 

¶ The Beneficiaries Verification Certificate circulated to BISP Tehsil Offices to facilitate 

beneficiaries like Shakoori [whose thumb(s) could not be verified due to: i) age, ii) accident, 

iii) physical disability, iv) work or v) some other reason(s)] to their BDC should be filled and 

pursued by BISP staff so that women with ñthumb impressionò problems could get their 

CNIC/ BDCs.. 

¶ BISP should update the Case Management System (CMS) with new capability of dealing with 

BDC related complaints. 

¶ BISP staff training on dealing with BDC related cases their recording, handling and 

processing is required. 

¶ BISP Tehsil staff should be provided clear policy on dealing with BDC related complaints. 
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Payment Case Study Number P-Q3-Upper Punjab-12 

Nature of Case Non Payment due to Deactivated BDC due to wrong PIN 

Code 

Complainant/ Beneficiary Zaitoon  

Wife of: Mirza Jahangir 

Complainant, if not beneficiary herself - 

Address Mughalabad, Tehsil &District Jhelum 

CNIC Number 37301-1566822-6 

PSC form number 17193495 

Date Study Completed 30
th
 November 2012 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Zaitoon wife of Mirza Jahangir is a 57 years old illiterate housewife living in Mughalabad, Tehsil 

& District Jhelum. She has one married son and one widow daughter. She stays at home and looks 

after domestic chores. Her husband is blind from one eye and works as a labourer. He earns about 

Rs.4,500 per month. 

 

She lives in a five Marla semi pacca house comprising three rooms and an open kitchen. The 

locality ñMughalabadò where she lives is deprived of basic infrastructure and does not have even 

open drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Zaitoon was declared a potential BISP beneficiary after the Poverty Score Card (PSC) survey. Her 

householdôs PSC survey was conducted in November 2010 at her door step. She doesnôt know 

about the BISP eligibility criteria and how she had been selected for the BISP cash grant in phase-

2. BISP survey team, who visited her house, filled a PSC survey form of her household and issued 

her a survey receipt for future reference. She came to know about BISP through the people of her 

area. 

 

During an interview with the BISP TPE team, she quoted that, ñIf she gets BISP cash grant, she 

will spend it on household expensesò. She considers that Pakistan Peopleôs Party (PPP) is the 

owner of this programme, which has been started to help poor and needy people. She received her 

BISP money orders of Rs.12,000 till June 2012 through Pakistan Post. Her daughter Naila 

Tabasum is also a BISP potential beneficiary being a widow; she is living with her mother in the 

same house. 

 

3. How did the Complaint Emerge? 
 

After getting her BDC on 11 October 2012 from BDC Centre, BISP Tehsil Office, she went to the 

UBL Omni Shop, Dina on October 12, 2012 along with her daughter and received her BISP cash 

grant through it. Her daughter also received her BDC and went along with her to UBL Omni Shop 

for receiving her cash grant.  

 

At UBL Omni Shop, when the shopkeeper opened sealed PIN Code slip of her daughterôs BDC, 

he used BDC of Zaitoon and Pin Code of her daughterôs BDC due to which BDC of Zaitoon was 

deactivated. Although BISP cash grant of Zaitoon was withdrawn earlier but for future her card 

was deactivated. The shopkeeper had noticed and informed her that her BDC is not activated yet 

and after several attempts, the staff informed her that may be the PIN Code was incorrect and that 

she needs to get it replaced from BDC Collection Centre (BISP Tehsil Office Dina). The 
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shopkeeper provided her a slip of swipe machine and mentioned that this would help her to get a 

new PIN Code. From UBL Omni Shop, she went to the BISP Tehsil Office and to the bank 

counter for resolution of her problem. The bank staff informed her that they could not help her in 

this regard and advised her to go to the Assistant Director BISP, who may be able to resolve this 

issue. 

 

4. Processing of the Case 
 

4.A Providersô Version 

 

UBL Counter at BDC Centre, Tehsil Dina received complaint of Zaitoon on October 12, 

2012. They forwarded the complaint to BISP Tehsil Office and mentioned to Zaitoon that 

they could not help her in this regard and advised her to go to the Assistant Director BISP, 

who may be able to resolve this issue. Assistant Director (AD) verbally asked from Bank 

Staff about the resolution of her problem but Bank Staff mentioned that they were not allowed 

to receive such complaints as per instructions of their higher management. However she may 

contact UBL helpline or permanent UBL employee to solve her problem. 

 

The Assistant Director intimated Zaitoon about these instructions to solve her problem. 

Zaitoon Bibi tried many times to contact UBL Helpline but her attempts failed. She revisited 

BISP Tehsil Office on November 15, 2012 and tried to register her complaint. This time BISP 

Assistant Director registered her complaint on excel sheet by giving complaint serial number 

01 to her complaint.  

 

4.B Clientôs Version 

 

Zaitoon visited BISP Tehsil Office twice. Both times she went to lodge her complaint and 

each time she went on local van by covering a distance of 15 kms and spending Rs.60. 

Zaitoon was unsatisfied with the behaviour of the BDC staff and she was not happy with 

complaint resolution process.  

 

5. What We Learned? 
 

¶ OMNI shop told her that (i) her card had not been activated till the date she went to the shop; 

and (ii) the PIN Code was wrong. Actually it appears that she went to the shop immediately 

after she received her BDC and till that time the card was not activated.  

¶ Her payment detail shows that the amount had been fraudulently withdrawn from an ATM, 

but this has not been mentioned in her complaint. 

¶ There is no mechanism at BISP Tehsil Office to deal with the BDC related complaints and 

proper record of such complaints. The BDC complainants are straight away sent to the Bank 

counter verbally for complaint redressal. 

 

6. Recommendations 
 

¶ The awareness and understanding level of community should be considered and preferred 

rather than use of technology for the Underprivileged beneficiaries. 

¶ Bank Counter should come up with efficient complaint redressal system compatible with 

BISP Case Management System for timely resolution of BDC related complaints. 

¶ BISP should enhance CMS capabilities to address BDC/ and other payment related 

complaints. 

http://www.google.com.pk/url?sa=t&rct=j&q=meaning%20of%20under%20previlege&source=web&cd=4&ved=0CD4QFjAD&url=http%3A%2F%2Fwww.merriam-webster.com%2Fdictionary%2Funderprivileged&ei=nglOT5D-IIaZhQezxPjxDw&usg=AFQjCNHZlCR4wSMscqi4ZXJouT4pdvzCyQ
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¶ BISP staff should help the beneficiary in filing the correct ñgrounds of complaintò as in this 
case the real issue was fraudulent withdrawal of her cash grant but the complaint filed was 

regarding de-activation of card. 

 



Targeting Process Evaluation for 

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

Section 1 ï Payment Case Studies 

P-Q3-Upper Punjab-13 
 

J40252714 

GHK Consulting Ltd. 36 

Payment Case Study Number P-Q3-Upper Punjab-13 

Nature of Case Non Payment due to wrong BDC Pin Code Number 

Complainant/ Beneficiary Rani Bibi 

Wife of: Yaseen 

Complainant, if not beneficiary herself - 

Address Basti Sohan, Tehsil Pattoki, District Kasur 

CNIC Number 3510313825972 

PSC form number 28024693 

Date Study Completed 22
nd

 December 2012 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Rani Bibi w/o Yaseen is a 34 years old, illiterate BISP beneficiary living in Basti Sohan, Tehsil 

Pattoki, District Kasur. She has three children including one son and two daughters. Her one 

daughter and one son are school going. Her husband is a labourer and earns about Rs.4,000 per 

month. She is a house wife and looks after the domestic chores. 

 

She lives in a 2 Marla old Mud (Katcha) house. The house is given to her family by a landlord on 

temporary basis. Her house comprises one room and an open kitchen.  The locality where she 

lives comprises low income households belonging to same caste and mostly associated with the 

labour work and agriculture work. Basti Sohan is located at a distance of 2.5 KMs from BISP 

Tehsil Office. All the streets in their area are unpaved having open drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

She was declared a BISP beneficiary during Phase-I (Parliamentarian Phase) and sustained her 

position in Phase-II after the Poverty Score Card (PSC) survey. Her cash grant has been generated 

by BISP since June 2009. While mentioning about her PSC survey, she described that, the survey 

of her household was conducted in February 2011, when a survey team visited her house and 

filled the survey form. After completing the survey, the survey team issued her a survey receipt 

for future reference. She learned about BISP from other neighbouring women of her locality; 

however she was unaware of the BISP eligibility criteria, BISP complaint registration and 

redressal mechanism and how she has been selected to get the cash grant.  

 

She considers Pakistan Peopleôs Party (PPP) the owner of BISP and hopeful for its continuation 

after the upcoming (national) elections. Rani Bibi obtained her Benazir Debit Card from BISP 

Tehsil Office Pattoki after covering a distance of about 2.5 KMs from her village on foot on 30
th
 

April 2012 and withdrew her first payment of Rs.3,000 on 02 May 2012 by using an ATM in 

Pattoki. Her second instalment was generated by BISP on October 22, 2012. 

 

3. How did the Complaint Emerge? 
 

Rani Bibi mentioned that in November 2012 she came to know that her second BISP Instalment 

of Rs.3,000 had been deposited in her account by BISP. She went to the Bank Alfalah ATM alone 

on foot, covering a distance of about 2.5 KMs. At ATM, the Bank guard helped her in withdrawal 

of BISP cash grant by using her BDC along with her Pin Code. But he inserted wrong BDC Pin 

Code number. He noticed and later informed her that her BDC Pin Code is wrong. Rani Bibi 

mentioned that the Bank guard tried to help her by entering different combinations of the PIN 

Code but it could not be verified. After several attempts, he informed her that the PIN Code is 

incorrect and that she needs to get it replaced from the BDC Collection Centre (BISP Tehsil 
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Office Pattoki). From Bank Alfalah ATM, she went straight to BISP Tehsil Office and registered 

her complaint on 21
st
 November 2012. 

 

4. Processing of the Case 
 

4.A Providersô Version 

 

Rani Bibi shared her complaint with the Assistant Complaint (AC), who asked her to note 

down number of her CNIC for complaint redressal.  The BISP Tehsil Official referred Rani 

Bibi to Bank Alfalah Branch for complaint resolution. She went to Bank Alfalah, Pattoki and 

met with Branch Officer for resolution of her complaint. Bank Alfalah Officer dialled Bank 

Alfalah Helpline (111-225-111) and after verification of the complainant status, the complaint 

was resolved. 

 

4.B Client Version 

 

Rani Bibi was satisfied with the behaviour of the BISP/Bank staff and the way bank 

representative solved her problem. She mentioned that, ñbecause there is no ATM available at 

a closer distance and someone either herself or other have to travel to Pattoki which is 2.5 

KMs away from her locality to get BISP cash grantò. 

 

5. What We Learned? 
 

¶ The complaint of Rani Bibi has been resolved and after getting new BDC Pin Code she 

received BISP installment Of Rs.3,000 on 5
th
 December 2012. 

¶ No orientation or training has been provided to the BISP Tehsil Staff for handling, processing 

and resolution of BDC related complaints.  

¶ The quick resolution of this case shows that Bank Alfalah has an efficient complaint redressal 

system and is therefore able to resolve such type of complaints in reasonable time. Rani 

Bibiôs complaint was resolved on the spot on the same day.  

 

6. Recommendations 
 

¶ BISP should update the CMS with new capability of dealing with BDC related (and other 

payment) complaints. 

¶ BISP and bank staff training on dealing with BDC related cases their recording, handling and 

processing is required. 

¶ Bank staff should guide the beneficiaries  on using the BDC because most of the beneficiaries 

are illiterate and providing the printed instructions only would not serve the purpose. 
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Payment Case Study Number P-Q3-Upper Punjab-14 

Nature of Case Non-Payment due to Lost BDC PIN Code 

Complainant/ Beneficiary Rasoolan Bibi 

Wife of: Qadeer Ahmad 

Complainant, if not beneficiary herself - 

Address Anwar Colony, Tehsil Pattoki, District Kasur 

CNIC Number 35103-2837555-6 

PSC form number 28041161 

Date Study Completed 22
nd

 December 2012 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Rasoolan Bibi w/o Qadeer Ahmad is a 37 years old illiterate BISP beneficiary living in Anwar 

Colony, Tehsil Pattoki. She has five school going children include three sons and two daughters. 

Her husband Qadeer Ahmad is a labourer and earns about Rs.5, 000 per month. She is a house 

wife and looks after domestic chores. The new-pacca house of Rasoolan Bibi is spread over 5 

Marla that comprises two rooms, one wash room and an open kitchen and is located about one 

kilometre from BISP Tehsil Office. The place where she lives comprises mix castes associated 

with labour work and small scale business. All streets in her locality are paved and having 

developed drainage system.  

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Rasoolan Bibi was declared eligible for BISP cash grant after the Poverty Score Card (PSC) 

survey which was held in her locality in January2011. While sharing her PSC survey experience 

with TPE team, she mentioned that a survey team visited her óColonyô (locality) and filled a PSC 

survey form of her household at her door step. After filling the survey form, they provided a 

survey receipt to her to keep it safe for future reference. She considers Pakistan Peopleôs Party 

(PPP) the owner of the BISP, which has been started to help poor and needy people like her. She 

came to know about her eligibility through postman. After her eligibility, she received Rs.9,000 

worth of BISP money orders from Pakistan Post. She obtained her Benazir Debit Card (BDC) 

from BISP Tehsil Office in April 2012. Her first payment of Rs.3,000 on the debit card was 

withdrawn by her through ATM in Pattoki on May 02, 2012. 

 

3. How did the Complaint Emerge? 
 

In November 2012, when Rasoolan Bibi went for the second time to withdraw BISP cash grant 

from the ATM she couldnôt find the BDC PIN code in envelope. She mentioned that the bank 

guard tried to help her by entering different combinations of the PIN Code but it could not be 

verified. After several attempts, he informed her that the PIN Code is incorrect and that she needs 

to get it replaced from BDC Collection Centre, BISP Tehsil Office Pattoki. From Bank Alfalah 

ATM, she went to BISP Tehsil Office and registered her complaint on November 21, 2012. 

 

4. Processing of the Case 
 

4.A Providersô Version 

 

Rasoolan Bibi explained her complaint to the AC who asked her to note down number of her 

CNIC for complaint redressal.  The BISP Tehsil Official referred her to the Bank Alfalah 

Branch for complaint resolution. She went to Bank Alfalah Branch, Pattoki and met with 

Branch Officer for resolution of her complaint. The Bank Officer dialled Bank Alfalah 
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Helpline (111-225-111) and after verification of complainant status from Rasoolan Bibi the 

representative of Helpline issued a new BDC Pin Code Number to her on the spot. 

 

4.B Clientôs Version 

 

Rasoolan Bibi was satisfied with the behaviour of the BISP/Bank staff and the way Bank 

representative resolved her problem. She received her second BISP Instalment through BDC 

on 5
th
 December 2012. 

 

5. What We Learned? 
 

¶ The Bank Counter at BISP Tehsil Office closed its operation on July 30, 2012 and has been 

shifted to Chunian BISP Tehsil Office. Due to which BISP Tehsil Office, Pattoki has to refer 

its beneficiaries to BISP Tehsil Office Chunian or Bank Alfalah Branch at Pattoki.  

¶ This case shows that Bank Alfalah has an efficient complaint redressal system and therefore 

able to resolve such type of complaints in reasonable time. Rasoolan Bibiôs complaint was 

resolved on spot within minimum time.  

¶ The complaint of Rasoolan Bibi has been resolved and after getting new BDC Pin Code she 

received her BISP instalment of Rs.3,000 on December 05, 2012. 

 

6. Recommendations 
 

¶ BISP should update the CMS with new capability of dealing with BDC related complaints. 

¶ Bank staff should guide the beneficiaries properly on using the debit card because most of the 

beneficiaries are illiterate and providing the printed instructions only do not serve the 

purpose. 
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Payment Case Study Number P-Q3-Upper Punjab-15 

Nature of Case Non Payment due to Snatching of Benazir Debit Card 

Complainant/ Beneficiary Rehmani 

Wife of: Ramzan 

Complainant, if not beneficiary herself - 

Address Bhaseen Chak Number 47, Tehsil Pattoki, Kasur 

CNIC Number 3610374201890 

PSC form number 4505165 

Date Study Completed 22
nd

 December 2012 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Rehmani w/o Ramzan is a 67 years old illiterate BISP beneficiary living in Bhaseen Chak 47, 

Tehsil Pattoki and District Kasur. She lives with her family in a joint family system. She has 

thirteen children including five married sons and six married daughters. Her husband Ramzan is a 

labourer. He earns about Rs.10,000 per month. Her three sons work as labourers and contribute 

Rs.5,000 towards monthly household expenses. The semi-pacca house of Rehmani is spread over 

1.5 Kanal that comprises two rooms, one wash room and one kitchen and located 16 KMs from 

BISP Tehsil Office. The place where she lives comprises same caste villagers who are associated 

with labour work and agriculture. All streets in her locality are unpaved with open drainage 

system.  

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Rehmani was declared a BISP beneficiary during Phase-I (Parliamentarian Phase) and sustained 

her position in Phase-II as well after the Poverty Score Card (PSC) survey. Her cash grant has 

been generating by BISP since January 2009. While mentioning about her PSC survey, she 

described that, the survey of her household was conducted in December 2010, when a survey 

team visited her house and filled the survey form. After completing the survey, the survey team 

issued her a receipt for future reference. She learnt about BISP from BISP Poverty Survey Team; 

however she was unaware of the BISP eligibility criteria, BISP complaint registration and 

redressal mechanism and how she has been selected to get the cash grant. 

 

She considers Pakistan Peopleôs Party (PPP) as the owner of BISP and hopes for its continuation. 

She received BISP money orders totalling Rs.35,000 in thirteen BISP instalments through 

Pakistan Post. Later on, when postman came to deliver her last BISP money order, he advised her 

to get her BDC from BISP Tehsil office as soon as possible because her payment mode had been 

changed from Pakistan Post to Bank through BDC.  

 

Rehmani obtained her Benazir Debit Card from BISP Tehsil Office, Pattoki after covering a 

distance of about 16 KMs from her village on a bus after spending Rs.50 for the round trip on 

May 15, 2012 and withdrew her first instalment of Rs.3,000 on May 17, 2012 by using an ATM 

in Pattoki.  

 

Rehmaniôs two unmarried daughters have also been declared as potential BISP beneficiaries with 

discrepancy in CNICs because they didnôt have their valid CNICs at the time of Poverty Score 

Card (PSC) survey; however they both donôt know about the nature of discrepancy (i.e. missing 

CNIC in BISP record) and therefore their cash grant is yet to be generated. Furthermore, she also 

got selected for Waseela-e-Haq scheme and received her first instalment of Rs.150,000 on June 

22, 2012. She spent this grant on purchasing live stock for income generation. 
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3. How did the Complaint Emerge? 
 

On May 17 2012, when Rehmani received her first BISP Instalment through BDC, an unknown 

person snatched her BDC and ran away. She came back home disappointed and discussed the 

matter with neighbouring receiver women. However, till November 2012, she was ill and so 

couldnôt visit BISP Tehsil office for resolution of her complaint. She went to the BISP Tehsil 

office on November 15, 2012 and registered her complaint. 

 

4. Processing of the Case 
 

4.A Providersô Version 

 

Rehmani met with Assistant Director BISP at BISP Tehsil Office and explained the snatching 

of her BDC. BISP Tehsil Official recorded her complaint on register and referred her to the 

Bank Alfalah Counter at BISP Tehsil Office Chunian for her complaint redressal. 

 

Bank representative at Chunian Office received her complaint and kept it in his record. Bank 

Alfalah Helpline blocked her BDC after verification of her particulars. The complaint was 

sent to Main Branch of Bank Alfalah for final processing/ decision. Bank representative 

advised Rehmani to revisit the BISP Tehsil Office Chunian after 20 days to receive her new 

BDC. He further mentioned to the complainant that bank would contact her telephonically if 

new BDC arrived at the office before 20 days. 

 

New BDC for the complainant reached Bank Alfalah counter in BISP Tehsil office Chunian 

after 15 days and it was given to Rehmani on December 05, 2012.  

 

4.B Clientôs Version 

 

Rehmani was satisfied with the behaviour of the Bank staff and the way Bank representative 

resolved her problem but she was not happy due to excessive travelling between her village 

and Chunian Office. Each time she went to BISP Chunian Office with her son on bus 

covering a distance of 30 kms and spend Rs.100 per round trip. She believes that Pakistan 

Post was a better option for BISP cash grant delivery. She mentioned that, ñBecause there is 

no ATM available at closer distance and someone has to travel to Pattoki which is 16 KMs 

away from her locality to get BISP cash grantò. 

 

5. What We Learned? 
 

¶ Rehmaniôs lost BDC complaint was resolved in about 15 days. She went through the normal 
standard procedures to get her problem resolved.  

¶ No complaint acknowledgement was given to the complainant for future reference. This 

leaves Bank representative not liable to resolve the complaint as complainant has no proof in 

hand for complaint registration. 

¶ There is no mechanism at BISP Tehsil level to deal with the BDC related complaints. BISP 

Tehsil staff believes that the Bank being the payment agency need to resolve all BDC related 

complaints, and complaint registration, handling and processing is their responsibility. 

¶ Online payment details of the beneficiary are showing that, after receiving her first bank 

payment on May 17, 2012, BISP has generated no more instalments. 

 

6. Recommendations 
 

¶ BISP should enhance CMS capabilities to address BDC/ payment related complaints. 
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Payment Case Study Number P-Q3-Upper Punjab-16 

Nature of Case Non-Payment due to Lost Benazir Debit Card 

Complainant/ Beneficiary Asmat Tahira 

Widow of: Muhammad Asif 

Complainant, if not beneficiary herself - 

Address Village Virkan, Tehsil Nowshera Virkan & district 

Gujranwala. 

CNIC Number 34103-5353750-4 

PSC form number 25830497 

Date Study Completed 12
th
 February 2013 

 

1. Receiver Woman / Complainantôs Profile and Background 
 

Asmat Tahira widow of Muhammad Asif is a 41years old primary literate working woman, living 

with her family in Tehsil Nowshera Virkan. She has eight children including three sons and five 

daughters. Five of her daughters and a son are attending the school while her two sons work as 

labourer with mason and gets Rs.15,000 per month. She also works as housemaid and gets 

Rs.3,000 per month. 

 

She lives with her family in a five Marla semi pacca self-owned house comprising three rooms, an 

open kitchen and a washroom. The streets of her village are paved but with open drains. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Asmat Tahira informed that PSC survey in her area was undertaken in January 2011 at her door 

step. After filling the PSC form, the survey team issued her a survey receipt and advised her to 

keep it safe for future reference. After becoming the BISP beneficiary, she did not receive any 

letter from BISP confirming her eligibility in the BISP programme. She further mentioned that 

she came to know about change in payment mode, and also how to get the Benazir Debit Card 

(BDC) from the village postman. Asmat Tahira was unaware of the BISP eligibility criteria and 

how she got selected in the programme. She considers the programme is owned by the sitting 

government to help and support the poor people. She informed that she had used the BISP 

instalments of Rs.25,000 received till November 03, 2012 for purchasing groceries and other 

household items. 

 

According to the beneficiary, in the second week of April 2012, the village postman visited her 

house and informed about change in payment mode from Pakistan Post to Bank through BDC, he 

advised her to visit the BISP Tehsil office and get her BDC for the withdrawal of BISP amount. A 

week later, she visited the BISP Tehsil office situated at a distance of about 30 KM from her 

locality. She covered some distance on foot and further by wagon and spend Rs.130 for the round 

trip of BISP office. 

 

At BISP office, the staff after checking her online tracking information referred her to NADRA 

counter for getting her BDC and after going through the whole process Asmat Tahira got her new 

BDC. At that time she was advised by the bank staff to visit the Omni franchise after 72 hours to 

get the cash grant instalment through BDC. After getting her BDC, she placed it in her hand bag 

and returned home. 
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3. How did the Complaint Emerge? 
 

Two days after getting her BDC, when she decided to visit the Omni franchise for the withdrawal 

of BISP amount she couldnôt find her BDC envelope in her hand bag. She did not know what to 

do for the registration and resolution of complaint. In June 2012 village postman delivered her 

BISP money orders at door step. She shared her problem of lost BDC with the postman and asked 

for his help. Postman advised her to visit BISP office for the registration and resolution of her 

complaint. On the same day, her knee got fractured and she couldnôt visit the BISP Tehsil office. 

After her knee recovered, she visited BISP Tehsil office in October 2012 and met the Assistant 

Director (AD).  

 

4. Processing of the Complaint 
 

4.A Provider Version 

 

Upon sharing her complaint, AD, BISP through NADRA database checked her online status 

of payment and found that the money was still lying in her account. AD referred her to 

Assistant Complaint for registration of her complaint regarding lost BDC. AC wrote a 

complaint on her behalf, then AC advised her to visit the UBL Bank, Wazirabad and submit 

this complaint along with a photocopy of her CNIC. Her complaint was also registered in 

Tehsil complaint register for BDC complaints; however the complaint has no reference 

number and filing date.  

 

4.B Client Version 

 

Asmat Tahira visited the BISP Tehsil office twice, first time to register her complaint while 

the second visit she did for follow up of her complaint. During her second visit in the last 

week of October 2012, she was informed by AD that the BISP staff does not know about the 

resolution of her complaint. She was further advised by BISP staff that she does not need to 

visit the office frequently as the UBL would inform her about the resolution of complaint. 

 

Although, she was happy and satisfied with the attitude and treatment of the BISP staff, 

however, she is unsatisfied with the delivery of BISP amount through BDC. In this context, 

she mentioned that being illiterate, she does not know how to use the BDC and she withdrew 

BISP amount from HBL Bank ATM. She further informed that she made the last withdrawal 

through a bystander, who could have defrauded her and she has no one at home who knows 

how to use an ATM. 

 

Her complaint has been resolved and she got a new BDC. She withdrew her two BISP 

instalments of Rs.6,000 (Rs.3000 each) on November 03, 2012from UBL ATM. 

 

5. What We Learned? 
 

¶ The beneficiary was completely unaware about BISP complaint resolution mechanism. Then, 

with a lapse of three months, she gathered from village postman about BISP complaint 

redressal system. But, due to knee fracture she could not file her complaint in timely manner 

and lodged it in October 2012 in BISP Tehsil office which resolved it in about one month in 

November 2012. 

¶ The beneficiaryôs complaint was processed by UBL Wazirabad and after a telephonic call 

from UBL Wazirabad the beneficiary covered a distance of about 70-80KM and collected her 

new BDC with Pin Code. 



Targeting Process Evaluation for 

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

Section 1 ï Payment Case Studies 

P-Q3-Upper Punjab-16 
 

J40252714 

GHK Consulting Ltd. 44 

¶ In Tehsil Nowshera Virkan, the partner bank is UBL Bank, but, at the moment no Branch of 

the partner bank is functioning in concerned tehsil. Accordingly, the BISP staff following the 

instructions of the Bank and BISP management referred the beneficiaries to UBL, Tehsil 

Wazirabad situated at a distance of about 40 KM from Tehsil Nowshera Virkan. AC helps the 

beneficiaries in drafting written complaints and advised them to visit tUBL Wazirabad with a 

photocopy of their CNICs.  

¶ According to AD, although they are recording the BDC complaints on a register, but after the 

processing of complaints through UBL Wazirabad the BSIP Tehsil staff had no information 

about number of complaints that have been resolved/ or are under process etc.  

 

6. Recommendations 
 

¶ Proper communication between complainants/ beneficiaries and the BISP is recommended. 

¶ BISP Tehsil office staff needs to issue a reference slip to BDC complainants having complete 

name of Bank, complete address and telephone number of Bank so that the beneficiaries can 

easily approach the Bank. 

¶ The partner Bank should inform on weekly or monthly basis and share with BISP Tehsil 

office the number of complaints received/processed or resolved. BISP Tehsil office should 

also follow-up the complaint being the beneficiariesô first/ preferred point-of-contact. 
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Payment Case Study Number: P-Q3-Upper Punjab-17 

Nature of Case: Non-Payment due to Lost BDC Pin Code 

Complainant/ Beneficiary: Gulshan Shaheen 

Wife of: Sher Bahadar 

Complainant, if not beneficiary 

herself: 

- 

Address: Village Peer Jangla, Tehsil Talagang, District Chakwal. 

CNIC Number: 37203-1386479-8 

PSC form number: 24254764 

Date Study Completed 10
th
 February 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Gulshan Shaheen is a 49 years old illiterate married woman. She is a mother of six children 

including one son and five daughters. Five of her daughters are attending the school while her son 

is not of school going age. Her husband works as electrician in an electric store and gets Rs.9,000 

per month. There is no other source of income for the household. 

 

She lives with her family in a four Marla self-owned semi-pacca house having three rooms, a 

Baithak, a washroom and an open kitchen. The streets of her village are paved with open drainage 

system. Almost all the houses in her locality are dwelled by the labour class having same socio 

economic status. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Gulshan Shaheen has been declared an eligible beneficiary under phase-II of the BISP after the 

Poverty Score Card (PSC) survey. The householdôs PSC survey was conducted at her door step in 

January 2011 by a survey team. After completing her survey form, she was given a survey receipt 

for future reference. During interview Gulshan Shaheen mentioned that at the time of survey she 

possessed a valid CNIC which she shared with the enumerators. The beneficiary did not receive 

BISP letter regarding her eligibility in the programme. She does not know much about BISP but 

considers that BISP cash grant has been provided by Pakistan Peopleôs Party to help the poorest 

of the poor through cash grant. She had spent BISP instalments to dismount the bill of milkman 

and also for purchasing groceries. 

 

In May 2012, the village postman visited her house and informed her about change in payment 

mode with advice to visit the BISP Tehsil office and get her Benazir Debit Card (BDC) for the 

withdrawal of next BISP instalments. A day later, she along with her husband visited the BISP 

Tehsil office situated at a distance of about 20 KM from her locality. She covered the distance by 

Ching Chi rickshaw and van and spent Rs.140 for the round trip. She took her CNIC and PSC 

survey slip at the time of visit to BISP Tehsil office. 

 

In BISP office, the staff after checking her online tracking information referred her to the 

NADRA counter for further processing. After getting her BDC from the Bank counter, she went 

to the Telenor franchise and obtained her first BISP instalment of Rs.3,000. She came back home 

and placed her BDC envelope in the cupboard. 

 

3. How did the Complaint Emerge? 
 

Afterwards, in the first week of November 2012, she was informed by the neighbouring 

beneficiaries about release of second instalment. Two days later, Gulshan Shaheen alone visited 

the Telenor franchise and provided her BDC envelope to the franchise staff. The franchise staff 
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when opened the envelope couldnôt find BDC Pin Code slip and asked her for that. However, she 

informed him that everything she had was in the BDC envelope. The franchise staff informed her 

that although a BISP instalment had been transferred into her BDC account but she could not get 

it until she provides BDC Pin Code. She was advised to visit the BISP Tehsil office for the 

registration and resolution of her complaint. From franchise, after covering about one kilometre 

she reached BISP office. 

 

4. Processing of the Case 
 

4.A Providersô Version 

 

At BISP office she met Assistant Director and shared her complaint about the lost BDC Pin 

Code. For the registration and recording of her complaint, she was referred to Assistant 

Complaint who entered her complete name, address, CNIC number and contact number on a 

Tehsil BDC complaint register. She did not receive complaint acknowledgement slip for 

future reference, however, advised by the AC to revisit the office after one month. 

 

On November 16, 2012, the AD emailed her complaint to BISP HQ and received a delivery 

report with a message that complaint has been successfully lodged into the system. Till March 

05, 2013, AD did not receive any update on the complaint which is still pending. 

 

4.B Clientôs Version 

 

The beneficiary visited the BISP office twice, first time to register her complaint and the 

second visit was for the complaint follow up. During the last visit in early December 2012, 

she gathered from BISP staff that her complaint was not resolved and was in the resolution 

process. She was advised by the BISP staff that she does not need to visit the office frequently 

as the office would inform her about the resolution of her complaint. 

 

Gulshan Shaheen was disappointed over the delay in resolution of her complaint. Although 

she beneficiary was satisfied with the attitude and treatment of the BISP staff but she was not 

satisfied with the complaint redressal system. She considers that Pakistan Post is the most 

suitable department for the delivery of BISP instalments at the beneficiariesô door step. 

 

5. What We Learned? 
 

¶ The complaint was filed in BISP Tehsil office in November 2012, and forwarded to BISP HQ 

for further processing; however it was pending when last checked on March 05, 2013. 

¶ In Tehsil Talagang, the partner bank is Tameer Bank, but, presently no branch of partner bank 

is functioning in Tehsil Talagang. The BISP AD also mentioned the inaccessibility and 

unavailability of partner bankôs helpline. 

¶ At the moment there are only two Telenor franchises functioning to disburse 3,369 BISP 

beneficiaries. While there is no Point of sale (POS) or ATM available for the beneficiaries 

living in remote areas of Tehsil Talagang. According to AD, the field area of Tehsil Talagang 

is spread over 70 kilometres. This means that a beneficiary may have to cover a distance of 

about 60-70 KM for withdrawal of BISP instalments.  

 

6. Recommendations 
 

¶ BISP staff should properly guide the beneficiaries about the usage of BDCs and importance 

of Pin Code. 
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¶ Normally complaints regarding PIN Code are addressed almost on the same day by contacting 

the bank helpline. BISP should request the partner bank for the availability and functioning of 

customer services helpline so that the beneficiaries or BISP staff launch and register their 

complaints with ease. 

¶ BISP management should take some immediate measures for the resolution of BDC related 

complaints. BISP management should also sensitize and mobilize the partner bank for the 

launching of a comprehensive complaint redressal system to facilitate the beneficiaries and 

address their complaints. 
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Payment Case Study Number: P-Q3-Upper Punjab-18 

Nature of Case: Non-Payment due to Lost Benazir Debit Card 

Complainant/ Beneficiary: Ijaz Begum 

Wife of: Muhammad Aslam 

Complainant, if not beneficiary 

herself: 

- 

Address: Mohalla Rehman Abad Tehsil Talagang District Chakwal. 

CNIC Number: 37203-8963403-6 

PSC form number: 24253660 

Date Study Completed 10
th
 February 2013 

 

1. Receiver Woman/ Complainantôs Profile and Background 
 

Ijaz Begum w/o Muhammad Aslam is a 45 years old illiterate working woman. She has five 

children including three sons and two daughters. Three of her children including two sons and a 

daughter are attending the school while her two children are too young to attend the school. Her 

husband works as a labourer a with mason and earns about Rs.9,000 per month. Ijaz Begum also 

works as housemaid and earns about Rs.2,000 per month. 

 

She lives with her family in a three Marla semi-pacca house which consists of two rooms, a 

washroom and an open kitchen. Most of the streets including the one leading to her house are 

unpaved with open drainage system. 

 

2. Receiver Woman / Complainantôs Relationship with BISP 
 

Ijaz Begum was the BISP beneficiary during the parliamentarian phase and she has been declared 

eligible under phase-II of the programme as well after Poverty Score Card (PSC) survey. The 

householdôs PSC survey was conducted at her door step in January 2011 by a survey team. After 

completing her survey form, she was given a survey receipt for future reference. She possessed a 

valid CNIC at the time of PSC survey which she shared with the enumerators. She did not receive  

BISP letter regarding her eligibility in the programme. 

 

She does not know much about BISP but believes that the BISP instalments are provided by the 

Pakistan Peopleôs Party and they are helping the poor people through cash grant. She spends BISP 

amount for purchasing groceries and other household items. 

 

According to her, in April 2012, the area postman visited and informed about the change in 

payment mode with an advice to visit the BISP Tehsil office to get her Benazir Debit Card 

(BDC). A week later, Ijaz Begum alone visited the BISP Tehsil office situated at a distance of 10 

KM from her locality. She covered the distance by Ching Chi rickshaw and spent Rs.80 for the 

round trip. 

 

At BISP Tehsil office, the staff after checking her online tracking information referred her to the 

NADRA counter for further processing. After receiving her BDC, she obtained her BISP 

instalment of Rs.3,000 from the Telenor franchise. Later she gave her BDC to her husband to 

keep it in safe custody and got busy in routine work. 

 

3. How did the Complaint Emerge? 
 

In the first week of November 2012, Ijaz Begum gathered from neighbouring beneficiaries about 

release of second BDC instalment. She informed her husband and asked him for the withdrawal of 

BISP instalment. However, when her husband opened the BDC envelope, he couldnôt find it in 

the envelope. He became worried and started searching the BDC; however all his efforts went in 
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vain and they decided to take help from the BISP Tehsil office. Ijaz Begum went to BISP Tehsil 

office alone and met the Assistant Director. She shared her problem with the AD who referred her 

to Assistant Complaint for complaint registration.  

 

4. Processing of the Case 
 

4.A Providersô Version 

 

AC recorded her complete name, address, CNIC number and contact number on a BDC 

complaint register. She did not receive complaint acknowledgement slip for future reference; 

however AC advised her not to visit the Tehsil office repeatedly and that she would be 

informed when her complaint is resolved. 

 

On November 07, 2012, AD emailed her complaint to BISP HQ. In response AD received a 

delivery report with message that the complaint has been successfully lodged into the system. 

The complaint was then processed by the BISP HQ and Ijaz Begum received a new BDC 

from the Bank counter at BISP Tehsil office on December 03, 2012.   

 

4.B Clientôs Version 

 

The beneficiary visited the BISP office twice, once to lodge her complaint and the second 

time to collect her BDC. However, she was unhappy with the delivery of BISP instalments 

through BDC. In this context, the beneficiary informed that at the time of receiving her BDC 

there was some issue regarding its activation which took about one week to resolve and now 

her lost BDC complaint was resolved after 15-20 days. She believes that had her payment 

mode be Pakistan Post, she would not have faced this situation. 

 

Her complaint was addressed when she received her new BDC. She made a withdrawal from 

an ATM with the help of the Bankôs security guard and received her second BISP instalments 

of Rs.3,000 on the same day. 

 

5. What We Learned? 
 

¶ The complaint was registered at BISP Tehsil office and sent to BISP HQ for further 

processing. It was resolved in 15-20 days and the complainant received a new BDC with a Pin 

Code and received her BISP instalment through an ATM. 

¶ Beneficiaries do not know how to use the BDC for withdrawing cash transfer, and hand over 

her BDC and PIN Code to some person for withdrawing cash transfer from an ATM. At the 

ATM she was helped by the bank security guard to withdraw her 2
nd

 BISP cash grant.  

 

6. Recommendations 
 

¶ BISP management should negotiate with the higher authorities of partner Bank and ask them 

for the launching and functioning of customer services helpline for the quick and prompt 

registration of complaints. 

¶ Bank should come up with efficient complaint redressal system compatible with BISP Case 

Management System for timely resolution of BDC related complaints. 

¶ BISP should enhance CMS capabilities to address BDC/ payment related complaints and to 

keep track of the resolution of complaints. 
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Case study Number P-Q3-KPK-01 

Nature of Case Non Payment due to Exchanged BDC  

Complainant/ Beneficiary Jan Saba 

Wife of: Muhammad Rozi 

Complainant, if not beneficiary herself Muhammad Rozi 

Address Village Jambal, KohayAloch Puran Shangla, Post office: 

Aloch, Puran, Malakand 

CNIC Number 1550533964490 

PSC form number 29092186 

Date Study Completed 30
th
 December 2012 

 

1. Beneficiary/complainantôs Profile 
 

Jan Saba w/o Muhammad Rozi,26, is a resident of village Jambal, Kohay Aloch Puran Shangla, 

Post office Aloch Puran, Malakand. She is an illiterate mother of two sons and two daughters, one 

of her sons go to a government school in the village while the others are minors, therefore they 

remain at home. She is living in a joint family system and sharing the house with her parents-in-

law, three married brother-in-laws and their families, in total twenty eight persons are living in the 

house. 

 

Jan Saba and her family live in an eight marlas katcha house, having 5 rooms, a makeshift kitchen 

and a corner for open defecation. The family fetches drinking water from the nearby fresh water 

spring which is at 25 minutes walking distance. Her husband is a farmer and the family has a very 

small piece of agricultural land but there is no other regular source of income. 

 

Jambal is a small village of about ten to fifteen houses located at a distance of around 5 km from 

the main village of Aloch as well as from the main road. To reach her house tractor was used as 

there is no road or street leading to her house. Her village Jambal was at a distance of 5 km from 

Aloch. Primary Schools of boys and girls and a high school for boys are available in Aloch. BHU 

is available at one and a half hour walking distance. The house did not have basic civic amenities 

like, drainage system, gas and drinking water. 

 

2. Relationship with BISP 
 

Neither the beneficiary nor someone else in the house was included under Parliamentarian Phase 

of BISP cash grant. An enumerator of SRSP had filled her Poverty Score Card (PSC) form at her 

doorstep in the end of 2010 and its acknowledgement slip was also issued to the beneficiary. As a 

result of the survey, the beneficiary was declared eligible for the scheme. 

 

The beneficiary had no information about BISP, but she considered it as help for poor families. 

She had no idea about the eligibility criteria of BISP cash grant scheme and considered it as a 

financial aid for poor and needy families and so would be the selection criteria.  

 

She did not know about the complaint redressal mechanism but she came to know about it after 

mismatch of her BDC and pin code, her father in law visited BISP Tehsil office, Aloch, where he 

lodged a complaint. 

 

After being declared an eligible household Jan Saba received three BISP installments of Rs 6,000 

through Pakistan Post since 28
th
 October 2011 till 28

th
 March 2012. For BISP installments, her 

mode of payment changed from Pakistan Post to Bank through BDC in March 2012. She received 

her BDC in end June 2012 as stated by her. 
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The amount, she received so far from BISP cash grant, was used for purchasing a goat and 

groceries for the house.  

 

3. How did the complaint Emerge? 
 

In July2012 Jan Sabaôs father in law, Saleheen, went to the Ufone franchise to receive her first 

installment of Rs 3,000. He was told that the CNIC number and BDC do not match and probably 

her BDC has been exchanged. He went to the BISP Tehsil office Aloch. They told him that he 

should visit the franchise after some days to receive the beneficiaryôs installment.  

 

4. Process of the complaint 
 

4.A Providersô Version 

 

The complainant lodged a complaint at the BISP Tehsil, Aloch for non-payment of Rs3,000 

by the Ufone franchise, on 2
nd

October 2012. The complaint was registered manually. The 

complainant said that the franchise personnel informed that the beneficiary data is 

unavailable.  

 

Assistant Director, BISP Tehsil Office, Aloch, did not forward the complaint to the Divisional 

Director, BISP, Malakand for further necessary action because he started making efforts to 

retrieve the amount. The Tameer Bank representative showed his ignorance in this particular 

case and said that the amount had been received by the beneficiary. 

 

4.B Clientôs Version 

 

Saleheen, Jan Sabaôs father in law, who was handling her case, asked the Ufone franchise 

staff regarding the cash transfer. The staff told him that there was no amount in her account as 

the BDC and CNIC numbers do not match. Saleheen told Assistant Complaints, Aloch that 

something is wrong with the BDC and that he had been informed by the franchise staff that 

ñhe has not received any amount on the beneficiaryôs CNICò. The complainant did not know 

about the problem of BDC. 

 

Assistant Director assured him for the resolution of his complaint by issuance of the 

installment in near future. Around one week later, he went to BISP Tehsil office, Aloch but 

problem was not resolved.  

 

The beneficiary visited the BISP Tehsil office Aloch thrice. The office was at a distance of 5 

km which cost her Rs50 per round trip through public transport besides a walk of 30 minutes. 

The village is in the middle of mountains, and there are only few public transport vehicles that 

leave from the stand in the morning. The issue was unresolved till 2 January 2013. The 

complainant was satisfied with the officials' behaviour but is not satisfied with the complaint 

redressal mechanism. 

 

5. What we learned? 
 

¶ Beneficiaryôs father in law, Saleheen, asked the franchise owner regarding the generated 

amount repeatedly but he told him that no amount had been received. 

¶ The actual problem that has neither been highlighted in the complaint nor addressed/ 

investigated is that as shown by her Payment Detail, Rs.3,000 had been fraudulently 

withdrawn from a franchise by using her BDC on19
th
July 2012, which the beneficiary denies 

withdrawing. 



Targeting Process Evaluation for 

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

Section 1 ï Payment Case Studies 

P-Q3-KPK-01 
 

J40252714 

GHK Consulting Ltd. 55 

¶ The standard complaint registration and resolution mechanism was not followed at the bank 

Counter of the BDC Centre. 

¶ At BISP Tehsil Office no one even knows that what is the real problem with her BDC? 

Whether it is an exchanged card case or theft case. 

¶ When the complaint at BISP Tehsil Office was submitted, the complainant did not receive 

any acknowledgement. There was no proper record of the case kept at BISP Tehsil Office 

Aloch. 

¶ The beneficiary did not receive SMS alerts for transactions. 

 

6. Recommendations 
 

¶ BISP staff should help the beneficiaries in identifying the real problem (like illegal 

withdrawal of Rs.3,000 in this case) so that correct complaint is lodged and investigated. 

¶ In order to minimize the process time of payment complaints, BISP should improve its 

software and its registration should be through CMS. 

¶ In order to inform the beneficiaries, SMS alerts for deposits and withdrawal should be sent to 

the beneficiaries.. 

¶ In order to avoid the confusion due to mixing of BDCs of different beneficiaries, personalized 

cards showing names and CNIC may be issued. In case these personalized cards are too costly 

then, at the time of issue at BDC Distribution Centre, at least beneficiaryôs name or CNIC 

may be written on the BDC by using a permanent marker so that they can identify their cards. 
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Case study Number P-Q3-KPK-02 

Nature of Case Non-payment of 6 MOs of Rs.12,000 

Complainant/ Beneficiary Fatima Bibi 

Wife of: Azim Khan 

Complainant, if not beneficiary herself  

Address Village Gul-e- Imam Tehsil & District Tank 

CNIC Number 1220160575164 

PSC form number 5391993 

Date Study Completed 21
st
 December 2012 

 

1. Beneficiary/complainantôs Profile 
 

Fatima Bibi w/o Azim Khan, 28, is a resident of village Gul-e- Imam, Tehsil and District Tank. 

She is an illiterate housewife and remains busy in the household chores. The beneficiary has 5 

children including three daughters and two sons. Beneficiaryôs children are enrolled in a 

Government Primary school of the village.  

 

She lives in a 4 Marla house, in which a single katcha room is reserved for her family; her 

husbandôs brother family is sharing the house with her. The house has a kitchen, a bathroom, an 

installed water tap within the house for the household usage. Beneficiaryôs husband owns a camel, 

which is used for loading purposes on commercial basis, through which he is earning around Rs 

200-Rs 300 per day and this is their only source of income. 

 

Vil lage Gul Imam is located at a distance of 15 kms on the eastern side of Tank and around one 

km from the Pezu road. Beneficiaryôs house is situated at the centre of the village and the street 

leading to her house is unpaved and narrow. Village has a primary and a high school for boys and 

girls; a boys College and a Basic Health Unit (B.H.U), but do not have proper drainage system, 

and gas connections. 

 

2. Relationship with BISP 
 

She was not included for BISP cash grant scheme under Parliamentarian Phase. Her Poverty 

Score Card (PSC) form was filled by the survey organization (SRSP) in the end of 2010 at her 

door step. After filling her form the enumerator had handed over the acknowledgement slip to her. 

As a result of the survey the beneficiary was declared eligible for the scheme. 

 

The beneficiary and her family knew that BISP is for poor families like theirs. She had no 

information about the detailed mandate of BISP; however, she was satisfied with her BISP 

instalment @ Rs.1,000 oer month. 

 

The beneficiary did not know about the complaint redressal mechanism. She came to know about 

the complaint redressal process and embezzlement of her installments during her visit to the BISP 

Tehsil office, Tank. 

 

The BISP installments were used on the daily food stuff and in future it would be used for the 

same purpose.  

 

3. How did the complaint Emerge? 
 

The beneficiary had the knowledge of her inclusion in the PSC Phase of BISP cash transfer 

scheme, as she checked her status in a net café.  
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Five consecutive MOs for Rs.2,000 each, were generated on 25
th
 April 2011, while the 6

th
 MO for 

Rs.2,000 was generated on 12
th
 August 2012, which are shown as delivered on 30

th
 July and 1

st
 

October 2012 respectively. Though the beneficiary neither received the amount nor knew that her 

installments have been generated. The concerned postman denied her MOs despite her repeated 

visits to the Post office, the postman told her that he did not receive any MO for her.  

 

It was pointed out to her during her visit to BISP Tehsil office Tank by Assistant Director after 

checking her payment status that her 6 MOs for Rs.12,000 have been embezzled by the postman. 

Thus the beneficiary came to know regarding the non-payment for which she lodged a complaint. 

 

4. Processing of the complaint 
 

4.A Providersô Version 

 

The complaint for non-payment by the postman was received by the Assistant Director, 

BISP Tehsil office, Tank, however, no written complaint was received from the complainant, 

and BISP office entered the verbal information in a manual register. Assistant Director, 

BISP, Tehsil Office, Tank directed the concerned postman on phone to release the 

embezzled amount for Rs.12,000. The postman paid the embezzled amount to the 

beneficiary, which was confirmed later by the beneficiary through telephone. 

 

The charge against the postman had been proved beyond doubt but neither any formal 

enquiry was conducted nor any punitive action was taken against him, however, the amount 

has been recovered and delivered to the beneficiary thus the issue stands resolved, and the 

process completed in a week time. 

 

4.B Clientôs Version 

 

The beneficiary visited BISP Tehsil office, Tank and lodged a verbal complaint and 

requested for the release of her embezzled amount in June 2012. Though no written 

complaint was submitted but her complaint was recorded upon verbal information. The 

Assistant Director directed the concerned postman telephonically to make the payment. The 

beneficiary was advised that postman would deliver the embezzled amount at her home. She 

was not issued any acknowledgement slip for the complaint registration. 

 

After some days, the postman visited her house and paid the embezzled amount of 

Rs.12,000. The issue was resolved by getting the embezzled amount and the whole process 

took about 15 days. The beneficiary was satisfied with the BISP staff as well as BISP 

complaint redressal mechanism. 

 

BISP Tehsil office Tank was at a distance of 15 km and she incurred Rs.100 as her travelling 

cost on her visit.  

 

5. What we learned?  
 

¶ Before lodging her complaint, the beneficiary demanded the generated amount repeatedly 

from the postman, but failed to get that from the postman. The Assistant Director, BISP 

pointed out the embezzlement by the post man during beneficiaryôs visit to his office. The 

case was registered and Assistant Director on telephone directed the concerned postman to 

make the payment immediately. The concerned Postman visited the beneficiaryôs house and 

delivered her embezzled amount. The case was disposed of and further proceedings of the 

case were closed. 
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¶ Assistant Director BISP Tehsil office Tank neither forwarded the complaint to the BISP 

higher offices nor to Pakistan post for enquiry into the matter and as the embezzlement was 

proved beyond doubt, no suggestion for an exemplary punitive action against the postmen 

was proposed resultantly no disciplinary action against the post man could be taken. Thus he 

deviated from the BISP established rules and procedure. The postman was not questioned that 

why he showed the amount as delivered? In reply of the question that why he did not forward 

the complaint for enquiry? He justified that he received a verbal complaint, which could not 

be processed. But why he did not advised the beneficiary to submit a written complaint? He 

had no justification for actions regarding closing the case. 

¶ The beneficiary visited in June 2012, her payment status was checked and only six MOs have 

been generated which were shown as delivered at BISP website. Though at that time three 

more MOs for Rs.7,000 were shown as delivered but the Assistant Director did not point it 

out to her. Neither BISP official told her about the further three MOs for Rs.7,000 which were 

shown delivered till June 2012 nor did the beneficiary knew regarding the said amount.  

¶ Her payment mode is still Pakistan post, because BDC Centre was not operative in her 

District Tank, though a blank Bank payment is shown at the BISP website on 2 January 2013.  

¶ Proper record of the case was not maintained at BISP Tehsil Office Tank, because neither 

receiving nor disposal dates were found at the office, though it was registered in a manual 

register.  

¶ The beneficiary was satisfied with the BISP staff as well as showing satisfaction with BISP 

complaint redressal mechanism. 

 

6. Recommendations 
 

¶ Each Payment Complaint must be sent formally to Pakistan Post for conducting an Enquiry, 

so that where required, appropriate action may be taken against guilty postman. BISP officials 

should be bound to process the non-payment complaints in line with BISP rules and it should 

be forwarded to Pakistan post for enquiry. 

¶ In order to minimize the process time of non-payment complaints, BISP should create check 

& balance besides systemized complaint redressal mechanism, BISP should improve its 

software and at least its registration should be through CMS. 

¶ BISP should ensure BDC Distribution at Tank, which would ensure transparency. 

¶ Complaints should not be resolved informally and should be addressed through formal 

enquiries.  Though in this case, the complainant received her money through informal 

redressal but the postman was not penalized for his misappropriation. The informal redressal 

of complaints provides an immediate solution to the individual complainant but does not 

promote improved governance within Pakistan Post. 
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Case study Number P-Q3-KPK-03 

Nature of Case Non Payment due to Exchanged BDC 

Complainant/ Beneficiary Wasam Dara 

Wife of: Nasrullah Khan 

Complainant, if not beneficiary herself  

Address Village Sikandar Bhart, Bannu 

CNIC Number 1110153217174 

PSC form number 29078364 

Date Study Completed 12
th
 December 2012 

 

1. Beneficiary/complainantôs Profile 
 

Wasam Dara w/o Nasrullah Khan, 40, is a resident of Sikandar Bhart, Bannu. The beneficiary is 

an illiterate housewife who remains busy in her household chores. She is a mother of three 

children; a son and two daughters. Her son is enrolled at a Government school in the village, 

while daughters are not getting education as both are not of school going age. 

 

Her husband is the only bread winner of the house and works as a labourer on daily wages and 

receives Rs.200-300 per day. The family has neither agricultural land nor any other regular source 

of income except his daily wages. 

 

Her family dwells in a nine Marla katcha house which has three katcha rooms, without bathroom 

and kitchen facilities. The family has an installed hand pump at the courtyard from where they 

take water for household usage.  

 

Village Sikandar Bhart is located at a distance of around 15 km from Bannu city, and its link road 

is a single lane black top road. The streets are constructed of bricks. Separate Primary and high 

schools are available for boys and girls in the village. The village is having a Basic Health Unit 

(B.H.U) for basic health treatment. The village did not have proper Sewerage system or Gas 

connections though they do have electricity connections.  

 

2. Relationship with BISP 
 

She was included from this household under Parliamentarian Phase for BISP cash grant scheme 

but she did not receive any benefit at that time. During Poverty Score Card (PSC) survey, her 

form was filled in the end of 2010 by an enumerator of Sarhad Rural Support Programme, at her 

door step. She received the acknowledgement slip. As a result of this survey she was included as a 

potential beneficiary for BISP cash grant scheme. There is no other potential beneficiary in this 

household, except Wasam Dara, who is receiving BISP cash grant. She uses BISP cash grant 

amounts for her children educational expenses.  

 

Beneficiaryôs husband considered BISP as a cash grant scheme for the poor households of 

Pakistan, but they had no idea about the criteria of being an eligible beneficiary for the scheme.  

 

The beneficiary and her family were unaware regarding complaint redressal mechanism but she 

was guided by a bank official that her card had a PIN Code problem therefore she needs to visit 

BISP office for filing a complaint. Thus she visited BDC distribution centre located at BISP 

Divisional office Bannu and registered her complaint.  

 

Earlier she was receiving the MOs through Pakistan Post regularly. She was shifted to BDC mode 

of payment in June 2012 for which she did not receive any formal letter. She received her BDC 
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from BDC centre BISP Divisional Office Bannu. 

 

3. How did the complaint Emerge? 
 

The beneficiary visited an ATM booth in Bannu city for withdrawal of the amount, but failed to 

do so, because her BDC was probably exchanged. Bank official guided her to visit BISP office as 

her card had some problem.  

 

4. Processing of the complaint 
 

4.A Providers Version 

 

She visited BISP Divisional office Bannu where it was found at BDC distribution centre that 

her BDC No. 6393902000365819 was exchanged with someone else. Complaint regarding 

exchanged BDC was received by data entry operator (Bank representative) at BDC 

distribution centre which is located in BISP Divisional Office Bannu. The complaint was 

registered manually in BDC complaint register maintained by bank representative.  

 

No written material was received from the complainant but just verbal information was 

recorded in manual complaint register and her BDC was kept at BDC centre. Her complaint 

was forwarded to BISP headquarters as well as Tameer Bank (Partner bank) headquarters via 

email by Assistant Director BISP Tehsil office Bannu. The beneficiary was advised that when 

the other beneficiary (with whom her card was exchanged) contacts the office for returning 

Wasamôs BDC, it would be returned to her. 

 

4.B Clientôs Version 

 

The beneficiary herself visited and lodged a verbal complaint at BDC distribution centre for 

the Exchanged BDC at BISP divisional office Bannu in August 2012. Data Entry Operator of 

the partner bank counter received the information and entered in manual register which is 

maintained by him. She did not receive the acknowledgement. The beneficiary was advised 

that her issue would be resolved, whenever the other beneficiary contacts this office for same 

problem. 

 

In order to pursue her complaint, the beneficiary visited trice at BDC distribution centre by 

public transport and per visit travelling cost was Rs.200. 

 

The issue was resolved partially as she received her own card at her third visit to BDC 

distribution centre but it was deactivated. Due to non-activation of the card she was unable to 

withdraw the amount. The card is yet to be re-activated though beneficiary was happy that at 

least she has recovered her BDC back. 

 

5. What we learned?  
 

¶ The actual issue (that her amount was fraudulently withdrawn from her account through 

BDC) was neither highlighted nor investigated by the bank. Her BDC was issued in June 

2012. The website shows that the cash transfer of Rs.3,000 were credited on 26
th 

June 2012 

and also withdrawn on the same date after one and a half hour via ATM. The beneficiary 

denies that she has withdrawn this amount, which means that the beneficiary with whom her 

BDC was exchanged has withdrawn the amount. This aspect was not highlighted probably 

because Payment Detail was not accessible till September 2012. 

¶ Her BDC was exchanged with someone else and it was blocked as the PIN code didnôt match. 



Targeting Process Evaluation for 

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

Section 1 ï Payment Case Studies 

P-Q3-KPK-03 
 

J40252714 

GHK Consulting Ltd. 61 

The beneficiary did not know that how and where the card has been exchanged. She 

submitted her card on her first visit and she was told by the officials that she needs to re-visit 

after a month. She collected her own card on her third visit at BDC distribution centre but it 

was deactivated. 

¶ Though the complaint was forwarded to both BISP as well as the partner bank headquarters 

for redressal but it is still pending, as she could still not withdraw her instalments. During this 

period, three instalments of Rs.3,000 each have been credited to her. 

¶ The complaints relating to BDCs could only be lodged at BDC distribution centre located at 

BISP Divisional office Bannu and there is no other complaint receiving centre. 

¶ The partner bank (Tameer Bank) does not have a single branch in the entire district to cope 

with the situation but has only one representative at BDC distribution centre who just receives 

the complaints and has no authority and mechanism to solve the issues. He was of the view 

that he is keeping such BDCs, which have been exchanged, than on contacting by the real 

owners, he would deliver their cards.  

¶ Repeated replacement cost of BDCs may result in increasing the delivery cost. Currently the 

partner banks are replacing the BDCs free of cost but due to repeated replacement BDCs the 

partner banks may start demanding some replacement cost from BISP. 

 

6. Recommendations 
 

¶ In order to avoid the confusion due to mixing of BDCs of different beneficiaries, personalized 

cards showing names and CNIC may be issued. In case these personalized cards are too costly 

then, at the time of issue at BDC Distribution Centre, at least beneficiaryôs name or CNIC 

may be written on the BDC by using a permanent marker so that they can identify their cards. 

¶ the real issue was illegal withdrawal of amount from beneficiaryôs account through her BDC 

but the complaint filed was about replacement of BDC/ PIN. BISP staff should help the 

beneficiary by reviewing her Payment Detail and advising the complainant to file the correct 

grounds of complaint. 

¶ The issue could have been resolved by sending a blocking request to the head office on 

telephone, and then issuance of a new BDC. Exchange of BDCs was not her fault and so she 

should not have been asked to wait for the other woman and complain about exchanged BDC. 

In order to minimize the process time of non-payment complaints, BISP should improve its 

software and at least its registration should be through CMS. 

¶ The CMS should be upgraded that at least block BDCs or the bank representative must be 

having the complaint ID for pursuing such complaints from BDC centre. 

 



Targeting Process Evaluation for 

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

Section 1 ï Payment Case Studies 

P-Q3-KPK-04 
 

J40252714 

GHK Consulting Ltd. 62 

Case study Number P-Q3-KPK-04 

Nature of Case Non Payment due to Lost BDC 

Complainant/ Beneficiary Khyal Marjana 

Wife of: Shah Jahan Badshah 

Complainant, if not beneficiary herself Shah Jahan Badshah 

Address Village Kotki Payan, Tehsil and District Hangu 

CNIC Number 1410109277864 

PSC form number 30461694 

Date Study Completed 25
th
 December 2012 

 

1. Beneficiary/complainantôs Profile 
 

Khyal Marjana w/o Shah Jahan Badshah, 39, is the resident of village Kotki Payan, Tehsil & 

District Hangu. She is an illiterate housewife and mother of four sons, she stays at her home while 

taking care of her sons and doing domestic chores.  

 

She lives in a joint family at her parents in law home, the extended family consists of 14 persons 

who are living in a 10 Marla house, having three katcha rooms, a kitchen and a bathroom in a 

corner of the courtyard. The family has dug a well in the court yard and uses water of that well.  

Beneficiaryôs two elder sons are enrolled at a Government high school and the two younger are in 

the primary school in their village. 

 

Beneficiaryôs husband is a tailor, who has a tailoring shop in Hangu city, his monthly income is 

around Rs.8,000. Her husbandôs brother is a daily wager who earns Rs.200-Rs 300 per day. The 

family has neither agricultural land nor any other regular resource of income. 

 

Her village is at a distance of 6 km from Hangu city, and her house is located on the left side of 

the main Tall road. Her village has primary schools for boys and girls. The village did not have a 

health facility therefore they take their patients to Hangu when required. Sewerage system and 

Gas is not available in the village, though they are having electricity connections.  

 

In addition to Khayal Marjana two other potential beneficiaries namely Saira Rizwan and Maira 

also belongs to this household. 

 

2. Relationship with BISP 
 

Khyal Marjana was a beneficiary under parliamentarian phase of the programme. When her 

Poverty Score Card (PSC) survey form was filled by SRSP enumerator in end 2010 she was again 

declared a potential beneficiary. Her PSC form was filled at her door step and she received an 

acknowledgement slip from the survey team. 

 

The beneficiary and her family did not know details about BISP; but they knew it is a cash grant 

scheme for the poor introduced by the government. The family had no understanding of the 

criteria for being an eligible beneficiary for the programme, however, they considered BISP as a 

financial support for the poor and needy families like theirs.  

 

The beneficiary and her family were unaware about the complaint redressal mechanism but when 

BDC was lost and her husband visited the BISP Tehsil office, Hangu, he was guided how to lodge 

her complaint. 

 

She received Rs.35,000 in Phase 1, and, in Phase 2, Rs.10,000 through Pakistan Post and Rs.3,000 
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through BDC. The BISP amount she received so far was used for food stuff, and in future, it 

would be used for her familyôs food and other basic needs. 

 

The beneficiary did not receive any letter regarding change in payment mode from Pakistan Post 

to bank through BDC, but someone in the village informed her about issuance of the BDCs, she 

visited BDC Distribution Centre located at BISP Tehsil office Hangu and collected her BDC. 

 

3. How did the complaint Emerge? 
 

Her husband kept the BDC in the front pocket of his shirt and lost it in Hangu while coming back 

to the village. She visited the BDC Distribution Centre, Hangu and reported loss of her BDC. The 

complaint was registered for blockage and re-issuance of the Lost BDC.  

 

4. Processing of the complaint 
 

4.A Providers Version 

 

BDC lost complaint was received by the Data Entry Operator (Bank representative) at the 

BDC Centre, BISP Tehsil Office, Hangu. The complaint was registered manually in the BDC 

complaint register maintained by The Bank representative on 27
th
 September 2012. Her 

complaint was forwarded to the BISP Headquarters, Islamabad, as well as Tameer Bank 

(Partner Bank) Headquarters via email by the Assistant Director, BISP Tehsil office, Hangu 

on 4
th
 October 2012.  A reminder was sent to the above mentioned offices through email on 

18
th
 October 2012, but they had no response so far from either of the two offices. However, 

the beneficiary was advised that the issue would be resolved soon.  

 

Only one installment was generated by BISP as shown in the beneficiaryôs account details at 

the BISP website i.e. the amount of Rs.3,000 was deposited on 10
th
 July 2012, which she 

withdrew on 11
th
 July 2012.  No further amount has been deposited till 3

rd
 January 2013.  

 

4.B Clientôs Version 

 

Beneficiaryôs husband visited and lodged a verbal complaint at BDC Centre Hangu for the 

lost BDC at the BISP Tehsil office Hangu in September 2012. The applicant requested for the 

blockage and issuance of a new BDC. Data Entry Operator at the Partner Bank Counter 

received the information and entered in the manual register maintained by him at the counter 

but failed to issue its acknowledgement to the beneficiary for future reference.  The 

beneficiary was advised that her issue would be resolved soon but did not give her any time 

frame of its resolution. In order to pursue the complaint, the applicant visited twice at BDC 

Centre through public transport and his per visit travelling cost was Rs.20. 

 

The issue is yet to be resolved as the complaint is pending since September 2012. He was 

satisfied with BDC Centre staffôs cooperation and behavior as well as showed satisfaction 

over BDC complaint redressal mechanism and hopes that his issue would soon be resolved. 

 

5. What we learned?  
 

¶ The actual problem that has neither been highlighted in the complaint nor addressed/ 

investigated is that as shown by her Payment Detail, Rs.3,000 have been fraudulently 

withdrawn from a franchise by using her BDC on 28
th
 August 2012, which the beneficiary 

denies withdrawing. 

¶ Her BDC was lost by her husband and he immediately approached BISP office and requested 
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for its blockage and re-issuance of a new card. The complainant did not know that how and 

where the card had been lost.  

¶ The complaint was registered by Bank representative while forwarded via email by Assistant 

Director BISP and a reminder was also sent but the issue is still pending since September 

2012 for resolution at the partner bank headquarters.  

¶ Though the complaint was forwarded to both BISP as well as to the partner bank headquarters 

for redressal but it is still pending. Reminders have not been sent for quick processing of this 

complaint. 

¶ The complainant was not issued any acknowledgment for filing her complaint. 

¶ The complaints relating to BDCs could only be lodged at BDC Distribution Centre located at 

BISP Tehsil office, Hangu and there is no other complaint receiving Centre. 

¶ The partner Bank does not have a single branch in the entire district to cope with the situation 

but only have one representative at the BDC Distribution Centre who just receive the 

complaints and has no authority to solve the issues.  

¶ The beneficiary was satisfied with the cooperation and dealing of the BDC Distribution 

Centre staff but was dis-satisfied with BDC complaint redressal mechanism because her 

complaint has not been addressed. 

 

6. Recommendations 
 

¶ The payment generation should be consistent. i.e. Rs.3,000 issued every quarter so that the 

beneficiary does not have to wait and guess when she may get the next installment. Since July 

2012 no further deposits have been made in her account till February 2013. 

¶ Bank representative should have online access to BISP beneficiariesô data base and authority 
to process complaint online.  

¶ The concerned BISP staff should coordinate with bank staff appointed at BISP offices to 

observe the nature of the complaints and how the bank staff is handling these, so that they 

have some idea about the nature of complaints and processing time. 

¶ In this case, the real issue was illegal withdrawal of amount from beneficiaryôs account 

through her BDC but the complaint filed was about replacement of lost BDC. BISP staff 

should help the beneficiary by reviewing her Payment Detail and advising the complainant to 

file the correct grounds of complaint. 

¶ At the time of lodging a complaint, the complainant should be given an acknowledgement. 

¶ In order to minimize the process time of nonpayment complaints, BISP should improve its 

software and at least its registration of such complaints should be through CMS. 

¶ BISP should update the Case Management System (CMS) with new capability of dealing with 

BDC related complaints. 
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Case study Number P-Q3-KPK-05 

Nature of Case Non Payment due to Blocked BDC (repeated tries) 

Complainant/ Beneficiary Zubaida Bibi 

Wife of: Khalil Ullah 

Complainant, if not beneficiary herself  

Address Village Awan, Tehsil Pahar Pur, D.I.Khan 

CNIC Number 1210314486718 

PSC form number 7239802 

Date Study Completed 10
th
 December 2012 

 

1. Beneficiary/complainantôs Profile 
 

Zubaida Bibi w/o Khalil Ullah, 54, is a resident of village Awan, Tehsil Pahar Pur, District, 

D.I.Khan. She is an illiterate housewife and remains busy in her household chores. The 

beneficiary is having no kids of her own, though she has two step sons and four step daughters 

from second wife of her husband. Beneficiaryôs step sons and step daughters are enrolled in the 

Government schools in the village. 

 

The family dwells in a five Marla house having a single katcha room without a kitchen and 

bathroom. The family use water from a hand pump which is installed at the court yard. 

Beneficiaryôs husband is the sole bread earner, who is working as a chowkidar (Guard) in Karachi 

and earns Rs.6,000 per month. The family has neither agricultural land nor any other regular 

source of income. 

 

Her village is at a distance of 15 km from Paharpur and 30 km from D.I.Khan. Her house is 

located in the centre of the village. The street that is leading to her house is very narrow and 

katcha. The link road to the village is a single lane black top road. Primary & middle for girls, 

while primary & high schools for boys are available in the village. The village has a Basic Health 

Unit (B.H.U) for basic health treatment. The village has a poor drainage system, no gas 

connection though they do have electricity connections.  

 

Her husbandôs second wife is another potential beneficiary in the same household.   

 

2. Relationship with BISP 
 

She was not a beneficiary under the Parliamentarian Phase for BISP cash grant scheme. An 

enumerator of Sarhad Rural Support Programme had filled her Poverty Score Card (PSC) survey 

form in the end of 2010, and its acknowledgement slip was issued to her at her door step. As a 

result of the survey the beneficiary was declared an eligible beneficiary for BISP cash grant 

scheme. 

 

The beneficiary and her family did not know about BISPôs various programmes. They considered 

it as a Pakistan Peopleôs Party (PPP) cash scheme for poor families, which she heard in her 

locality. She had no idea about the criteria of being an eligible beneficiary for the scheme.  

 

The beneficiary was unaware regarding complaint redressal mechanism. When she visited HBL 

for withdrawal of the amount and failed to receive, bank officials told her that her BDC was 

blocked due to mismatching of BDC pin code.  

 

Earlier she was regularly receiving the payments through Pakistan Post. She was shifted to BDC 

in June 2012 though for the change in payment mode she did not receive any formal letter from 
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BISP. She collected her BDC from BDC centre BISP Division Office DI Khan. 

 

BISP cash grant is used for groceries and other basic needs of her family. 

 

3. How did the complaint Emerge? 
 

She visited Habib Bank Limited at D.I.Khan city, but failed to draw the amount as her BDC 

No.6006 4813 0465 5007 was blocked. She enquired regarding her payments from a bank official, 

who told her that her card has been blocked due to mismatching of its pin code and her repeated 

tries for withdrawal of her instalment from ATM. The bank official registered her complaint on a 

proforma. Thus a complaint was registered for re-activation of BDC which was blocked due to 

mismatching of its pin code.  

 

4. Processing of the complaint 
 

4.A Providers Version 

 

The complaint was received by an official of the Partner bank for reactivation of her BDC as 

that had been blocked, at a branch of Habib Bank Limited D.I.Khan city on 5
th
 July 2012. The 

complaint was registered manually in BDC complaint register maintained by the bank branch 

on the same date. A proforma which had full details of the complaint along with a copy of 

beneficiaryôs CNIC was received, though no acknowledgement was issued to the beneficiary. 

Her complaint was forwarded via email to Habib Bank Limited headquarters in Karachi for 

the reactivation of her BDC. The beneficiary was advised that her complaint would be 

resolved soon and she could enquire regarding its reactivation after a month. 

 

The complaint was forwarded to HBL headquarters in Karachi in July 2012, but the BDC was 

not reactivated till interview of the TPE team with partner bank focal person in D.I.Khan. On 

the other hand BISP website shows generation of two further installments also but the 

payments could not be withdrawn as her complaint has not been addressed despite the 

passage of eight months. 

 

4.B Clientôs Version 

 

The beneficiary Zubaida Bibi, herself visited Habib Bank Limited Branch at D.I.Khan city 

and submitted her complaint for reactivation of her BDC, by submitting a proforma with a 

copy of her CNIC in July 2012. The official at partner bank counter received her information 

and entered in manual register which is maintained by him.  

 

The official advised her that her complaint would be resolved within a month. The beneficiary 

visited again after a month but it was not resolved and was pending. The beneficiary has been 

paying regular visits in order to pursue her complaint. 

 

The issue is yet to be resolved and the complaint is pending since July 2012. On the other 

hand, the complainant visited thrice and her per visit travelling cost was Rs.120.  

 

5. What we learned? 
 

¶ Her complaint regarding blocked BDC (due to repeated tries of PIN Code) was registered by 

the bank branch and was forwarded to bank headquarters in Karachi for its reactivation. 

Despite the passage of eight months it has not been reactivated.  

¶ Receiving complaints at the different branches is considered a good practice on the part of the 
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partner bank but reactivation takes abnormally long time. Many partner banks usually re-

activate the card after calling the helpline and verification of some information from the 

beneficiary. 

¶ The beneficiary was satisfied with the cooperation and dealing of BISP staff, but was 

dissatisfied with the complaint redressal mechanism as she could not get any satisfactory and 

positive response from bank representative.  

¶ The BDC was issued in June 2012, three instalments have bene deposited but she couldnôt 

withdraw as her BDC has not been reactivated. 

 

6. Recommendations 
 

¶ Payment complaints of blocked BDC should immediately be reactivated by contacting the 

bank helpline. Taking eight months to resolve such a simple complain force the beneficiary to 

start thinking that maybe the money orders were a better mode of delivery. 

¶ Partner bank should be bound that the re-activation of the blocked cards should take place 

within a specific time. In order to minimize the process time of non-payment complaints, 

BISP should improve its software and at least its registration should be through CMS.  
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Case study Number P-Q3-KPK-06 

Nature of Case Non-Payment due to blocked PIN Code (due to repeated 

tries) 

Complainant/ Beneficiary Maja Bina 

Wife of: Sahib Daraz Khan 

Complainant, if not beneficiary herself  

Address Mohallah Karam Khel,  Isa Khel Post Office Pahar Kati 

Khel, Tehsil and District Nowshera 

CNIC Number 1720166633618 

PSC form number 7294548 

Date Study Completed 15
th
 December 2012 

 

1. Profile of the beneficiary/complainant  
 

Maja Bina (CNIC Mahjabina) wife of Sahib Daraz Khan is a 46 years old woman. She is a 

resident of Mohallah Karam Khel, village Isa Khel, Post Office Pahar Kati Khel, Tehsil and 

District Nowshera. She is an illiterate housewife and mother of eight children including six sons 

and two daughters. She is going through a trauma as one of her sons died on 27
th
 of September 

2012 in an accident while another is having a kidney stone. 

 

Her husband is a daily wager who earns Rs.300 per day if there is any work opportunity otherwise 

he stays at home.  

 

She lives in a four Marla house consisting of one pucca room. The boundary wall is katcha and 

there is no kitchen and toilet in the house.  

 

The village where she lives has rural setting. Her house is located on a small hill which is some 

200 feet away from road side. BHU and Government Primary School is at a distance of 2 

kilometers. Electricity is available in the house. 

 

2. Relationship with BISP  
 

Maja Bina was not a beneficiary in the parliamentarian phase of BISP. Two years ago the BISP 

Poverty Score Card (PSC) survey team visited her home; her PSC form was filled at her doorstep 

and an acknowledgment slip was issued to her on the spot.  

 

She considers BISP as a government scheme for poor people and so would be the selection 

criterion. Her husband checked her eligibility status through internet in Nowshera and found that 

she was eligible for the BISP cash transfers. She has not been given any IEC material and all she 

knows about BISP is through inter-personal contacts.  

 

She intended to utilize the BISP cash grant on treatment of her son for which she would be 

indebted to BISP for the rest of her life. Previously she was receiving payments through Pakistan 

post and had received Rs.9,000 of the generated Rs.12,000. She received BDC (6271-0080-0134-

3512) on 29
th
 of August 2012 when it was introduced in District Nowshera. She was not delivered 

any letter for the change in her payment mode. She visited BDC Centre as other women of her 

village were visiting the said Centre for issuance of her BDC. 
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3. How did the complaint emerge?  
 

Maja Bina received BDC from BDC Centre Pirpyai on 29
th
 August 2012. She checked her 

payment at ATM but she was not successful to withdraw her instalment. She visited the BDC 

Centre, Pirpyai and informed the Bank representative, who told her that there was some problem 

in her BDC and it would start work automatically therefore she needs to check it again after few 

days. The next visit to ATM also proved fruitless. She visited again the same BDC Centre bank 

representative, who informed her that BDC Pin Code was not working, therefore she needs to get 

a new Pin Code. They asked her to call on the Bank phone helpline, she tried but the Bank record 

name was not matching with the one she had on her CNIC therefore the customer service did not 

process her complaint and asked her to first correct her name in her CNIC therefore she went 

again to the BDC Centre for resolution of her complaint.  

 

4. Process of the complaint 
 

4.A Providersô Version  

 

Maja Bina visited the BDC Centre Pirpyai on 17
th
 of October 2012.The Bank representative 

called the Bank helpline and let her talk for verification, the helpline representative asked her 

to say her name, she responded accordingly and said ñMahjabeenaò. The helpline 

representative (HBL customer service) informed the Bank representative to convey to the 

woman that she has to correct her name in the CNIC because the data they have (from BISP) 

does not match with the data (in CNIC) provided by the woman.  

 

The Bank representative called the helpline again and directed her to say ñMaja Binaò rather 

Mahjabina. The helpline representative (HBL customer service) verified her and allowed her 

to choose a new Pin Code. The bank representative helped her in this regard thus she received 

a new Pin Code. 

 

The Bank representative has no record of complaints lodged in his office. After getting the 

new Pin Code she had withdrawn the cash transfer on the same day as shown by the BISP 

website.  

 

4.B Clientôs Version  

 

Maja Bina visited Bank representative in the BDC Centre Pirpyai and informed him about the 

problem in her BDC. The bank representative asked her to wait for few more days and 

informed that automatically the problem would be fixed. After waiting some days and tried 

her luck again on the ATM but failed again, therefore, she visited BDC Centre again. On this 

visit she was informed that her BDC Pin Code was faulty and asked her to talk to HBL 

helpline representative for verifications, but in that attempt the problem of her name cropped 

up. She told the bank representative that the customer service did not recognize her due to 

difference of name in her CNIC, the bank representative called the helpline for her from his 

registered mobile and processed the case of her Pin Code and when the beneficiary was asked 

about her name, she stated as was written in her CNIC. Then the customer service told the 

bank representative to ask her to change her name, again he tried and this time told the 

beneficiary to pronounce the name as is written in the BISP roster.  

 

She visited seven times and on each round trip she incurred Rs.280. Finally she was given a 

new Pin Code through which she received her payment from an ATM on the same day at 

Nowshera. She was satisfied with the cooperative and helpful efforts of the BDC Centre Bank 
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representative but not with the complaints redressal mechanism as a simple Pin Code she 

received in two months.  

 

5. What We Learned?  
 

¶ It is observed that the beneficiary received payment at 48
th
 day after receiving her BDC. The 

problem was pending for 40 days till its resolution.   

¶ The problem was simply that of Pin Code blocked due to retries, and this kind of issue was 

previously resolved very quickly and successfully by this BDC Centre on helpline. A new 

dimension of the problem was revealed when the helpline representative informed that a 

change in the name of the beneficiary is needed (because she pronounced it in a different 

way).  

¶ The TPE Team was observing the situation on spot. There was a slight difference in the 

pronunciation of two names (the name at CNIC and at BISP roster / Bank data). The 

beneficiary first attempted name was ñMahjabeenaò which the helpline refused to confirm. 

The bank representative was advised by the TPE Team that if the beneficiary tell the helpline 

the name as ñMaja Binaò as given in the BISP roster it could earn results. The same was tried 

and the helpline asked to save a new Pin Code through IVR. 

¶ It was observed that the bank helpline was stressing on the data with the bank as the source or 

primary data and the NADRA data as of secondary level thus he informed the beneficiary to 

modify the data (her name) in NADRA records. 

¶ In the instant case, the beneficiary was declared an eligible beneficiary but the same was not 

communicated to the beneficiary via a letter of eligibility through Pakistan Post. 

¶ During the survey, no IEC material provided to the beneficiary by the survey organization. 

The same might have been published for distribution in the community but it is wastage of 

public funds if material not delivered accordingly. It might have not been given to the survey 

organization for distribution or it might have been destroyed by the survey organization. In 

both the situations it is a matter of concern. 

¶ The beneficiary does not have sufficient information about the survey the burden of which 

lies upon both the survey organization and the BISP. 

¶ No acknowledgement slip was being issued to any beneficiary regarding their complaints. 

 

6. Recommendations  
 

¶ When BISP approves the discrepancy in the name of beneficiary by accepting the request, a 

subsequent change must made in the record available on BISP tracking website and also with 

the bank.  

¶ Beneficiaries should be trained how to use BDC, it would help reduce flow of complaints 

regarding BDCs. 

¶ BISP should ensure timely delivery on BISP intimation letters to the beneficiaries through 

Pakistan Post. 

¶ BISP should ensure the distribution of IEC material so that the beneficiary could be mobilized 

and educated about the programme. 

¶ BISP should ensure the provision of acknowledgement slips to beneficiaries while complaints 

are being lodged so that the date of complaint could be traced at beneficiaryôs end. This will 

also help the Assistant Complaints in dealing with visiting beneficiaries/ complainant. 

¶ The payments should consistently be generated as since August 2012 no further deposits have 

been made in her account till end February 2013.  
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Case study Number P-Q3-KPK-07 

Nature of Case Non Payment due to Exchanged BDC 

Complainant/ Beneficiary Bibi Qamit Jan 

Wife of: Shamsher 

Complainant, if not beneficiary herself  

Address Mohallah Chaonian, UC Sikanderpur, Tehsil and District 

Haripur.  
CNIC Number 1330204444118 

PSC form number 6212228 

Date Study Completed 2
nd

 December 2012 

 

1. Profile of the beneficiary/complainant 
 

Bibi Qamit Jan, wife of Shamsher, 42, is a resident of Mohalla Chaonian, UC Sikanderpur, Tehsil 

and District Haripur. She is an illiterate housewife having five sons and two daughters. Only one 

of her children is going to a government primary school. Her husband is a Suzuki driver and 

earning Rs.4,500 per month. The family actually belongs to Kohistan but shifted to Haripur for 

better life since long. She lives in a joint family system where she and her children are living with 

her mother in law and 4 sisters in law. 

 

She lives in a three rooms15 Marla house. They have rented this house on Rs.4,000 per month, it 

has a make shift kitchen and a latrine for open defecation. They do have electricity connection, 

but there is no provision of Sui gas, clean drinking water is available from the tap which is 

installed within their house.  

 

Her village is located at a distance of 10 KM from Haripur city and have approximately 170 

houses, scattered over a plain field. There is a primary school for boys and girls near her house. 

There is no other beneficiary in the household.  

 

2. Relationship with BISP  
 

Bibi Qamit Jan was eligible beneficiary for the cash grant scheme during the Parliamentariansô 

Phase of the programme. Later she was entertained by the programme during the Poverty Score 

Card phase of the scheme, following her participation in the survey in July 2010. 

 

An enumerator of the survey organization had filled her PSC survey form and handed over the 

acknowledgement slip on spot at her door step. She received an intimation letter from BISP 

through which she was informed that she has been declared a potential beneficiary. 

 

She had some knowledge of the programme and her selection as a beneficiary, she understood 

that BISP is a cash grant scheme initiated by the PPP and aimed at the poorest of the poor in 

Pakistan. She said that she had been selected because her family is poor.  

 

She had been receiving payments since June 2009 and had received Rs.40,000 through Pakistan 

Post in 12 installments. She was shifted to the Bank Debit Card (BDC) system on 8
th
 July 2012 

when the BISP Tehsil Office Haripur issued her a BDC # 6271008001327768. She received a 

message on mobile that the amount has been transferred to her account; she visited Tehsil Office, 

Haripur and they said she should withdraw the amount from the ATM. She had been spending the 

BISP cash grant on utilities, grocery and medicines for her family. 
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3. How did the complaint emerge?  
 

She was advised to retrieve her instalment from a franchise or by using ATM after three days of 

receiving her BDC. 

 

After three days, she went to the BISP Tehsil office Haripur. She was asked to go to the ATM. It 

was a new system for her. At ATM she asked someone to withdraw amount for her but  after 

checking with the ATM he informed that no instalment has been credited to her account or there 

is some problem with the Pin Code and returned her BDC to her. She had no idea that BDC is 

personal property of the beneficiary and it shouldnôt be given to strangers. She went to the Bank 

where she had checked with the ATM. At bank she was told that the BDC has no problem and she 

need to go to BISP so that the problem could be tackled; she rushed back to the BISP Tehsil 

office and they told her that she shouldnôt worry. She submitted copy of her CNIC with the bank 

representative at the BISP Tehsil office, Haripur. She was told that her BDC had been exchanged 

with someone elseôs BDC. 

 

4. Process of the complaint 
 

4.A Providersô Version  

 

On the 8
th
 July 2012 she lodged a complaint that her personal data should be updated and for 

the issuance of duplicate Card to the bank at the BISP Tehsil Office, Haripur. The application 

was registered both manually and entered into an Excel file by the Alfalah Bank 

representative to whom they were referred by the BISP Assistant Complaints. 

 

The complaint was submitted in writing along with a copy of her CNIC, BDC 

#6271008001327768, and a copy of the ATM transaction receipt as supporting documents. 

The complaint was forwarded to the Alfalah Bank Head Office on the same date, through 

email. 

 

She went with her original CNIC gave a copy of CNIC and the PSC survey acknowledgement 

slip to the Bank representative. Alfalah Bank representative requested the customer service of 

the Bank to issue her a new BDC and she received her new BDC within 7 days of her 

complaint.  

 

Her complaint was resolved and she received an amount of Rs.3,000 on 29 August 2012 

through a franchise in Haripur.  

 

4.B Clientôs Version  

 

She visited the BDC Centre at the BISP Tehsil Office Haripur once since she lodged her 

complaint, as the office is near her house, she went there with her husband. They spent Rs.60 

each to make the round trip to the Tehsil Office. The Assistant Complaints at BISP Tehsil 

office Haripur entered her complaint in the official records; however, she did not receive any 

acknowledgment. 

 

She said ñThey telephoned me and told to collect my new BDC and I am satisfied with the 

complaints redressal process.ò The beneficiary was very happy with the way they were 

treated by the staff at the Bank and BISP desks. She was satisfied with the procedure of the 

Bank and the time it took, only 7 days to resolve her complaint and also withdrew the 

instalment of Rs.3,000 after getting the new BDC.  
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She does not know where and at what time her BDC was exchanged. 

 

5. What We Learned?  
 

¶ She had no idea where she had exchanged her BDC and when.  

¶ The bank representative had no online access to her account they just guess that her BDC may 

have been exchanged and so processed the case for a new BDC. 

¶ She had not received acknowledgement on submission of her complaint.  

¶ The case has been resolved within a week and she withdrew the instalment of Rs.3,000 on 29 

August 2012 which was generated on 4 July 2012.No further deposits have been made in her 

account since July 2012. 

 

6. Recommendations  
 

¶ Bank representative should have online access to the BISP beneficiariesô data base at the 
Bank HQ to process complaints online.  

¶ Acknowledgement slips should be handed over to complainants at the time of registering 

complaints.  

¶ The payments should consistently be generated as since July 2012 no further deposits have 

been made in her account till end February 2013.  

¶ BISP should launch awareness campaign in which focus should be on the safety and security 

of BDCs and Pin Code.  

¶ In order to avoid the confusion due to mixing of BDCs of different beneficiaries, personalized 

cards showing names and CNIC may be issued. In case these personalized cards are too costly 

then, at the time of issue at BDC Distribution Centre, at least beneficiaryôs name or CNIC 

may be written on the BDC by using a permanent marker so that they can identify their cards. 
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Case study Number P-Q3-KPK-08 

Nature of Case Non-Payment due to blocked Pin code (locked due to 

repeated attempts) 

Complainant/ Beneficiary Khatam Gul Bibi 

Wife of: Akbar khan 

Complainant, if not beneficiary herself  

Address Mohalla New Aba Khel Nowshera City Tehsil and District 

Nowshera 
CNIC Number 1720177209894 

PSC form number 5226640 

Date Study Completed 19
th
 December 2012 

 

1. Profile of the beneficiary/complainant  
 

Khatam Gul Bibi wife of Akbar Khan,32, is the resident of mohallah New Aba Khel Nowshera 

City Tehsil and District Nowshera. She is an illiterate housewife and mother of 5 children 

including two sons and three daughters. Her eldest daughter (age 14 years) is mentally, physically 

and visually impaired (disable). She herself is a cardiac patient and incurs Rs 5,000 on her 

medicines per month. All her children go to school. Her husband is a mason and earns Rs 500 per 

day, however, his income is not sufficient to meet the expenses of the household, therefore, her 

brother-in-law helps her financially when requires. 

 

Khatam Gul Bibi lives in a five marlas kaccha house being the property of her husband. There are 

2 semi pakka rooms and a toilet with fair drainage. There is no kitchen in the house. Electricity 

and gas connections are provided in her house. Government Primary School is located nearby. 

The locals use to visit the nearby private medical practitioners or Government Hospital at 

Nowshera but Khatam Gul Bibi is receiving treatment from a doctor at Charsadda. 

 

2. Relationship with BISP  
 

Khatam Gul Bibi was declared as potential beneficiary in the parliamentarian phase of BISP. 

After the devastating floods of 2010 in the province BISP survey was held. When the survey team 

was filling Poverty Score Cards (PSC) forms in the neighboring mohallah, her husband filled her 

PSC survey form there and obtained acknowledgement slip. When the team visited her house and 

requested information, the enumerator came to know that PSC for this household was previously 

filled by head of the family thus duplication was accordingly avoided.  

 

Later on the local post man informed her that he has received MO for her which she received by 

visiting the Post Office. She considers BISP as Benazir Scheme. She is utilizing cash grant for her 

treatment and school expenses of her children. She was not informed about the change in mode of 

payment by BISP. When BISP introduced BDC, she obtained a BDC (6271-0080-0120-5093) 

from BDC Center Nowshera which was located in Government High School Watanr in August 

2012. 

 

She had received Rs 37,000 through Pakistan Post since April 2009. 

 

3. How did the complaint emerge?  
 

Khatam Gul Bibi received BDC in the month of August 2012 and she visited an ATM for the 

withdrawal of her BISP installment. Someone near the ATM helped her in the process but could 

not succeed as the Pin Code seemed to be doubtful. She visited again and tried the new Pin Code 
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with the help of someone at the ATM but this time the machine delivered a slip only, 

subsequently in the third, fourth and fifth visit the results were not different from the earlier 

attempts. A stranger near an ATM asked her if she want to solve her problem for Rs.100 but she 

refused. Next time she visited Bank Al-Falah where an official misbehaved with her and told her 

that her problem could not be resolved there. 

 

In her sixth attempt she visited the BISP Tehsil Office, Nowshera but she could not make an entry 

into the office due to heavy rush. The seventh time she visited BDC Centre, Pirpyai but again 

could not succeed in resolving her problem due to rush. She visited BDC Centre for the eighth 

time but did not succeed to talk to the BDC Centre Bank representative. Finally on her ninth visit 

of BDC Centre Pirpyai, she was able to meet with the BDC Centre Bank representative and 

discussed with him her problem. She submitted to the Bank representative her BDC, copy of 

CNIC and BDC envelope. 

 

4. Process of the complaint 
 

4.A Providersô version  

 

Khatam Gul Bibi visited BDC Centre, Pirpyai on 17
th
 October 2012 and informed about her 

Pin Code problem. The BDC Centre bank representative made her talk with the bank helpline 

representative who verified the beneficiary and issued her a new Pin Code. The Bank 

representative helps her in generating her new Pin Code and the issue was resolved on the 

spot. The Bank counter has no record of the (resolved) complaints. 

 

4.B Clientôs version  

 

The beneficiary despite several attempts at ATM could not succeed in withdrawal of her BISP 

installment, each time she incurred Rs 50 for the round trip. She visited Bank Al-Falah, BISP 

Tehsil Office and finally BDC Centre, Pirpyai by Chingchi which cost her Rs.80 for the round 

trip. At third visit to the BDC Centre, Pirpyai she was able to talk to the Bank representative 

and informed the Bank representative about her problem. Then the Bank representative 

contacted Bank helpline and asked her to talk to the Bank helpline representative, who after 

necessary verifications issued her a new Pin Code. She withdrew her payment the next day. 

She was satisfied with the assistance which was extended to her by the BDC Centre bank 

representative. She has spent a lot of her precious time and around Rs 1,000 on the whole 

process (visits to ATM and various offices) 

 

5. What We Learned?  
 

¶ The beneficiary was given a Pin Code with BDC which was not properly printed. The 

beneficiary attempted several times at ATM which caused the Pin Code lock. The printed Pin 

Code was of temporary nature and automatically removed with the passage of time also. 

¶ The Bank representative at BDC Centre, Pirpyai process the issues of Pin Code telephonically 

and gets them solved on the spot but the number of beneficiaries observed at the BDC Centre 

was quite high which could not be processed in a day and almost half of the beneficiaries or 

even more returns without resolution of their problems.  

¶ The issue was resolved with the telephonic contact of the Bank representative with the Bank 

helpline and the beneficiary was able to withdraw her payment next day.  

¶ No acknowledgement slip being issued to any beneficiary regarding any kind of complaint. 
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6. Recommendations  
 

¶ BISP should ensure timely delivery on BISP intimation letters to the beneficiaries through 

Pakistan post. 

¶ BISP should ensure the distribution of IEC material so that the beneficiary could be facilitated 

and educated about the programme. 

¶ Almost all the beneficiaries have no idea of the basics of the programme, which is having a 

key role in the smooth implementation and success of the programme. The BISP should start 

a parallel programme for educating the beneficiaries about the basics of the programme. It 

would help reduce the pressure of work load on the BISP offices and unnecessary visits, 

complaints and queries of the beneficiaries. It would also help in saving the time and money 

of the beneficiaries which is one of the ultimate goals of the programme. 

¶ BISP should ensure the provision of acknowledgement slips to beneficiaries while complaints 

are being lodged so that the date of complaint could be traced. Also it may help the Assistant 

Complaints in dealing with visiting beneficiaries. 

¶ BISP should ensure generation of instalment regularly when due. 

¶ BISP should ensure that the Pin Code given to the beneficiaries by the partner Banks should 

be of the permanent nature and the number of Pin Code could not be erased. 

¶ The BDC Centre helpline should be free of cost if beneficiaries are making calls for inquiries 

from their registered/unregistered mobile numbers. 

¶ BISP officials should be having registered lines with Bank customer service through which 

new Pin Code could be generated. 

¶ BISP should register complaints for Pin Code request through CMS.  

¶ The payments should be generated consistently, as since August 2012 no further deposits 

have been made in her account till end February 2013.  
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Case study Number P-Q3-KPK-09 

Nature of Case Non Payment of 5 MOs for Rs.10,000 

Complainant/ Beneficiary Khalida Bibi 

Widow of: Abdul Sattar 

The complainant, if not beneficiary herself Khalida Bibi 

Address Mohalla Ghali, village Todo Mera, UC Pind kanrgrora 

ghali, Tehsil and District Abbottabad 

CNIC Number 1310123899758 

PSC form number 5310444 

Date Study Completed 1
st
 January 2013 

 

1. Beneficiary/complainantôs Profile 
 

Khalida Bibi widow of Abdul Sattar, 42, is a resident of Mohalla Ghali, Village Todo Mera, UC 

Pind Kanrgrora Ghali, Tehsil and District, Abbottabad. The beneficiary has three sons and two 

daughters, (eldest child is 10 year old and youngest is 1 year old). She lives in a house consisting 

of two katcha rooms, no kitchen or latrine facility. She fetches drinking water from a nearby well 

in the village. Only two of her sons are school going who are receiving education from the 

government school in the same village.  

 

Her husband died of cancer. The family has neither agricultural land nor any other regular source 

of income. They are living on alms and Zakat of well off people of the village. 

 

Todo Meira is a small village located at a distance of around 21 km from Abbottabad as well as 

from the main road. Primary Schools are available for boys and girls in the village though a high 

school is at a distance of 10 km. No health facilities are provided in the village, therefore, they 

have to go to Abbottabad for treatment. The house did not have basic civic amenities like; 

drainage system, gas and drinking water. There is no other potential beneficiary in the household. 

 

2. Relationship with BISP 
 

The beneficiary was not included under Parliamentarian Phase for the BISP cash grant scheme. 

Her Poverty Score Card (PSC) survey form was filled at her doorstep by the end of 2010; and its 

acknowledgement slip was issued to the beneficiary on the spot. As a result of the survey, the 

beneficiary was declared eligible for the scheme. 

 

The beneficiary had no knowledge about BISPôs basic details as she did not receive BISP 

intimation letter. She does not have any idea about the eligibility criteria for the BISP cash grant 

scheme, though she considered it as a financial support for the poor and needy families.  

 

She did not know about the complaint redressal mechanism but when the postman refused the 

payment, she visited BISP Tehsil office Abbottabad in August 2011, where she lodged a 

complaint. The amount, she received so far, was used for purchasing groceries for the house and 

paying medical bills.  

 

3. How did the complaint Emerge? 
 

After being declared as an eligible beneficiary, she kept on waiting for her MOôs, but when she 

did not receive any installment for quite some time, she visited BISP Tehsil Office Abbottabad to 

check the status of her payment. At BISP Tehsil Office, she was told that 5 money orders worth 

Rs.10,000 had been generated from 28 February 2011 to 25 April 2011 and are shown as 
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delivered in her Payment Detail on the BISP website. BISP Tehsil Office guided her to lodge a 

complaint against the postman for the recovery of Rs.10,000. 

 

4. Process of the complaint 
 

4.A Providersô Version 

 

The Beneficiary lodged a complaint for non-payment of five MOôs worth Rs10,000 by the 

postman, at BISP Tehsil Office Abbottabad on 27
th
August 2011.The complaint was registered 

manually.  

 

Assistant Director BISP Tehsil Office, Abbottabad forwarded the complaint to the Divisional 

Director, BISP Abbottabad for necessary action. The Divisional Director sent the complaint 

along with a covering letter to the Deputy Post Master General on 17
th
 September 2011.  The 

DPMG sent a letter to The Divisional Superintendent, Pakistan Post, Abbottabad on 18
th
 

November 2011 with the request to conduct an inquiry. 

 

The joint inquiry was held and according to the Assistant Complaints, BISP Tehsil Office 

Abbottabad, informed that the embezzlement on behalf of the postman was reported but at 

times of enquiry the complainant submitted a hand written statement that she had received the 

amount and further process should be stopped.  

 

4.B Clientôs Version 

 

The beneficiary, asked the postman regarding the MOs but the postman straightaway denied 

and told her that there were no MOs received on her name. In the meantime, she went to the 

BISP Tehsil office, Abbottabad where she lodged a complaint for the recovery of Rs.10,000.  

 

Supervisor BISP Tehsil office, Abbottabad assured her for the resolution of her issue by 

assurance for the recovery of embezzled amount in near future. Around one month later the 

postman had delivered the amount of Rs.10,000 at her house. She was called at BISP Tehsil 

office Abbottabad and was asked about the embezzled amount, she told them that she had 

received the amount and submitted a written statement in which she confirmed receiving the 

embezzled amount Rs.10,000 from the same postman. The beneficiary visited BISP Tehsil 

Office Abbottabad thrice. It was at a distance of 21 km from her village which is in the 

middle of mountains and except one public vehicle in the early hours of the morning no other 

transport is available, it cost Rs100/person; if there is an emergency, people has to hire taxi 

which cost them Rs.300 per visit. 

 

She was satisfied that the issue was resolved and she received her embezzled amount from the 

postman. 

 

5. What we learned? 
 

¶ The beneficiary asked the postman regarding BISP installments repeatedly but he told that no 

amount has been received for her. BISP Supervisor came to know about the nonpayment of 5 

MOôs during her repeated visits to the BISP Tehsil Office Abbottabad. The case was 

registered and forwarded to the Pakistan Post for inquiry. It was observed that though the case 

was resolved and beneficiary received the embezzled amount, but no action is usually taken 

against the postman in such type of informal agreements reached between beneficiaries and 

postman.  

¶ The whole process took around 3 months. 
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¶ The complainant did not receive any acknowledgement against the lodged complaint.  

¶ The beneficiary was happy with the cooperation and dealings of the BISP staff as well as the 

complaint redressal mechanism, as her complaint was registered and resolved. Proper record 

of the case was kept at BISP Tehsil Office, Abbottabad. 

¶ The beneficiary did not receive intimation letter from BISP through which she could be 

informed about her eligibility.  

¶ Enquiries that only aimed at recovery of the embezzled amount do not discourage postmen 

from the malpractice as they are always left unpunished rather encourage others to follow 

suit. 

¶ Her payment through BDC has been generated after 7 months in January 2013. 

 

6. Recommendations 
 

¶ In order to minimize the process time of non-payment complaints, BISP should improve its 

software and at least its registration should be through CMS. The staff does not know how to 

handle different issues in case management system.  

¶ Complaints should not be resolved informally and should be addressed through formal 

enquiries.  Though in this case, the complainant received her money through informal 

redressal but the postman was not penalized for his misappropriation. The informal redressal 

of complaints provides an immediate solution to the individual complainant but does not 

promote improved governance within Pakistan Post. 

¶ The payments should consistently be generated as since June 2012 no further deposits have 

been made in her account till January 2013.  

 




