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Ref: J40252715/BISP B/May/2013 

5
th
 May, 2013 

Director Beneficiaries Services 

Benazir Income Support Programme 

F Block Pak Secretariat, 

Islamabad, Pakistan. 

 

Dear Mr. Naveed Akbar 

 

Subject: Fourth Post Survey Activities Report – BISP Targeting Process Evaluation (Cluster B) 

 

We are pleased to submit our seventh deliverable for Cluster B, our Fourth Post-Survey Activities Report 

for the Targeting Process Evaluation (TPE). In accordance with our contract, the Report includes 180 case 

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

which resulted in grievances/complaints on the part of beneficiaries and potential beneficiaries.  

 

This report presents findings from the last period of observations undertaken by the TPE.  It represents a 

period where the BDC cards have been in use for some time, and systems such as the CMS are fully 

operational.   Importantly, it demonstrates the evolution of BISP from a pre-CMS, largely postal mode of 

delivery, to a far more technology based operational mode.  The case studies at this point highlight 

significant improvements in delivery overall, but also gaps which have persisted, and which may require 

some adaptations in both technologies and rules of business, to enhance efficiency and effectiveness. 

 

In order to ensure BISP derives optimum value from the detailed case studies, we propose to share the key 

findings and recommendations emerging from these cases, as well as the overall trends observed across the 

span of this assignment at the End of Project Workshop scheduled for May 7, 2013. The key findings will 

be reflected in the Project Completion Report.    

 

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

us the opportunity to thoroughly document the cases through the course of the TPE. 

 

We are also taking the opportunity of separately submitting our Invoice in order to expedite processing and 

ensure the project closes smoothly.  

 

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

khatib.alam@ghkint.com or the GHK TL, Mehreen Hosain or the GHK DTL, Muhammad Tariq. 

 

Yours sincerely, 

For and on behalf of GHK Consulting Ltd. 

 

 
Khatib Alam 

Consulting Director 

GHK Consulting Ltd. 
E-mail: Khatib.Alam@ghkint.com 
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Payment Case Study Number P-Q4-Southern Punjab-01 

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

Complainant/ Beneficiary Aqeela Mai 

Wife of: Riaz Ahmad 

Complainant, if not beneficiary herself - 

Address Chah People Wala, Danwaran, Tehsil & District Lodhran 

CNIC Number 36203-7206513-6 

PSC form number 27070229 

Date Study Completed 7
th
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Aqeela Mai w/o Ahmad Nawaz is a 38 years old, illiterate BISP beneficiary living in Chah People 

Wala, Danwaran, Tehsil and District Lodhran. She has three children including two school going 

daughters and one son. Her husband is a labourer and earns about Rs.4,000 per month. She is a 

house wife and looks after domestic chores. She is also involved in income generation activity 

during cotton picking season and earns about Rs.100 per day. Aqeela Mai lives in a 10 Marla old 

semi pucca house. Her house comprises of two rooms and an open kitchen.  

 

The locality where she lives comprises low income households belong to same caste and mostly 

associated with labour work and agriculture. Chah People Wala is located at a distance of four 

kilometres from BISP Tehsil Office. All the streets in her area are unpaved having open drainage 

system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Aqeela Mai was declared a potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. Her household’s PSC survey was conducted in July 2011 by a BISP 

survey team. After the PSC survey form was filled, she obtained a survey acknowledgement from 

the survey team for future reference. Her discrepancy in CNIC was removed in October 15, 2012; 

however online payment details show that her first BISP instalment is yet to be generated. She 

doesn’t know about the BISP eligibility criteria and how she had been selected for the BISP cash 

grant. 

 

During an interview with the TPE team, she quoted that, “if I get the BISP cash grant I will use it 

on household expenses”. She considers Pakistan People’s Party (PPP) as the owner of  BISP that 

has been started to help poor and needy people. 

 

3. How did the Complaint Emerge? 
 

Aqeela Mai mentioned that, after resolving her CNIC Discrepancy she went to get her Benazir 

Debit Card (BDC) in November 2012 at BDC Centre Lodhran. Although she made her new CNIC 

in 2011 but due to unverified finger prints NADRA Counter refused to issue her BDC. NADRA 

Counter issued her new Token number to get a new CNIC. Hence she visited NADRA Office in 

Lodhran and applied for a new SMART CNIC after paying a fee of Rs.1,500. After receiving her 

new CNIC on December 20, 2012 she visited BDC Centre Lodhran to get her debit card. Again 

she was asked to wait for one month as her biometric problem was not solved. She registered her 

complaint verbally and came back home. 
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4. Processing of the Case 
 

4.A Providers’ Version 

 

Aqeela Mai verbally explained her complaint to the Assistant Director (AD) on December 20, 

2012 who asked her to revisit next month to receive her BDC. According to BISP Assistant 

Director due to new CNIC her information of new CNIC Data has not been received at 

NADRA Counter yet due to which NADRA Counter was unable to issue Token Number for 

BDC. Therefore Aqeela Mai was asked to revisit after a fortnight. When she revisited in early 

January 2013, her data had been updated and a new BDC was issued to her. 

 

4.B Client’s Version 

 

Aqeela Mai was satisfied with the behaviour of BISP Tehsil Staff and NADRA Counter and 

unhappy over the complaint resolution process/ mechanism. She visited BISP Tehsil Office 

alone in end December 2012 for complaint follow-up but came to know that her complaint 

has still not been resolved. Despite a considerable delay in her complaint resolution, she was 

hopeful to get the BISP cash grant.  

 

She revisited in early January 2013 and after verification at NADRA and bank counters, a 

new BDC was issued to her. 

 

5. What We Learned? 
 

 Earlier due to a similar case of a beneficiary from Punjab who did not have any thumb, BISP 

discussed this issue with NADRA and directions were issued that AD BISP could verify the 

form which would be accepted by NADRA for issuing a CNIC. Now women with such 

handicaps face a similar problem in getting a BDC. 

 

6. Recommendations 
 

 BISP should update the CMS with new capability of dealing with BDC (and other payment) 

complaints. 

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

BISP and NADRA staff training is required for dealing with BDC related cases their 

recording, handling and processing. 

 In line with the effort by BISP to decide protocol with NADRA for issuing CNIC to 

beneficiaries with biometric verification problem, a similar protocol needs to be detailed so 

that such women can get a BDC also. 
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Payment Case Study Number P-Q4-Southern Punjab-02 

Nature of Case Non Payment due to Lost BDC  

Complainant/ Beneficiary Aasia Bibi 

Wife of: Gulzar Ahmed 

Complainant, if not beneficiary herself - 

Address Basti Thakar Wala, Tehsil & District Lodhran 

CNIC Number 36203-7742588-0 

PSC form number 27049002 

Date Study Completed 7
th
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Aasia Bibi w/o Gulzar Ahmed is a 24 years old, illiterate BISP beneficiary living in Basti Thakar 

Wala, Tehsil and District Lodhran. She has 3daughters. Two daughters are school going while the 

third one is not of school going age. Her husband is a labourer and  earns about Rs.5,000 per 

month. She is a house wife and looks after domestic chores. Aasia Bibi lives in a joint family 

system in a 5 Marla old semi pucca house. Her house comprises of two rooms, a wash room and 

an open kitchen.  

 

The locality where she lives comprises of low income households belong to same caste and 

mostly associated with labour work and agriculture. Basti Thakar Wala is located at a distance of 

two kilometres from BISP Tehsil Office. All the streets in her area are unpaved having open 

drainage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

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

conducted in July 2011. She doesn’t 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 Aasia Bibi s’ 

house, filled a PSC survey form of her household and issued her a survey receipt for future 

reference. 

 

During an interview with the TPE team, she quoted that, “BISP cash grant would fulfil nutritional 

needs of my children”. She considers Pakistan People’s Party (PPP) the owner of the BISP that 

has been started to help poor and needy people.  

 

She received her BDC from BDC Centre Lodhran on 27
th
 June 2012 and received her BISP 

instalment of Rs.3,000 on same day. 

 

3. How did the Complaint Emerge? 
 

In related to her complaint, Aasia Bibi mentioned that, to receive her second BISP instalment on 

6
th
 November 2012, she went to the Telenor Retailer Shop at Lodhran city (two kilometres away 

from her village) with her mother-in-law by rickshaw after spending Rs.20. After getting her 

BISP instalment she lost her BDC on her way back home. She visited BISP Tehsil Office on 

December 20, 2012 for the resolution of her complaint.  
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4. Processing of the Case 
 

4.A Providers’ Version 

 

Aasia Bibi explained her problem of lost BDC to the Assistant Director (AD) who asked her 

to submit a written complaint to bank staff (along with a photocopy of her CNIC) for 

redressal. The bank staff registered her complaint on excel sheet and shared this excel sheet 

with AD who sent it to BISP HQ Islamabad for redressal on December 24, 2012 through 

email. The Assistant Director informed Aasia Bibi to revisit after one month to receive her 

new BDC. 

 

4.B Client’s Version 

 

Aasia Bibi is satisfied with the behaviour of bank staff and is happy over the complaint 

resolution process/ mechanism. However she considers Pakistan Post as the most suitable 

option for BISP cash grant delivery. Despite passage of a considerable delay in her complaint 

resolution, she is still hopeful to get a new BDC and BISP cash grant. 

 

5. What We Learned? 
 

 BISP Tehsil Office did not registered BDC related complaints. But after TPE Team visit at 

BDC centre Lodhran, BISP Tehsil Officials have started registering the complaints. Bank 

staff mentioned that they only deal with BDC Pin Code related complaints. 

 No mechanism and orientation training has been provided to BISP as well as bank staff for 

handling, processing and resolution of BDC related complaints. 

 It appears that Tameer Bank does not have an efficient complaint redressal system and is 

therefore unable to resolve the minor complaint of BDC replacement which in these days 

could be resolved in a much lesser time through bank helpline. 

 BISP has transferred the next instalment to her account on 13
th
 February 2013 which could 

not be withdrawn till mid-April 2013 as her complaint could not be solved. 

 

6. Recommendations 
 

 BISP should update the CMS with new capability of dealing with BDC related complaints. 

 BISP and bank staff training on recording, handling and processing of BDC related cases is 

required. 

 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 would not serve the 

purpose. 

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

 Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in an efficient manner. 
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Payment Case Study Number P-Q4-Southern Punjab-03 

Nature of Case Non Payment due to Inactive BDC 

Complainant/ Beneficiary Aasia Parveen 

Wife of: Muhammad Ashraf 

Complainant, if not beneficiary herself  

Address Chak ¼ L Tehsil & District Okara 

CNIC Number 35302-4759117-0 

PSC form number 26191071 

Date Study Completed 9
th
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Aasia Parveen w/o Muhammad Ashraf is a 27 years old, illiterate BISP beneficiary living in Chak 

¼ L. Tehsil and District Okara. She has five children including two daughters. Her two daughters 

go to school. Her husband is a labourer and he earns about Rs.3,000 per month. She is a house 

maid and earns about Rs.1,000 per month. Aasia Parveen lives in a five Marla old pucca house 

provided by the landlord. House comprises one room, a wash room and an open kitchen. The 

locality where she lives comprises low income households belong to same caste and mostly 

associated with labour work and agriculture business. Chak ¼ L is located at a distance of two 

kms from BISP Tehsil Office. All the streets in her area are unpaved having open drainage 

system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Aasia Parveen was declared BISP beneficiary during Phase-I (Parliamentarian Phase) and 

sustained her position in Phase-II after approval of eligibility appeal on 31
st
 July 2012. Her cash 

grant has been generating by BISP since February 2009. While mentioning about her PSC survey, 

she described that, the survey of her household was conducted in June 2011, when a survey team 

visited her house and filled the survey form and issued her a survey receipt for future reference. 

She learnt about BISP from BISP Poverty Survey Team. She knows well about the BISP 

eligibility criteria and how she had been selected for the BISP cash grant. Her CNIC discrepancy 

has been removed on October 9, 2012; and she got a BDC on 14
th
 December 2012 

 

3. How did the Complaint Emerge? 
 

Aasia Parveen mentioned that after getting her BDC on 14
th
 December 2012, she went to the 

United Bank Limited (UBL) Omni Shop in Okara city (2 km from her village) along with her 

husband on Chingchi by spending Rs.30. At UBL Omni Shop, when the shopkeeper tried to 

withdraw her instalment, it couldn’t be processed and the transaction was cancelled due to an 

inactive BDC. Aasia Parveen mentioned that the shopkeeper tried to help her by entering different 

combinations of the PIN code but it could not be verified. After several attempts, he informed that 

her BDC is inactive and she needs to go back to BISP Tehsil Office Okara for the resolution of 

her problem. 

 

4. Processing of the Case 
 

4.A Providers’ Version 

 

On December 14, 2012, she went to BISP Tehsil office and met Assistant Complaint (AC) 

who asked her to visit Main UBL Branch to resolve this issue. AC asked the Bank Staff about 

the resolution of her problem but Bank Staff mentioned that they are not allowed to keep 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 1 - Payment Case Studies 

P-Q4-Southern Punjab-03 
 

J40252715 

GHK Consulting Ltd. 6 

complaints with them as per instruction of their “top management”; however she might 

contact UBL Helpline or permanent UBL employee to solve this issue. The Assistant 

Complaint informed Aasia Parveen about these instructions to help her in complaint 

resolution. She contacted the helpline with the help of a bank representative and after 

providing necessary verification, her BDC was activated. 

 

4.B Client’s Version 

 

Aasia Parveen was satisfied with the behaviour of the bank staff /BISP Staff and happy over 

the complaint resolution process/ mechanism. She visited BISP Tehsil office with her 

husband by Chingchi for follow up and visited the BDC Centre. Here she was helped to 

contact the bank helpline for redressal of her complaint and gave necessary information. Her 

complaint has been resolved and her BDC activated. She has been able to withdraw her first 

instalment on 29
th
 December 2012 

 

5. What We Learned? 
 

 BISP Tehsil Office as well as Bank Counter at BDC Centre are not registering BDC related 

complaints (such as inactivation). They ask the complainants to contact the bank helpline for 

redress of such complaints. 

 Aasia Parveen’s BDC has been activated and she ahs withdrawn her first BISP cash grant. 

 

6. Recommendations 
 

 BISP should update the CMS with new capability of dealing with BDC related complaints. 

 Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 

 BISP and bank staff training is required for dealing with BDC related cases - their recording, 

handling and processing. 

 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 will not serve the 

purpose. 
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Payment Case Study Number: P-Q4-Southern Punjab-04 

Nature of Case: Non-Payment due to Stolen BDC 

Complainant/ Beneficiary: Bashu Mai 

Wife of: Muhammad Ramzan 

Complainant, if not beneficiary herself: - 

Address: Village Dajil, Tehsil & District Bhakkar. 

CNIC Number: 38101-5892432-4 

PSC form number: 15721891 

Date Study Completed 11
th
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Bashu Mai W/O Muhammad Ramzan is a 41 years old, illiterate working woman. She is a mother 

of four sons; two of them are married. The married sons live separately in the same premises. 

While her other two sons work as labourers with mason and get Rs.15,000 per month. Her 

husband is a drug addict and he does not work to support his family. Bashu Mai works as a 

housemaid and earns Rs.3,000 per month. 

 

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

rooms, a washroom and an open kitchen. Most of the streets including the one leading to the 

house of Bashu Mai are paved with open drainage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Bashu Mai has been declared BISP beneficiary under phase-II of the programme after the Poverty 

Score Card (PSC) survey was conducted. Her household’s 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. According to Bashu Mai she did not possess a valid CNIC at 

the time of PSC survey. She further informed that in May 2011 she at the instruction of 

enumerators applied for her CNIC in NADRA and got it in three months. She did not receive first 

BISP letter regarding her eligibility and discrepancy in BISP programme. Jannat Bibi, the mother-

in-law of Bashu Mai, is also another beneficiary in the same household. She does not know much 

about BISP but considers that BISP cash grant has been provided by the Pakistan People’s Party 

for serving the poor people through cash grant.  

 

In March 2012, Bashu Mai observed the village postman distributing BISP Money Orders (MOs) 

to selected beneficiaries while camping at the Dera of local (ex) Nazim. She also went there along 

with her CNIC and PSC slip and asked the postman about her money order. The postman 

informed that he has not received BISP MO issued in her name and advised her to visit the BISP 

Tehsil office to check and confirm her eligibility status. A week later she went to BISP office 

situated at a distance of around 50 kilometres from her locality. She went alone by bus after 

spending Rs.200 for a round trip. 

 

In BISP office, she was informed by the staff regarding her eligibility as a potential beneficiary 

and her discrepancy (missing CNC) in BISP record. She submitted a photocopy of her CNIC to 

BISP staff for the removal of her CNIC discrepancy which was sorted in May 2012. 

 

According to Bashu Mai, during a follow up visit in June 2012 she came to know regarding 

updating of her CNIC record in BISP MIS and she was referred to NADRA counter in order to 

collect her Benazir Debit Card (BDC). At NADRA counter, the staff informed unavailability of 

her CNIC record in NADRA database and was advised to revisit the office after two weeks. 
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Bashu Mai repeatedly visited BISP tehsil office till August 2012 and finally received her BDC on 

August 29, 2012. 

 

3. How did the Complaint Emerge? 
 

For the fear of misusing and wastage of BISP amount, Bashu Mai did not share and disclose to 

her husband that she received her BDC for withdrawal of BISP instalments. However, according 

to Bashu Mai, her husband got some clue and he managed to steal her BDC from the cupboard. 

Her online payment details show that her bank payment was withdrawn on August 31, 2012 from 

an ATM. Her children advised her to visit the BISP tehsil office for help. 

 

4. Processing of the Case 
 

4.A Provider’s Version 

 

Two days later she visited the BISP office alone and informed Assistant Complaint (AC) 

about her lost/ stolen BDC. For the resolution of her complaint, he advised her to submit a 

photocopy of her CNIC along with a complaint whose template was available in a nearby 

photocopier shop. She got a photocopy of her CNIC and complaint template after paying 

Rs.30 and submitted it to AC. The AC after collecting the documents referred her to bank 

counter. 

 

After listening to her complaint, the bank staff contacted phone banker services helpline and 

got her BDC blocked instantly. The phone banker Customer Services Representative (CSR) 

also talked to the beneficiary to confirm beneficiary’s record and other details. The 

beneficiary failed to understand and respond to certain queries of the CSR; however, the bank 

staff helped her in responding to these queries. Afterwards, bank staff advised her not to make 

frequent visits to BISP tehsil office and that the office will inform her when her BDC is 

received. Her complaint was registered and processed through Summit bank phone banker 

helpline. Her complaint was resolved and a new BDC issued to her on 16
th
 April 2013.   

 

4.B Client’s Version 

 

The beneficiary was unhappy with the delivery of BISP instalments through BDC. She 

mentioned that ‘her husband usually remained out of the house and didn’t know about the 

payment coming through the postman at the Dera of (ex) Nazim. However, when her husband 

came to know about the BDC, he tortured her and stole her BDC from the cupboard.  

 

She suggested that BISP should provide her cash grant without the knowledge of her husband 

so that she could spend that amount on the basic necessities of the household and for this 

some mechanism should be developed in this regard. She suggested that in such cases 

beneficiary should have the option of changing the mode of payment. 

 

5. What We Learned? 
 

 The complaint was lodged in November 2012 but was resolved in April 2013. Usually such 

complaints are addressed in two weeks. 

 When beneficiary talked to the bank’s CSR over the helpline, she was unable to understand 

the language properly because the CSR was speaking in Urdu and English. However, she was 

helped by the bank staff and so was able to provide the necessary information. 

 The practice of immediate blocking of lost/ stolen BDC helps in avoiding more losses to the 

beneficiary. 
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 Beneficiary informed the AC and the bank staff regarding her lost BDC though actually it was 

stolen from the cupboard by her husband who illegally withdrew her first instalment. 

 She won’t be able to get her instalment (withdrawn by her husband) from her husband and 

obviously the bank and BISP tehsil office are unable to help her in this regard. Although she 

received a new BDC from the bank; but her first bank payment has been wasted. 

 

6. Recommendations 
 

 There is a strong need to further improve the payment-through-bank system by adding some 

checks which can ensure the cash grant delivery to the actual beneficiary only. 

 At times paper-less environment may work against the beneficiaries’ interests. At ATM there 

is no record of who actually withdrew the cash, however, at a franchise there is a register 

which has the thumb impression of recipient which is an auditable document and can be 

checked in case of complaint. 

 BISP management should mobilize the partner banks and request the phone bankers to talk 

mostly in local languages so that beneficiaries can respond properly to their queries. 

 In some cases (like Bashu Mai – where her husband tortured her and took the BDC) it may be 

useful to provide an opportunity to the beneficiaries to request for a change in mode of 

payment. 
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Payment Case Study Number P-Q4-Southern Punjab-05 

Nature of Case Non-Payment due to Deactivated BDC 

Complainant/ Beneficiary Bushra Zafar 

Wife of: Zafar Iqbal 

Complainant, if not beneficiary herself - 

Address Village MohQasban, Tehsil Malakwal, district Mandi 

Baha-Ud-Din. 

CNIC Number 34401-4342468-0 

PSC form number 19351948 

Date Study Completed 19
th
 February 2013 

 

1. Receiver Woman / Complainant’s Profile and Background 
 

Bushra Zafar is a 36 years old, illiterate, working woman. She has six children including four sons 

and two daughters. Four of her sons are attending the school while her two daughters are minors 

and don’t go to school. Her husband works as helper in an iron store and earns Rs.8,000 per 

month. Bushra Zafar also works as a housemaid and earns Rs.2,500 per month. She lives with her 

family in a three Marla semi-pucca house comprising of two rooms, an open kitchen and a 

washroom. Most of the streets including the one leading to the house of Bushra Zafar are paved 

with open drainage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

According to Bushra Zafar her PSC survey was undertaken in February 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. According to her, after becoming the BISP beneficiary, she did not 

receive any letter from BISP confirming her eligibility in the programme. She also mentioned that 

she came to know about change in payment mode and also need to get her Benazir Debit Card 

(BDC) from the village postman. 

 

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

considers that the program is owned by Pakistan People’s Party to help and support the poor 

people. She has spent previous BISP instalments totalling Rs.15,000 for purchasing groceries and 

other household items. 

 

Bushra Zafar informed that in May 2012, while receiving her last BISP money order from the 

village post office, the staff informed her about change in payment mode/ Benazir debit Card 

(BDC) and advised her to get her BDC from BISP tehsil office and that she would receive her 

next payments from the bank.  

 

On May 8, 2012, she went to BISP tehsil office located at a distance of around 10 km from her 

locality. She went by Ching Chi rickshaw after spending Rs.80 for the round trip. After reaching 

the destination she obtained her BDC and she was advised by the bank staff to visit a Telenor 

franchise after three days in order to get her first bank payment of Rs.3,000. She received her first 

bank payment through NBP ATM on May 15, 2012.  

 

3. How did the Complaint Emerge? 
 

During November 2012, she learned from neighbouring beneficiaries about release of second 

bank payment. She went to the same NBP ATM and requested a stranger standing in a queue for 

the withdrawal of BISP instalment. The stranger got the BDC and pin code from the beneficiary 
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and tried for the withdrawal of BISP amount. Few moments later, that person informed her about 

the deactivation of her BDC. She took her BDC and pin code slip and went inside the bank. The 

bank staff did not help her and advised her to visit the BISP tehsil office for complaint 

registration. After covering a walking distance of about three kilometres, Bushra Zafar 

approached in BISP tehsil office. 

 

4. Processing of the Complaint 
 

4.A Providers’ Version 

 

Upon reaching the BDC Centre, she met Assistant Complaint whom she found courteous and 

cooperative. She shared her complaint of BDC deactivation with the AC who entered her 

complaint details in a BDC complaint register. The complainant/ beneficiary did not receive 

complaint acknowledgement, however, she was advised by the AC that she does not need to 

visit the office as the staff would inform her about resolution of the complaint. 

 

The concerned Assistant Director (AD) of BISP tehsil office emailed her complaint to BISP 

headquarters on November 30, 2012. AD also received a delivery report with a message 

regarding successful submission of complaint into the system. The AD received a new PIN 

Code (after the BDC activation) from the partner bank in last week of December 2012 which 

the beneficiary collected from BISP tehsil office.  

 

Her online payment details are showing that she has not yet withdrawn the second bank 

instalment. When she was asked why she has not withdrawn her instalment despite getting a 

new PIN, she informed that she had already withdrawn her second bank payment of Rs.3,000. 

Her statement, however, contradicts her Payment Detail. 

 

4.B Client’s Version 

 

Bushra Zafar was unhappy on the delivery of BISP cash grant through BDC. During an 

interview with the TPE team, she mentioned that, “I was receiving BISP money orders from 

the post office with ease and comfort and never had a complaint with the postal staff; now I 

don’t know how to use my BDC”. She requested BISP for shifting her payment mode back to 

Pakistan Post. She was not satisfied with the behaviour of BISP tehsil office staff and 

complained about the harsh behaviour of Assistant Director. 

 

5. What We Learned? 
 

 In this particular case, the beneficiary was declared eligible in the programme but BISP HQ 

neither informed her regarding her acceptance in the programme nor about change in payment 

mode. 

 Although the beneficiary confirmed that she has received her second bank instalment of 

Rs.3,000 in December 2012 but the online payment details have not been updated to reflect 

the correct status of payment. 

 

6. Recommendations 
 

 BISP and bank staff should properly guide the beneficiaries’ about usage of BDCs through 

ATM. For this advice and training a session for BISP staff is recommended. 

 Payment Details should be regularly updated to avoid confusion and misunderstanding.  
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Payment Case Study Number P-Q4-Southern Punjab-06 

Nature of Case Non Payment as text message not received 

Complainant/ Beneficiary Fiza Mai 

Wife of: Mukhtiar Hussain 

Complainant, if not beneficiary herself - 

Address Basti Hassan Sher .Chak 114/TDA, Tehsil  Karor Lal 

Easan & District Leiah 

CNIC Number 32202-0239631-2 

PSC form number 2730147 

Date Study Completed 1
st
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Fiza Mai w/o Mukhtiar Hussain is a 37 years old, illiterate BISP beneficiary living in Basti 

Hassan Sher Chak 114/TDA, Tehsil Karor Lal Easan and District Leiah. She has four children 

including two sons and two daughters. One of her son is a trainee at tailor shop and earns about 

Rs.1,000 per month. Fiza Mai and her two daughters work as housemaids in nearby houses and 

collectively earn about Rs.10,000 per month. Her husband works as a private watchman and his 

monthly salary is Rs.5,000.  

 

Fiza Mai and her family lives in a five Marla Katcha house. Her house comprises of one room, a 

wash room and an open kitchen. The locality where she lives comprises low income households 

belong to same caste and mostly associated with labour work and agriculture. Basti Hassan Sher 

is located at a distance of four kms from BISP Tehsil Office. All the streets in her area are 

unpaved having open drainage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Fiza Mai was declared BISP beneficiary during Phase-I (Parliamentarian Phase) and consistently 

received her BISP cash grant from the postman during the period from January 2009 till April 

2010. In January 2010, under Phase-II of the programme, a BISP survey team visited her house 

and filled a Poverty Score Card (PSC) survey form (2730147) and issued her a survey receipt for 

future reference. She considers Pakistan People’s Party (PPP) is the owner of BISP that has been 

started to help poor and needy people. 

 

She received BISP MOs of Rs.19,000 (Including Flood Payment) between June 2010 to 

September 2011 through Pakistan Post.  

 

3. How did the Complaint Emerge? 
 

Fiza Mai was included in Mobile Phone Banking in October 2011 and received a mobile phone 

with Ufone SIM card from BISP Tehsil Office. From October 2011 till December 2012, she 

didn’t receive a payment verification message on her mobile which made her concerned. She 

visited UBL Omni franchise (4 KMs from her house) after spending Rs.50 on a bus in order to 

know about her BISP instalments. At UBL Omni franchise, she came to know that a BISP 

instalment of Rs.12, 000 has been generated which she had not received. After taking advice from 

other neighbouring beneficiaries and the postman, she visited BISP Tehsil Office for complaint 

registration. 
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4. Processing of the Case 
 

4.A Provider’s Version 

 

Fiza Mai’s complaint was registered in BISP Tehsil Office complaint register on January03, 

2013. BISP staff referred Fiza Mai to UBL counter for further help. Fiza Mai explained the 

matter of non-receiving of ‘payment verification message’ to the UBL Omni representative 

who after checking her handset settings found no problem. UBL representative dialled UBL 

Help Line Number (021-111-825-999) and tried to register Fiza Mai’s complaint; however, 

the helpline was busy due to which it could not be contacted. 

 

UBL Omni representative tried UBL helpline three times unsuccessfully in order to register 

Fiza Mai’s complaint; however every time it was busy. She was asked to revisit after one 

month. Till 18
th
 March 2013, the complaint of Fiza Mai is pending at UBL/BISP level for 

further processing. 

 

4.B Client’s Version 

 

Fiza Mai was unsatisfied for the response she received from bank and BISP Tehsil staff. She 

visited BISP Tehsil office ten times for complaint registration/follow-up on a local bus after 

spending Rs.50 on each visit. She belongs to a poor family and mentioned that she is unable 

to make frequent visits to BISP Tehsil office for complaint follow up. She considers Pakistan 

Post the most suitable option for the delivery of BISP cash grant at her door step - like she 

received earlier.  

 

5. What We Learned? 
 

 Despite the passage of many months, the complaint of Fiza Mai is still pending at BISP Tehsil 

Office/ bank level and no further action has been taken by the respective agencies for 

redressal. 

 There seems to be no mobile phone banking related complaint redressal system/ mechanism 

at both bank and BISP Tehsil level; therefore more than 100 such complaints are still pending 

for further processing. 

 BISP staff assume that registering payment/ bank related complaints is not their responsibility 

and only the bank staff should register/ process and resolve the complaints. 

 There is improper mechanism of verbal complaint registration at the BISP Tehsil office/ and 

UBL Omni counter. No physical record of the complaint was found despite enquiring by the 

TPE team at both BISP and bank level. 

 It appears that MIS reports are not being generated to check if the beneficiaries have 

withdrawn payments or not. In this case 9 instalments for Rs.12,000 have been deposited in 

her account and not a single one has been withdrawn. 

 

6. Recommendations 
 

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

Mobile Bank Phone related complaints. 

 BISP Tehsil and bank staff must ensure proper physical record keeping of complaints in order 

to make subsequent follow up and complaint back tracking easier. 

 Bank should develop efficient payment complaint redressal system in order to resolve mobile 

phone banking related complaints to save time and cost to BISP beneficiaries. 

 BISP management should communicate a clear policy and mechanism to its tehsil offices in 

order to deal with mobile phone banking related complaints. 
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 BISP MIS should be used to generate exception reports for beneficiaries using mobile 

banking where 3 or more instalments are not withdrawn. This list should then be shared with 

the AD who should contact the beneficiary to learn about why she is not withdrawing her 

instalments. The most probable reason would be that she has some problem or her complaint 

has not been addressed. BISP could then help in addressing the beneficiary’s complaint. 
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Payment Case Study Number P-Q4-Southern Punjab-07 

Nature of Case Non Payment due to  old CNIC (BSC) 

Complainant/ Beneficiary Hajran Mai 

Wife of: Pehalwan 

Complainant, if not beneficiary herself - 

Address Baksheesh Garh, Tehsil & District Multan 

CNIC Number 36303-1503422-0 

PSC form number 1466643 

Date Study Completed 5
th
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Hajran Mai w/o Pehalwan is a 62 years old, illiterate widow, living in Baksheesh Garh, Tehsil and 

District Multan. She has six children including three sons and three daughters. Her two sons and 

two daughters are married. Her one son is a labourer and earns Rs.3,000 per month. She and her 

daughter work as house maids and they both earn Rs.3,000 per month. She lives in a five Marla 

semi pacca house. Her house comprises two rooms and an open kitchen. The locality where she 

lives comprises low income households belonging to same caste and mostly associated with 

labour work and agriculture business. Baksheesh Garh is located at a distance of 2 kms from BISP 

Tehsil Office. All the streets in their area are paved having open drainage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

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

conducted in August 2009. She doesn’t 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 Hajran Mai’s 

house, filled a PSC survey form of her household and issued her a survey receipt for future 

reference. During an interview with the TPE team, she quoted that, “BISP cash grant helped me 

in running the kitchen”. She considers Pakistan People’s Party (PPP) the owner of the BISP that 

has been started to help poor and needy people. She received BISP money orders of Rs.12,000 till 

June 2010 through Pakistan Post.  

 

3. How did the Complaint Emerge? 
 

She mentioned that after getting her Benazir Smart Card from NADRA Counter at BISP 

Divisional Office on 9
th
 August 2010. She went to the UBL Omni Shop along with her son on 

rickshaw by spending Rs.30 and received her first BISP instalment of Rs.1,000 on 16
th
 August 

2010. Later upon not receiving her cash grant although other neighbouring receiver women were 

receiving their instalments till September 2011, she decided to visit BISP tehsil office from where 

she obtained her Benazir Smart Card (BSC). She went to BISP Tehsil Office alone after covering 

a distance of about two kilometres on foot to register her complaint. 

 

4. Processing of the Case 
 

4.A Provider Version 

 

Hajran Mai’s complaint was registered by the Assistant Complaint (AC) in tehsil office’s 

complaint register on 12
th
 September 2011. AC asked her to provide photocopy of her new 

updated CNIC at NADRA Counter in order to resolve her issue. She provided her new CNIC 

photocopy at NADRA Counter and also updated her Finger Print Data in NADRA record. 
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Her complaint was resolved after 13 days and her BISP instalments started generating once 

again which she has consistently withdrawn. 

 

4.B Client’s Version 

 

She is satisfied with the behaviour of the BISP Tehsil Staff and happy over the complaint 

resolution process/ mechanism. She visited BISP Tehsil office twice alone on foot after 

covering distance of 2 KMs for complaint registration and follow up. Now she is receiving 

her BISP cash grant consistently through Benazir Smart Card since August 2011.  

 

5. What We Learned? 
 

 Complaint has been recorded by BISP Tehsil Staff on complaint register, one month it was 

received. 

 Her BISP instalment through BSC are not being generated after 25
th
 October 2012, though 

she has received only 28 instalments of Rs.1,000 till now. 

 

6. Recommendations 
 

 BISP should update the CMS with new capability of dealing with Smart Card related 

complaints. 

 Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 
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Payment Case Study Number: P-Q4-Southern Punjab-08 

Nature of Case: Non Payment as Mobile Phone was not issued 

Complainant/ Beneficiary: Haleema Bibi 

Wife of: Muhammad Shafi 

Complainant, if not beneficiary herself: - 

Address: Chak # 323, Chowk Azam, Tehsil Chubara & District 

Leiah.  

CNIC Number: 32201-8097690-8 

PSC form number: 2335989 

Date Study Completed 16
th
 February 2013 

 

1. Receiver Woman / Complainant’s Profile and Background 
 

Haleema Bibi is a 46 years old, illiterate married woman. She has seven children including three 

sons and four daughters. Five of her children including two sons and three daughters are attending 

the school while her other two children are too young to attend the school. Her husband works as 

a mason and gets Rs.12,000 per month provided that he works for the whole month. Haleema Bibi 

herself 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 Marla semi-pacca self-owned house which comprises two rooms, a washroom 

and an open kitchen. The streets of her area are paved with open drainage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Haleema Bibi was declared BISP beneficiary under phase-II of the programme after the Poverty 

Score Card (PSC) survey. Her PSC survey was conducted in December 2009 by a survey team at 

her door step in Chak 323. After the completion of the ‘survey’, the survey team provided her a 

survey receipt for future reference. According to Haleema Bibi she did not possess a valid CNIC 

at the time of PSC survey and she mentioned that following the instruction of enumerators she got 

her CNIC from NADRA in May 2010 after spending Rs.300 as normal fee.  

 

She did not receive a BISP letter regarding her eligibility and discrepancy in BISP programme. 

Haleema Bibi does not know much about BISP but considers that BISP is owned by Pakistan 

People’s Party for the support and welfare of poor people. According to Haleema Bibi, in 

December 2012, village postman visited her house and informed about her eligibility and 

discrepancy in BISP programme. On asking about her CNIC, she shared it with the postman who 

advised her to promptly visit the BISP Tehsil office and submit a copy in BISP office to receive 

BISP cash grant instalments.  

 

Haleema Bibi discussed the situation with her husband and upon her consent on the very next day 

she visited the BISP Tehsil office situated at a distance of about 30 KM from her locality. She 

went by Ching Chi rickshaw and further by bus and spent Rs.120 for round trip to BISP office. 

She had copies of CNIC and PSC survey slip at the time of visit to BISP office. She intends to 

spend BISP amount on purchasing groceries 

 

3. How did the Complaint Emerge? 
 

At BISP office, the beneficiary submitted a photocopy of her CNIC to BISP staff who lodged the 

CNIC update request of beneficiary through CMS which was approved in December 2012. 

During a follow up visit in first week of January 2013, the beneficiary learnt from BISP staff 

about resolution of her complaint. The beneficiary was informed by BISP staff that mobile phone 
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distribution process was suspended due to restrictions imposed by PTA regarding issuance of 

SIMs from registered franchise. The beneficiary was informed that as per PTA rules and 

regulation which has been implemented on December 01, 2012, only the authorized retailer 

(registered franchises) can sell the mobile phone SIMs. Since then, the mobile phone distribution 

process has been suspended. Accordingly, the beneficiary was advised to wait for about three 

months to receive BISP instalments through Pakistan Post. 

 

4. Processing of the Case 
 

4.A Providers’ Version 

 

On the suspension of mobile phone issuance process, BISP staff has been advised by their 

management to maintain record of those beneficiaries who are qualifying after removal and 

settling of certain discrepancies but they could not get their mobile phones. Following the 

instructions, the BISP staff was using a register for the recording of those beneficiaries who 

did not get their mobile phone for the withdrawal of BISP amount. According to Assistant 

Director, BISP has decided to wind up the delivery of payment through mobile phone and 

planning to launch Benazir Debit Card (BDC) in its place. 

 

4.B Client’s Version 

 

The beneficiary visited the BISP Tehsil office two times once to lodge the complaint and the 

second time she visited for complaint follow-up. The beneficiary was happy with the attitude 

of BISP staff but she was not happy with BISP complaint resolution system. The beneficiary 

seems to be disappointed for not receiving BISP instalments and was not sure whether she 

would get the BISP cash grant or not.  

 

5. What We Learned? 
 

 There are 4,235 active beneficiaries in the jurisdiction of BISP tehsil office; however, till 21
st
 

January 2013, only around 3,000 mobile phones have been issued to beneficiaries. In district 

Leiah, the mobile phone distribution process has been suspended since December 2012 due to 

the restriction imposed by the PTA on the issuance of mobile phone SIMs. As per current 

PTA rules (implemented on December 01, 2012) only the authorized retailers (registered 

franchises) can sell the mobile phone SIMs. According to BISP tehsil office staff, after the 

introduction of Benazir Debit Card (BDC), mobile phone banking will be replaced with new 

mode of payment to beneficiaries who will receive their BDCs in near future. 

 BISP staff has prepared a list of beneficiaries who failed to get their mobile phones even after 

the settling of certain discrepancies due to the restriction put by the PTA. According to 

Assistant Director (AD), such beneficiaries will be given priority during the issuance process 

of Benazir Debit Card. Till 21
st
 January 2013 BISP tehsil office has registered 700 

beneficiaries who could not get mobile phones. 

 The beneficiaries are informed about release of disbursement with a text message having a 

specific ID/Code which needs to share with the Omni franchise staff to get the BISP amount. 

 It has been observed that although the beneficiary’s CNIC update request has been 

successfully launched and approved in December 2012, however, the payment to beneficiary 

has not been generated for more than a year because she couldn’t collect her mobile phone for 

mobile banking. 
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6. Recommendations 
 

 Proper and in time communication between complainants/ beneficiaries and the BISP is 

recommended. 

 In order to facilitate the beneficiaries regarding issuance of mobile phone, BISP should ask 

the beneficiaries to come with a telecom SIM which they can purchase from any of the 

registered franchise for Rs.50-100. By spending this small amount they could start getting 

their instalments. 
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Payment Case Study Number P-Q4-Southern Punjab-09 

Nature of Case Non Payment due to Lost BDC 

Complainant/ Beneficiary Haleema Bibi 

Wife of: Muhammad Ramzan 

Complainant, if not beneficiary herself - 

Address Raqi Road, Malka Hans. Tehsil & District Pakpattan 

CNIC Number 36402-6596701-0 

PSC form number 1060582 

Date Study Completed 1
st
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Haleema Bibi w/o Muhammad Ramzan is a 28 years old, illiterate BISP beneficiary living in, 

Tehsil and District Pakpattan. She has 3 children including one school going daughter. Her 

husband is a labourer and earns about Rs.3, 000 per month. She is a house wife and looks after 

domestic chores. Haleema Bibi lives in a joint family system in a 2.5 Marla old katcha house. Her 

house comprises of one room and an open kitchen.  

 

The locality where she lives comprises low income households belonging to same caste and 

mostly associated with labour work and agriculture. Raqi Road, Malka Hans is located at a 

distance of 30 KMs from BISP Tehsil Office. All the streets in her area are unpaved having open 

drainage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Haleema Bibi was declared potential BISP beneficiary after the Poverty Score Card (PSC) survey 

conducted in August 2009. She doesn’t 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 Haleema Bibi s’ 

house, filled a PSC survey form of her household and issued her a survey receipt for future 

reference. 

 

During an interview with the TPE team, she quoted that, “BISP cash grant would support me in 

bearing educational expenses of my daughter”. She considers Pakistan People’s Party (PPP) the 

owner of the BISP that has been started to help poor and needy people. She received BISP MOs 

of Rs.9,000 till March 2012. She obtained her BDC from BDC Centre Pakpattan on March 15, 

2012 and received two BISP instalments of Rs.6,000 through it. 

 

3. How did the Complaint Emerge? 
 

Haleema Bibi mentioned that she misplaced/lost her BDC at home in December 2012. She got 

concerned and discussed it with area postman who informed her that she needs to get it reissued 

from BDC Collection Centre (BISP Tehsil Office Pakpattan). On his advice she visited BISP 

Tehsil Office in December 2012 and registered her complaint at UBL Bank Counter. 

 

4. Processing of the Case 
 

4.A Providers’ Version 

 

UBL Counter received Haleema Bibi’s complaint on December 27, 2012. She submitted her 

complaint on Complaint Format given to her and filled by BISP Tehsil Official and she was 

asked to visit Main UBL Branch at Pakpattan to receive her new BDC. She went there on the 
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same day and after necessary verification UBL Officer blocked her old BDC through UBL 

Help Line. After cancellation of her old BDC, the UBL Officer issued her a new BDC the 

same day. 

 

4.B Client Version 

 

Haleema Bibi was satisfied with the behaviour of the bank staff and happy over the quick 

complaint resolution process/ mechanism. She visited BISP Tehsil office alone by bus by 

spending Rs.50 and covering a distance of 30KMs. Her complaint was resolved within one 

day with the efforts of BISP/UBL Staff. 

 

5. What We Learned? 
 

 BISP Tehsil Office does not keep/register BDC related complaints; however it provided 

complaint format to complainants for easy registration of complaints at Bank Counter. UBL 

Bank Counter register/keep record of BDC related complaints, with efforts of UBL branch it 

tries to solves any BDC related complaints within a day. 

 UBL Pakpattan has an efficient complaint redressal system and can resolve BDC related 

complaints in 5-10 minutes. 

 Her next instalment was generated on 19
th
 February 2013 which has been withdrawn by her.  

 

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 will not serve the 

purpose. 

 

 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 1 - Payment Case Studies 

P-Q4-Southern Punjab-10 
 

J40252715 

GHK Consulting Ltd. 22 

Payment Case Study Number P-Q4-Southern Punjab-10 

Nature of Case Non Payment due to inactivated BSC (problem of 

biometric verification) 

Complainant/ Beneficiary Kalsoom Begum 

Widow of: Muhammad Sharif Khan 

Complainant, if not beneficiary herself - 

Address Mohalla New Multan Colony, Tehsil & District Multan 

CNIC Number 36302-3432506-2 

PSC form number 1211052 

Date Study Completed 5
th
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Kalsoom Begum widow of Muhammad Sharif Khan is a 74 years old illiterate BISP beneficiary 

living in Mohalla New Multan Colony, Tehsil and District Multan. She has seven children 

including five sons and two daughters.  All her children are married. She lives with her three 

married sons but depends only on BISP cash grant. Her sons are labourer and sometimes 

contribute collectively for household expenses. Kalsoom Bibi lives in a five Marla semi pacca 

house. Her house comprises three rooms, a wash room and an open kitchen. The locality where 

she lives comprises low income households belonging to mixed castes and mostly associated with 

labour work and small enterprise business. Mohalla New Multan Colony is located at a distance 

of two 0.5 KM from BISP Tehsil Office. All the streets in their area are paved having good 

drainage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Kalsoom Begum was declared a BISP beneficiary during Phase-I (Parliamentarian Phase) and 

consistently received her BISP cash grant from the postman during the period from March 2009 

till January 2010. In August 2009, under Phase-II of the programme, a BISP survey team visited 

her house and filled a Poverty Score Card (PSC) survey form (1211052) and issued her a survey 

receipt for future reference. During an interview with the TPE team, she quoted that, “BISP cash 

grant support me in bearing monthly household expenses”. She considers Pakistan People’s Party 

(PPP) the owner of the BISP that has been started to help poor and needy people. She received 

BISP instalments of Rs.21,000 till 23
rd

 July 2010 through Pakistan Post.  

 

3. How did the Complaint Emerge? 
 

Kalsoom Begum mentioned that, she received Benazir Smart Card on 17
th
 May 2011 from 

NADRA Counter at Mumtazabad Smart Card Centre. In May 2011 she went to the UBL Omni 

Shop along with her son on rickshaw after spending Rs.40. At UBL Omni Shop, when the 

shopkeeper swapped her Benazir Smart Card in PoS machine, he noticed that her BSC had been 

inactivated. He advised her to visit BSC collection centre to get her BSC replaced. From UBL 

Omni Shop, she went to Mumtazabad Smart Card Centre for resolution of her problem. The Bank 

staff refused to register her complaint. In June 2011 she managed to get her complaint registered 

at BISP Tehsil office Multan city. 
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4. Processing of the Case 
 

4.A Providers’ Version 

 

Kalsoom Begum’s Complaint was received on 10
th
 June 2011 at BISP Tehsil Office. After 

verifying the contents of complaint this was recorded as “Un-verified thumb impression case” 

due to newly issued CNIC.  

 

BISP Assistant Complaint registered her complaint and sent it to BISP Divisional Office on 

3
rd

 August 2011 through email. BISP Divisional Office forwarded this complaint to NADRA 

Counter at BISP Divisional Office where biometric problem of Kalsoom Begum was 

resolved. Kalsoom Begum’s complaint was resolved in about 50 days. 

 

4.B Client’s Version 

 

Kalsoom Begum was satisfied with the behaviour of the BISP Tehsil Staff and happy over the 

complaint resolution process/ mechanism. She visited BISP Tehsil office twice with her son 

on rickshaw for complaint registration and follow up. Now she is receiving her BISP cash 

grants consistently through Benazir Smart Card since 24 September 2011. 

 

5. What We Learned? 
 

 No mechanism and orientation training has been provided to BISP as well as bank staff for 

handling, processing and resolution of Smart Card related complaints. 

 After receiving her last BISP instalment through BSC on 25
th
 October 2012, no further 

instalments have been generated till March 2013. 

 

6. Recommendations 
 

 BISP should update the CMS with new capability of dealing with Smart Card related 

complaints. 

 Instalments should be regularly generated so that the beneficiaries can continue meeting their 

expenses. 

 BISP and bank staff training is required for recording, handling and processing of Benazir 

Smart Card related cases. 

 Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in an efficient manner. 
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Payment Case Study Number P-Q4-Southern Punjab-11 

Nature of Case Non Payment due to Incorrect Pin Code 

Complainant/ Beneficiary Kalsoom Bibi 

Wife of: Abdul Rehman 

Complainant, if not beneficiary herself - 

Address Chah Mumtazabad, Tehsil Shorkot, District Jhang 

CNIC Number 33203-8391187-2 

PSC form number 20113981 

Date Study Completed 1
st
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Kalsoom Bibi w/o Abdul Rehman is a 43 years old, illiterate BISP beneficiary living in Tehsil 

Shorkot, District Jhang. She is a mother of eight children including four daughters and four sons. 

One of her son is married while two of her daughters are school going. Her husband is a labourer 

and he earns about Rs.4,000 per month. She is a house wife and looks after domestic chores. 

Kalsoom Bibi lives in a 12 Marla old Katcha house comprising two rooms, and an open kitchen. 

The locality where she lives comprises low income households belonging to same caste and 

mostly associated with manual labour and agriculture. Chah Mumtazabad is located at a distance 

of 14 KMs from BISP Tehsil Office. All the streets in her area are unpaved having open drainage 

system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Kalsoom Bibi was declared a potential BISP beneficiary with discrepancy in CNIC after the 

Poverty Score Card (PSC) survey. Her household’s PSC survey was conducted in June 2011 at 

her doorstep. Her discrepancy in CNIC has been removed on May 05, 2012. She doesn’t 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 Kalsoom Bibi’s house, filled a PSC survey form of her 

household and issued her a survey receipt for future reference. 

 

She considers Pakistan People’s Party (PPP) the owner of the BISP that has been started to help 

poor and needy people. She received BISP money orders of Rs.6,000 till September 2012 through 

Pakistan Post. During an interview with the TPE team, she quoted that, “if I start getting BISP 

cash grant again I will use it on household expenses”. 

 

3. How did the Complaint Emerge? 
 

Kalsoom Bibi informed that, after getting her BDC on 1
st
  October 2012, she went to the United 

Bank Limited (UBL) Omni Shop at Tehsil Chowk Shorkot (14 KMs from her village) along with 

her husband by bus after spending Rs.200 for the round trip. At UBL Omni Shop, the shopkeeper 

swapped her BDC in a PoS machine and entered the PIN Code; however the PIN Code was not 

accepted by the machine and generated a message of Incorrect PIN Code. The shopkeeper 

informed her regarding the wrong BDC PIN Code and advised her to visit the BISP Tehsil office 

again, he also provided a slip to be presented there with a statement “New Pin Code should be 

issued”. 

 

From UBL Omni Shop, she went straight to BISP Tehsil Office 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 (AD), who would resolve this issue. 
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4. Processing of the Case 
 

4.A Provider Version 

 

Kalsoom Bibi discussed her problem with AD who advised her to submit a copy of her CNIC 

along with a written complaint to Assistant Complaint (AC) for redressal. AD verbally asked 

the Bank Staff about the resolution of her problem but they informed that they were not 

allowed to keep complaints with them as per instruction of their “top management”; however 

the complainant could contact UBL Helpline or permanent UBL employees for the resolution 

of her complaint. The Assistant Director informed Kalsoom Bibi about these instructions 

which could be helpful for the complaint resolution. The complaint was resolved in December 

2012 when she got a new PIN Code. 

 

4.B Client Version 

 

She made a follow up visit to BISP Tehsil office with her husband in December 2012 and 

received a new PIN Code. Kalsoom Bibi was unhappy over the complaint resolution process/ 

mechanism because her simple complaint of incorrect PIN was addressed after three months. 

She therefore considers Pakistan Post as the most suitable option for BISP cash grant 

delivery. 

 

5. What We Learned? 
 

 Although Kalsoom Bibi received her BDC, however her first BISP cash grant could be 

withdrawn in December as her complaint for incorrect PIN was addressed after more than 

three months. 

 Such complaints of issuance of new PIN code can be resolved in just 5-10 minutes by using 

the bank helpline. Being illiterate she was unable to use the helpline and so had to suffer for 

three months waiting for her complaint to be resolved. 

 

6. Recommendations 
 

 BISP should update the CMS with new capability of dealing with BDC related complaints. 

 BISP and bank staff training is required for recording, handling and processing of BDC 

related cases. 

 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 does not serve the 

purpose. 

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

 Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 
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Payment Case Study Number: P-Q4-Southern Punjab-12 

Nature of Case: Non Payment due to Inactivated Benazir Smart Card 

Complainant/ Beneficiary: Kaniza Bibi 

Wife of: Sain Akhtar 

Complainant, if not beneficiary herself: - 

Address: Nearby Darbar Sultan Zakria, Ballo Khail Tehsil & 

District Mianwali. 

CNIC Number: 38302-2685904-8 

PSC form number: 0182015 

Date Study Completed 8
th
 February 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Kaniza Bibi is a 38 years old, married, illiterate working woman. She is a mother of six children 

including three sons and three daughters. None of her children is attending school due to paucity 

of financial resources. She along with her husband work on a brick kiln and get Rs.10,000 in a 

month. She lives with her family in a semi pacca flat comprising two rooms, a wash room and an 

open kitchen, the flat is owned by the brick kiln owner. All the streets including the one leading to 

her flat are unpaved with open drainage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Kaniza Bibi was selected as a BISP beneficiary under the Poverty Score Card (PSC) phase. In 

June 2009, she was surveyed by the enumerators at a brick kiln in Sarfaraz Khail adjacent to Ballo 

Khail. She also received the survey acknowledgement slip from the survey team. Kaniza Bibi 

mentioned that she possessed a valid CNIC at the time of survey that she shared with the 

enumerators. Furthermore, she did not intimation from BISP about her eligibility for the 

programme. 

 

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

Pakistan People’s Party to oblige the poor people. She has spent previous BISP instalments of 

Rs.24,000 for purchasing groceries and other household items. 

 

In April 2010, Kaniza Bibi got the information from her neighbouring beneficiaries about 

distribution of Benazir Smart Card for the monthly withdrawal of BISP instalments. She was 

advised to visit the Public Safety Commission office located adjacent to GPO office Mianwali at a 

distance of around 10KM from her locality. She was further advised to carry her original CNIC 

and PSC slip while going to collect her BSC. Kaniza Bibi went to BSC distribution centre with 

her husband; she covered some distance on foot, remaining by Ching Chi rickshaw and spent 

Rs.120 for the round trip. She got her BSC the same day, and was informed by the bank and BISP 

staff that she would receive monthly instalment of Rs.1,000 through BSC from Omni franchise. 

Kaniza Bibi was also guided about the location of Omni franchises working in Tehsil Mianwali, 

she was advised to visit the Omni franchise within 72 hours to get her first instalment through 

BSC. 

 

3. How did the Complaint Emerge? 
 

Kaniza Bibi visited the Omni franchise by spending Rs.60. The franchise staff after checking her 

record through online system informed her about the inactivation of her BSC and she was advised 

to wait for a month for the activation of her card or visit the BSC distribution centre for the 

resolution of this problem. Kaniza Bibi after covering four kilometres on foot approached the 
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BSC distribution centre and complained to BISP staff about the inactivation of her BSC. The 

BISP staff after getting information/confirmation from NADRA and UBL informed that her 

CNIC has expired and advised her to update her CNIC from NADRA. 

 

In August 2010, she applied for update of her CNIC by spending Rs.300 and got her new CNIC in 

January 2011. After getting her CNIC, Kaniza Bibi visited BSC distribution centre to share her 

CNIC with BISP staff so that her BSC could be activated. Upon reaching the BSC distribution 

centre she was informed that the centre has been closed and was advised to visit BISP Tehsil 

office, which she visited after covering a walking distance of about two kilometres. 

 

4. Processing of the Case 
 

4.A Provider Version 

 

At BISP office she met Assistant Director (AD) whom she found courteous and cooperative. 

Upon sharing her complaint, CNIC and BSC, AD checked her online tracking information 

from BISP and Omni website. Afterwards, she was informed about the inactivation of her 

BSC and advised her to submit a complaint on a prescribed complaint format available in a 

nearby photocopier shop. She was advised to come with her complaint, a photocopy of her 

CNIC as well as her BSC. She obtained the prescribed complaint application from the shop 

after paying Rs.10, attached a photocopy of her CNIC and BSC and submitted all the 

documents to AD, who mentioned her complaint details and contact number, on complaint 

format and also on register maintained for the recording of BSC related complaints. 

 

She received a complaint acknowledgement slip for future reference, and landline number of 

BISP tehsil office so that she could follow up her complaint on telephone instead of visiting 

the office. 

 

On January 24, 2011, the AD emailed her complaint details to area manager UBL Omni 

Mianwali, Divisional Director Sargodha and also to Director Payment BISP HQ for necessary 

action. In September 2011, AD received an email from BISP HQ about the resolution of 

Kaniza Bibi’s complaint and activation of her BSC. 

 

On 15
th
 March 2012, the beneficiary made a follow up visit to know status of her complaint. 

AD checked the online status of beneficiary’s BSC from Omni website and informed that her 

complaint was not resolved.  

 

AD also checked the payment details from BISP website and asked her how much amount she 

has received so far. The beneficiary informed that so far she had not received any BISP 

amount. At this, the AD informed that BISP has started the process of sending BISP 

instalment through Pakistan Post and so far seven BISP instalments totalling Rs.17,000 have 

been issued. At the denial of beneficiary that she had not received any BISP amount, AD 

made a telephonic contact with concerned Branch Postmaster (BPM) and asked him to come 

at the tehsil office. When the BPM approached the tehsil office, AD inquired about the 

payment of Kaniza Bibi. The BPM first insisted that he has paid the entire BISP amount to 

the beneficiary, but after the warning of dire consequences by the AD, the BPM revealed that 

at the time of disbursement, he tried his best to locate the beneficiary at her address, which 

was mentioned on the money orders, but he failed to locate her, he started to keep her BISP 

amount with the intention that he would pay her entire BISP amount when she would be 

located. The BPM requested and promised that he would return the entire misappropriated 

amount to the beneficiary a day later. AD agreed and ordered the BPM to pay the entire BISP 
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amount to beneficiary at BISP Tehsil office. Next day he handed over the entire 

misappropriated amount to the beneficiary in the presence of BISP staff. 

 

The BISP staff got in writing a complaint and acknowledgement of recovery of embezzled 

amount from the beneficiary. AD also wrote a letter (letter number AD/BISP/MNW/2011/114 

on 20
th
 March 2012) to Deputy Superintendent Postal Services (DSPS) GPO Mianwali about 

the embezzlement committed by the BPM and also informed the DSPS about the recovery of 

embezzled amount. A copy of this letter also marked to BISP Divisional Director Sargodha. 

However, no further correspondence and/ or disciplinary action was undertaken by the BISP 

and postal authorities.  

 

4.B Client Version 

 

The beneficiary and her husband visited BISP Tehsil office ten times and each time they were 

advised by the staff to wait for the resolution of complaint. AD consoled them by informing 

that her complaint had been forwarded to higher authorities and there was no need to worry 

regarding resolution of complaint. 

 

Kaniza Bibi was happy and satisfied with the attitude of BISP staff but unhappy with BISP 

complaint resolution system. In this context, she mentioned that she has spent thousands of 

rupees on transportation to get the confirmation about resolution of her complaint and then 

after about two years her complaint got resolved. Kaniza Bibi received her two bank 

payments totalling Rs.4,000 from UBL Omni franchise by using her BSC. In this context, she 

mentioned that being brick kiln labourers and nomads they usually shift their lodging from 

one place to another for the sake of their livelihood, therefore she considers BSC as the best 

delivery mechanism because she could withdraw BISP amount from Omni franchise 

wherever she would be settled. 

 

5. What We Learned? 
 

 The complaint emerged as her CNIC had expired. She was advised to update her CNIC for 

the activation of her card. The beneficiary after getting her updated CNIC visited the BISP 

Tehsil office and registered her complaint about inactivation of her BSC. AD processed the 

complaint through email which got resolved but after about two years in September 2012.  

 According to BISP staff, it was policy of BISP to issue BSC to beneficiary even with expired 

CNIC. After the issuance of BSC to a beneficiary having expired CNIC, the BSC was blocked 

by NADRA after the withdrawal of first instalment. It was reactivated after she got a new 

CNIC. 

 According to AD, there are 6,891 BSC beneficiaries and till 28th November 2012, BISP 

office has received 2,902 BSC related complaints. This shows that around 42% of the BSC 

beneficiaries are not getting their BISP amount despite being declared eligible. AD forwarded 

the BSC related complaints to UBL Omni Mianwali, Divisional Director Sargodha and also to 

BISP HQ for further processing. 

 After receiving her last BISP instalment through BSC on 25
th
 October 2012, no further 

instalment has been transferred to her account till end March 2013. 

 

6. Recommendations 
 

 There is a need to ensure delivery of eligibility/discrepancy letter to the beneficiary. There is 

also a need to bring awareness in beneficiaries with programme packages and its criterion. 

For this, TV, dish, cable, radio and public announcements can be used. 
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 BISP should update the CMS with new capability of dealing with Smart Card related 

complaints. 

 Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 

 BISP should keep and maintained updated Payment Details on BISP website in order to avoid 

any confusion and misunderstanding. 

 Instalments should be transferred regularly so that beneficiaries can meet their regular 

expnses. 

 

 

 

 

 

 Complainant's CNIC was expired and she got her BSC, but as normal practice she could not 

get her first BISP instalment because her BSC was not activated by NADRA. According to 

AD, there are five main reasons for the blockage of BSC which are: 

 Mismatch of beneficiary thumb impression.  

 Beneficiary’s CNIC without Snap. 

 Expired CNIC. 

 Frequent entry of wrong Pin Code by the Omni staff. 

 Damaging of QR Code (Quick Response Code printed at each beneficiary’s Smart Card). 
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Payment Case Study Number: P-Q4-Southern Punjab-13 

Nature of Case: Non Payment due to wrong name in BISP record 

Complainant/ Beneficiary: Karmai Mai 

Wife of: Abdul Majeed 

Complainant, if not beneficiary herself:  

Address: Mohallah Inayat Abad, Railway Road, Tehsil & district 

Bhakkar. 

CNIC Number: 38101-7695635-8 

PSC form number: 15646124 

Date Study Completed 12
th
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Karmai Mai is a 33 years old illiterate married woman. She is a mother of five children including 

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

labourer in a spice factory and gets Rs. 10, 000 per month. She is not involved in any income 

generation activity and stays at home looking after her children and performing 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. Most of the streets including the one leading to her 

house are paved with open drainage system. Almost all the houses in their locality are dwelled by 

the labour class having same socio economic status. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Karmai Mai has been declared BISP beneficiary under phase-II of the programme after the 

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

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

for future reference. According to Karmai Mai she did not possess a valid CNIC at the time of 

PSC survey, as advised by the enumerators in June 2011 she applied for her CNIC at NADRA 

which she got in October 2011. She did not receive first BISP letter regarding her eligibility and 

discrepancy in the programme. 

 

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

Pakistan People’s Party to help and support the poor people. So far, she had not received any 

BISP instalment and has planned to utilize that amount for the purchase of groceries and other 

household items. 

 

3. How did the Complaint Emerge? 
 

According to Karmai Mai, in October 2012, she heard from her neighbouring beneficiaries about 

the distribution of Benazir Debit Card (BDC) for the withdrawal of BISP cash grant installments. 

She was advised to visit the BISP Tehsil office and collect her BDC. She informed neighbouring 

beneficiaries that she had not received any BISP amount and had no idea whether BISP would 

issue her BDC or not? She was advised to visit the BISP Tehsil office to check and confirm her 

eligibility status. 

  

A week later, Karmai Mai visited the BISP office situated at a distance of around 20 km from her 

locality with her husband and covered the distance by walking and further by wagon and spent 

Rs.120 for the round trip. 
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She was informed by  BISP staff about her eligibility and discrepancy (missing CNIC) in BISP. 

She was also informed that the name printed on her CNIC is Karmai Mai while the enumerators at 

the time of survey erroneously mentioned her name as Karam. On asking about the resolution she 

was given a complaint template with instruction to get a print of complaint template on a stamp 

paper of Rs.20. She was further advised to attach copy of her CNIC with it and then submit it to 

BISP office for complaint registration and resolution. 

 

On same day, her husband got a print of complaint template on the stamp paper as required by 

spending Rs. 40. After completing the documents Karmai Mai submitted the documents and a 

contact phone number to BISP AC. She did not receive any complaint acknowledgement slip for 

future reference but advised by the BISP AC to check her complaint status after one month. 

 

During a follow up in November 2012, she was informed about the resolution and update of her 

CNIC record in BISP MIS and further referred to NADRA counter so that she could collect her 

BDC. She got her BDC on November 08, 2012. 

 

4. Processing of the Case 
 

4.A Provider’s Version 

 

CNIC update request of Karmai Mai was received in the BISP Tehsil Office in November 

2012. It was registered in the BISP Tehsil Complaint Register and a serial number 669 was 

assigned to this complaint. 

 

The AC/ DEO launched Karmai Mai’s CNIC update request into the BISP Case Management 

System (CMS) on November 01, 2012. The staff through CMS not only processed the update 

of her CNIC number but also requested for update of her name in BISP MIS. On the 

successful updation of her CNIC record, CMS has generated an Update_ID 154646124 for 

future reference.  

 

Although, the beneficiary’s name is still mismatched and it could not be updated in BISP 

MIS, however, the beneficiary got her BDC on November 8, 2012 despite the name mismatch 

error. Her first instalment was transferred to her bank account on 12
th
 November 2012 and she 

withdrew it on 3
rd

 December 2012. 

 

4.B Client’s Version 

 

The beneficiary visited BISP office five times, once to get the information where to file the 

complaint and then for complaint follow up. She informed that she had spent around Rs.1,000 

on the visits for the registration and resolution of her complaint. 

 

During interview she informed that for the quick and early resolution of complaint she also 

met with a notable (high school principal) and shared the problem regarding delay in delivery 

of BISP cash grant installments. The notable contacted BISP AD and then advised her to wait 

for about two months to receive BISP installments. 

 

5. What We Learned? 
 

 In this case, the beneficiary was declared eligible with discrepancy in the Programme but 

BISP HQ neither informed the beneficiary regarding her eligibility and discrepancy nor about 

change in payment mode. She got the information from BISP staff about her acceptance as a 

beneficiary and about the BDC. 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 1 - Payment Case Studies 

P-Q4-Southern Punjab-13 
 

J40252715 

GHK Consulting Ltd. 32 

 There was a discrepancy in beneficiary’s PSC form regarding her CNIC and also 

beneficiary’s wrong name was entered in the PSC survey form by the enumerator. The BISP 

staff through CMS in remarks column requested not only for the update of her CNIC record 

but also for update of her name in BISP database/MIS. As per CMS, the beneficiary’s name 

cannot be updated, however, the CNIC update request of beneficiary got approve on 

November 01, 2012. 

 The beneficiary’s real name is Karmai Mai, however, the enumerators mentioned her name on 

PSC form as Karam. As per CMS, the beneficiary’s name could not be updated through CMS, 

but, how the NADRA and bank staff verified the beneficiary’s record and issued her BDC is 

not in the knowledge of BISP staff.  

 BISP staff has maintained an excel sheet shared by the DFO-BISP HQ for recording of BDC 

related complaints. Till the date of our visit the office has received around 149 BDC related 

complaints, out of these 89 complaints had been resolved while the rest are in the process of 

resolution. 

 

6. Recommendations 
 

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

 Community Meetings will help the beneficiaries/complainants in better understanding of 

BISP and its different programs and it will also help the staff to meet its target like 

identification of discrepant household or beneficiaries who failed to collect their BDC etc. 

 BISP staff should discourage the norm of getting print out of PMT Score from external 

sources. If it is really required, then BISP staff should come forward and help the 

beneficiaries. 
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Payment Case Study Number P-Q4-Southern Punjab-14 

Nature of Case Non Payment as BDC was not registered in her name 

Complainant/ Beneficiary Maqsood Bibi 

Wife of: Manzoor Ahmad 

Complainant, if not beneficiary herself - 

Address Chak 553/EB, Tehsil & District Vehari 

CNIC Number 36603-8643903-8 

PSC form number 25999946 

Date Study Completed 2
nd

 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Maqsood Bibi w/o Manzoor Ahmad is a 38 years old, illiterate BISP beneficiary living in Chak 

553/EB, Tehsil and District Vehari. She is a mother of seven children including five sons and two 

daughters.  Two of her sons and one daughter are married. Her husband is a “Samosa seller” and 

he earns about Rs.2,000 per month. She is a house wife and looks after domestic chores. Her two 

sons are rickshaw drivers and they contribute Rs.6,000 towards monthly household expenses. 

Maqsood Bibi lives in a 10 Marla semi pacca house comprising three rooms, a wash room and an 

open kitchen. The locality where she lives comprises low income households belong to same 

caste and mostly associated with manual labour and agriculture. Chak 553/EB Wala is located at a 

distance of eight KMs from BISP Tehsil Office. All the streets in her area are unpaved having 

open drainage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Maqsood Bibi was declared a BISP beneficiary after the Poverty Score Card (PSC) survey 

conducted in June 2011. She doesn’t 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 Maqsood Bibi s’ 

house, filled a PSC survey form of her household and issued her a survey receipt for future 

reference. During an interview with the TPE team, she quoted that, “if I get the BISP cash grant I 

will use it on household expenses”. She considers Pakistan People’s Party (PPP) the owner of 

BISP that has been started to help poor and needy people. She received BISP money orders of 

Rs.11,000 till September 2012 through Pakistan Post. She was also selected as a candidate of 

BISP Waseela-e-Haq Scheme but she couldn’t accept it due to long stay for training in Multan 

away from her home. 

 

3. How did the Complaint Emerge? 
 

Maqsood Bibi informed that after getting her BDC on 15
th
 October 2012, she went to the Telenor 

Retailer Shop (8 KMs from her village) along with her son on a rickshaw and spent Rs100. When 

the shopkeeper opened the sealed BDC, he noticed that the BDC is not functional and later 

informed her that her BDC is unregistered. From Telenor Retailer Shop, she went to BISP Tehsil 

Office and to the Bank counter for resolution of her problem. 

 

4. Processing of the Case 
 

4.A Provider Version 

 

Maqsood Bibi submitted her complaint to the Bank Staff who verified her complaint by 

checking her BDC number on Tameer Bank Website. After getting no result on website they 

registered her complaint on excel sheet on 15
th
 October 2012. There has been no further 
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action taken on the complaint and it is still pending at Bank Counter of BISP Tehsil Office for 

further processing. 

 

4.B Client Version 

 

Maqsood Bibi was unsatisfied with behaviour of the bank staff and unhappy over the 

complaint resolution process/ mechanism. She visited BISP Tehsil office twice with her son 

on a rickshaw for complaint follow up but learnt that her complaint was not resolved.  

 

She considers Pakistan Post the most suitable option for BISP cash grant delivery. Despite a 

considerable delay in resolution of her complaint, she is still hopeful to get her BISP cash 

grant; however she was confused as she wondered ‘did I contact the right office for my 

complaint resolution? Or do I need to go to some other office for restoration of my cash 

grant?’  

 

5. What We Learned? 
 

 No mechanism and orientation training has been provided to BISP as well as bank staff for 

handling, processing and resolution of BDC related complaints. 

 Although Maqsood Bibi received her BDC, however her first BISP instalment could not be 

withdrawn due to unregistered BDC, despite generation of her cash grant as shown in her 

BISP on line payment details on 15.10.2012.  

 It appears that Tameer Bank does not have an efficient complaint redressal system and 

therefore it is unable to resolve such a minor complaint which could be resolved in a lesser 

time of 5-10 minutes. 

 Tameer Bank Staff mentioned that on October 15, 2012 there was a technical problem on 

Bank Website due to which all issued BDC remained unregistered on beneficiaries’ names. 

This problem would be solved within one month when it would be sent to BISP Operational 

Control Room Islamabad for redressal. However, there has been no action till now. 

 

6. Recommendations 
 

 BISP should update the CMS with new capability of dealing with BDC related complaints. 

 BISP and bank staff training is required for recording, handling and processing of BDC 

related cases. 

 Bank staff should guide the beneficiaries (properly) on using the BDCs because most of the 

beneficiaries are illiterate and providing the printed instructions only would not serve the 

purpose. 

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

 Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 

 

 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 1 - Payment Case Studies 

P-Q4-Southern Punjab-15 
 

J40252715 

GHK Consulting Ltd. 35 

Payment Case Study Number P-Q4-Southern Punjab-15 

Nature of Case Non Payment due to Lost PIN code  

Complainant/ Beneficiary Maskeena Bibi 

Wife of: Allah Ditta 

Complainant, if not beneficiary herself - 

Address Chak 90/6R. Tehsil & District Sahiwal 

CNIC Number 36502-9952920-6 

PSC form number 26544325 

Date Study Completed 9
th
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Maskeena Bibi w/o Allah Ditta is a 35 years old, primary educated BISP beneficiary living in 

Chak 90/6R. Tehsil Sahiwal. She has six children including two daughters and four sons. One of 

her sons is married. Her husband has his own “Grocery Store and he earns about Rs.4,000 per 

month. Her son works in a bakery and he earns about Rs.6,000 per month. She is a house wife and 

looks after domestic chores. She lives in a joint family system in a six Marla pacca house. Her 

house comprises of two rooms, a wash room and an open kitchen.  

 

The locality where she lives comprises low income households belonging to same caste and 

mostly associated with manual and agriculture labour. Chak 90/6R is located at a distance of six 

KMs from BISP Tehsil Office. All the streets in her area are paved having open drainage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Maskeena Bibi was declared potential BISP beneficiary with wrong name as “Sakina Bibi” after 

the Poverty Score Card (PSC) survey conducted in June 2011. She doesn’t 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 Maskeena Bibi’s house, filled a PSC survey form of her household and issued 

her a survey receipt for future reference. 

 

During an interview with the TPE team, she quoted that, “BISP cash grant supports me in 

monthly household expenses”. She considers Pakistan People’s Party (PPP) the owner of the BISP 

that has been started to help poor and needy people. She received BISP MOs of Rs.9,000 between 

August 2011 to March 2012 through Pakistan Post. Her daughter in-law is also a BISP 

beneficiary. 

 

3. How did the Complaint Emerge? 
 

Maskeena Bibi informed that, she received her BDC from BDC Centre on March 16, 2012 and 

received BISP cash grant of Rs.3,000 on March 20, 2012. On July 12, 2012 she went to the 

Telenor Retailer Shop (6.5 KMs away from her village) on rickshaw by spending Rs.30 for 

checking her second BISP instalment; however the franchise staff couldn’t find her BDC PIN 

Code slip in the BDC envelope.  

 

4. Processing of the Case 
 

4.A Provider Version 

 

Maskeena Bibi explained her complaint to the Assistant Director (AD) who asked her to 

submit a photocopy of her CNIC to Bank Staff for redressal. AD verbally asked the Bank 
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Staff about the resolution of her problem but Bank Staff informed that they cannot solve 

complaints as per instruction of their “top management”; however she should contact Tameer 

Bank Helpline to solve this issue. The Assistant Director informed Maskeena Bibi about these 

instructions for complaint resolution. The complaint was sent by BISP Tehsil Office to BISP 

Operational Control Room Islamabad through email on 26 September 2012.  

 

The new PIN code of Maskeena Bibi was received at BISP Tehsil Office in November 2012 

and it was given to Maskeena Bibi on December 29, 2012. But when she went to Telenor 

Retailer Shop she came to know that her new PIN code is also not working. She again came 

to BISP Tehsil Office for complaint redressal. During TPE team visit, the BISP Assistant 

Director (AD) mentioned that BISP Operational Control Room Islamabad sent 17 new BDC 

PIN codes and all were found to be incorrect. These PIN codes would be sent back for 

reissuance. Maskeena Bibi received her new BDC code second time on January 15, 2013 and 

received her second bank payment from a franchise on the same day. 

 

4.B Client Version 

 

From Telenor Retailer Shop, she went to the BISP Tehsil Office and went to the Bank counter 

for resolution of her problem. The Bank staff registered her complaint on complaint register 

and asked her to revisit next month. 

 

Maskeena Bibi was unsatisfied with the behaviour of the bank staff/BISP Staff and unhappy 

over the complaint resolution process/ mechanism. She visited BISP Tehsil office alone on 

rickshaw by spending Rs.30 many times for complaint follow up. After many visits she 

received her new BDC code second time on January 15, 2013 and received her second bank 

payment from a franchise on the same day thus finally her complaint was resolved. 

 

She considers Pakistan Post the most suitable option for BISP cash grant delivery. 

 

5. What We Learned? 
 

 BISP Tehsil Office did not keep the record of BDC related complaints. Tameer Bank Staff 

registered BDC related complaints but no mechanism and orientation training has been 

provided to BISP as well as bank staff for handling, processing and resolution of BDC related 

complaints. 

 Although the second bank payment of Maskeena Bibi was generated on November 1, 2012; 

however she received that payment on January 15, 2013 with a delay of about two months 

after she received her new BDC PIN code. 

 Maskeena Bibi doesn’t know that her third bank payment has also been generated on 

February 11, 2013 and which can be withdrawn through her BDC. 

 It appears that Tameer Bank does not have an efficient complaint redressal system and 

therefore unable to resolve a minor complaint of PIN code which could be resolved in 5-10 

minutes by helpline. 

 

6. Recommendations 
 

 BISP should update the CMS with new capability of dealing with BDC (and other payment) 

related complaints. 

 BISP and bank staff training is required for recording, handling and processing of BDC 

related cases. 
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 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 will not serve the 

purpose. 

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

 Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 
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Payment Case Study Number P-Q4-Southern Punjab-16 

Nature of Case Non Payment due to Lost BDC 

Complainant/ Beneficiary Mumtaz Bibi 

Wife of: Muhammad Younus 

Complainant, if not beneficiary herself - 

Address Chak 1/KB. Tehsil & District Pakpattan 

CNIC Number 36402-1439141-4 

PSC form number 0992472 

Date Study Completed 9
th
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Mumtaz Bibi w/o Muhammad Younus is a 43 years old, illiterate BISP beneficiary living in Chak 

1/KB. Tehsil Pakpattan. She is a mother of seven children including one school going daughter 

and one school going son. Her husband is a labourer and he earns about Rs.4,000 per month. She 

is a house wife and looks after domestic chores. Mumtaz Bibi lives in a joint family system in a 

seven Marla old Katcha house. Her house comprises two rooms and an open kitchen.  

 

The locality where she lives comprises low income households belonging to same caste and 

mostly associated with manual and agricultural labour. Chak 1/KB is located at a distance of 20 

KMs from BISP Tehsil Office. All the streets in her area are unpaved having open drainage 

system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Mumtaz Bibi was declared a BISP beneficiary after the Poverty Score Card (PSC) survey 

conducted in August 2009. She doesn’t 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 Mumtaz Bibi s’ 

house, filled a PSC survey form of her household and issued her a survey receipt for future 

reference. 

 

During an interview with the TPE team, she quoted that, “BISP cash grant would support me for 

my daughter’s wedding”. She considers Pakistan People’s Party (PPP) the owner of  BISP that has 

been started to help poor and needy people. Her unmarried daughter is also declared BISP 

beneficiary. She received BISP money orders of Rs.31,000 till March 2012 through Pakistan Post. 

She obtained her BDC from BDC Centre Pakpattan on March 17, 2012 and received her first 

BISP instalment of Rs.3,000 through BDC the same day. 

 

3. How did the Complaint Emerge? 
 

Mumtaz Bibi informed that she lost her BDC at home during the month of October 2012 due to 

which she could not receive her second BISP instalment. She got concerned and discussed it with 

the area postman who intimated her that she (Mumtaz Bibi) needs to get it re-issued from BDC 

Collection Centre (BISP Tehsil Office Pakpattan). On his intimation she visited BISP Tehsil 

Office in December 2012 and registered her complaint at Bank Counter. 
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4. Processing of the Case 
 

4.A Provider Version 

 

Bank Counter received Mumtaz Bibi’s complaint on December 27, 2012. She submitted her 

complaint on Complaint Format given her and filled by BISP Tehsil Official and she was 

asked to visit Main UBL Branch Pakpattan to receive her new BDC. She went there on the 

same day and after necessary verification UBL Officer blocked her old BDC through UBL 

Help Line. After cancellation of her old BDC, a new BDC was issued by the UBL Officer 

within 15 minutes. The complaint of beneficiary was resolved on the same day after she 

received her second BISP instalment from an ATM. 

 

4.B Client Version 

 

Mumtaz Bibi was satisfied with the behaviour of the bank staff and happy over the quick 

complaint resolution process/ mechanism. She visited BISP Tehsil office along with her 

daughter on rickshaw by spending Rs.50 and covering a distance of 20KMs. Her complaint 

was resolved within one day with quick efforts of UBL Staff. UBL Staff informed that her 

new BDC would be active within 24 hours. Due to domestic reasons she could not go again to 

ATM in Pakpattan to receive her second BISP instalment on the same day. 

 

5. What We Learned? 
 

 BISP Tehsil Office does not keep/register BDC related complaints; however it provided 

complaint format to complainants for easy registration of complaints at Bank Counter. UBL 

Counter register/keep record of BDC related complaint and with quick efforts of UBL branch 

it solves any BDC related complaints within one day. 

 It reflects from the study that UBL Pakpattan has an efficient complaint redressal system and 

therefore capable to resolve BDC related complaints within a day. 

 

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 would not serve the 

purpose. 

 BISP Tehsil staff should be provided clear policy on dealing with BDC related complaints. 
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Payment Case Study Number: P-Q4-Southern Punjab-17 

Nature of Case: Non Payment due to Damaged Mobile Phone 

Complainant/ Beneficiary: Naseem Mai 

Wife of: Iftikhar Hussain 

Complainant, if not beneficiary herself:  

Address: Village Ibrahim Wala, Tehsil Chubara & district Leiah. 

CNIC Number: 32201-4655388-6 

PSC form number: 2342118 

Date Study Completed 16
th
 February 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Naseem Mai W/O Iftikhar Hussain is a 31 years old, illiterate working woman living in tehsil 

Chubara. She is a mother of three children including one son and two daughters. None of her 

children are attending the school due to paucity of financial resources. They both work as  

labourers on brick kiln and get Rs.350 per 1,000 bricks in a day. 

 

Naseem Mai lives with her family in a rent free, three Marla semi-pacca flat owned by the brick 

kiln owner. Most of the streets including the one leading to her flat are unpaved with open 

drainage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Naseem Mai was declared BISP beneficiary under phase-II of the programme after the Poverty 

Score Card (PSC) survey. Her PSC survey was conducted in December 2009 by a survey team at 

her door step in village Ibrahimwala. After the completion of the ‘survey’, the survey team 

provided her a receipt for future reference. According to Naseem Mai she was charged Rs.100 by 

the enumerators for filling her PSC form. She did not possess a valid CNIC at the time of PSC 

survey and she mentioned that neither the enumerators asked for her CNIC nor she shared that  

with the survey team. She did not receive BISP letter regarding her eligibility and discrepancy in 

the programme. 

 

She does not know much about BISP but considers BISP as a cash grant programme for the poor 

and deserving people. She has utilized previous BISP instalments of Rs.5,000 for purchasing 

groceries. 

 

3. How did the Complaint Emerge? 
 

According to Naseem Mai in April 2012 a notable (school principal) visited her house and 

informed about her eligibility and discrepancy in BISP. On asking about her CNIC, she disclosed 

that she did not possess a valid CNIC. At this, she was advised to promptly get her CNIC from 

NADRA and submit a copy of it in BISP tehsil office to get the BISP cash grant instalments. 

Following the instructions of the notable she got her CNIC from NADRA in the last week of 

April 2012 and submitted it to BISP tehsil office. 

 

The CNIC update request of Naseem Mai was successfully processed by the BISP staff through 

CMS which was approved in May 2012. The beneficiary during a follow up visit in July 2012 

gathered from BISP staff about resolution of her complaint and she was referred to NADRA 

counter for getting mobile phone for the withdrawal of BISP instalments. After going through the 

whole process, Naseem Mai collected her mobile phone and following the instruction of the bank 

staff she received her first BISP instalment from Omni franchise. 
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After getting her second BISP instalment in November 2012, the beneficiary’s mobile phone got 

burnt due to electric over-charging resulting in damage of mobile phone. The beneficiary’s 

discussed the matter with her husband who took it to a mobile phone repairing workshop where 

her husband was informed that the mother board of the mobile phone has been damaged which 

cannot be repaired. Naseem Mai discussed the situation with her neighbouring beneficiary who 

advised her to visit the BISP office and request the staff for replacement of mobile phone. Very 

next day, Naseem Mai along with her husband visited the BISP tehsil office situated at a distance 

of about 15KM from her locality. She went by walking and further by Ching Chi rickshaw and 

spend Rs.100 for the round trip to BISP office. She had her CNIC, PSC slip and mobile phone at 

the time of her visit to the BISP tehsil office. 

 

4. Processing of the Case 
 

4.A Provider’s Version 

 

At BISP office, she met with Assistant Director (AD) whom she found courteous and 

cooperative. She presented her mobile phone and shared how it got damaged and further 

requested for its replacement. The AD called the Ufone staff and discussed the situation. The 

Ufone staff informed AD and the beneficiary that no warranty was provided for Ufone mobile 

phone and the beneficiary in case of any problem with the mobile phone would have to 

repair/replace it through her own budget. Afterwards, the beneficiary was informed that BISP 

could not help her in the replacement of mobile phone, however, she was advised to purchase 

her own cell phone and put the Ufone SIM issued in her name in the new mobile phone. 

 

The BISP staff has not maintained any record about mobile phone related complaints 

however, this complaint was registered and recorded by the Ufone staff. 

 

4.B Client’s Version 

 

The beneficiary visited BISP Tehsil office, to complain for the replacement of her mobile 

phone. Naseem Mai was not only happy and satisfied with the attitude of BISP staff, but, also 

happy to receive BISP instalment through mobile phone. In this context, the beneficiary 

mentioned that being a nomad it’s quite easy and comfortable for her to receive BISP amount 

through mobile phone. When asked that being illiterate how did she manage to read the text 

messages, she informed that at each message tone/beep she shared it with the brick kiln owner 

who informed her about the text messages received. During interview, the beneficiary also 

informed that following the instructions of AD, she purchased a cell phone in December 2012 

by spending Rs.1,000 and used the Ufone SIM provided by BISP. 

 

5. What We Learned? 
 

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

BISP headquarters neither informed her about eligibility and discrepancy nor about change in 

payment mode. However, about three years after PSC survey, the beneficiary was informed 

by a notable about her eligibility and discrepancy in the programme. Following the 

instructions of the notable, the beneficiary got her CNIC from NADRA by spending Rs.1,000 

and submitted its copy to BISP office.  

 Her payment details show that after October 23, 2012, BISP has not generated any further 

payments for Naseem Mai. She wanted to get her mobile phone replaced as she thought that 

she won’t get any further payment without a functional mobile phone. Later when Ufone 

showed its inability to issue a replacement of her damaged mobile phone, she purchased a 

new low cost phone in December 2012. 
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 According to the beneficiary, the enumerators charged her Rs.100 for filling her PSC form. 

The enumerators did not ask and sensitize the beneficiary about the importance of CNIC and 

consequently the beneficiary failed to get BISP instalments in appropriate time frame. 

 BISP staff has not maintained any complaints record regarding mobile phone banking. 

According to AD, the tehsil office has not received any instruction from management about 

record keeping of mobile phone related complaints. The concerned AD considers that it is 

useless to keep the record of those complaints which are either resolved on the spot or have 

no solution. 

 In concerned BISP jurisdiction, since the inception of mobile phone banking in May 2012, the 

payment was transferred by BISP to beneficiary’s Omni account on monthly basis. However, 

from June 2012 BISP has decided to transfer mobile phone banking amount on quarterly basis 

like BDC, BSC and Pakistan Post. The mobile phone beneficiaries are informed about release 

of disbursement with a text message having a specific ID/Code which needs to be shared with 

the Omni franchise staff to get the BISP amount. 

 

6. Recommendations 
 

 Proper and in time communication between complainants/ beneficiaries and BISP is 

recommended. 

 In order to facilitate the beneficiaries regarding issuance of mobile phone, BISP should ask 

the beneficiaries to come with a telecom SIM which they can purchase from any of the 

registered franchise for Rs.50-100. 

 BISP staff should keep the mobile phone complaints record for understanding and further 

sharing with the management. 
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Payment Case Study Number P-Q4-Southern Punjab-18 

Nature of Case Non Payment due to Wrong PIN code 

Complainant/ Beneficiary Parveen Bibi 

Wife of: Nadeem Hussain 

Complainant, if not beneficiary herself - 

Address Chak 2/4 L, Tehsil & District Okara 

CNIC Number 35302-5637107-0 

PSC form number 26203376 

Date Study Completed 9
th
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Parveen Bibi w/o Nadeem Hussain is a 27 years old, illiterate BISP beneficiary living in Chak 

2/4L, Tehsil and District Okara. She is a mother of four children including two school going sons. 

Her husband is a rickshaw driver and he earns about Rs.4, 000 per month. She is a house wife and 

looks after domestic chores. Parveen Bibi lives in a joint family system in a five Marla, rented, 

semi pacca house.  

 

Her house comprises two rooms, a wash room and an open kitchen. The locality where she lives 

comprises low income households mostly associated with labour work. Chak 2/4L is located at a 

distance of one kilometre from BISP Tehsil Office. All the streets in her area are paved having 

proper drainage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Parveen Bibi was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey conducted in June 2011. She obtained her Benazir Debit Card (BDC) on 

November 7, 2012. She doesn’t know about BISP eligibility criteria and how she had been 

selected for the BISP cash grant in Phase-2. BISP survey team, who visited Parveen Bibi’s house, 

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

 

During an interview with the TPE team, she quoted that, “if I get BISP cash grant I will use it on 

purchasing school uniforms and shoes for my children”. She considers Pakistan People’s Party 

(PPP) the owner of the BISP that has been started to help poor and needy people. Furthermore, 

she received her BISP MOs of Rs.15,000 between August 2011 to September 2012 through 

Pakistan Post. 

 

3. How did the Complaint Emerge? 
 

Parveen Bibi informed that after getting her BDC on 7 November 2012, she went to a United 

Bank Limited (UBL) Omni Shop at City Okara (1.5 kms from her village) with her son on foot. 

At UBL Omni Shop, when the shopkeeper tried to make a transaction, it was declined due to 

wrong BDC PIN code. Parveen Bibi mentioned that the shopkeeper tried to help her by entering 

different combinations of the PIN code but it could not be verified.  

 

After several attempts, the staff informed her that her PIN code was incorrect and that she should 

report it to contact BDC Distribution Centre at BISP Tehsil Office Okara and get a new PIN code 

from there. The shopkeeper provided a message on a slip of paper stating “New PIN code should 

be issued” and mentioned that this would help her get a new PIN code. 
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4. Processing of the Case 
 

4.A Provider Version 

 

She visited BISP tehsil office and met Assistant Complaint (AC) on November 27, 2012 who 

asked her to visit Main UBL Branch on Friday to resolve this issue. AC verbally asked the 

Bank Staff about the resolution of her problem but Bank Staff mentioned that they are not 

allowed to keep complaints with them as per instruction of their “top management”; however 

she should contact UBL Helpline or permanent UBL employee to solve this issue. The 

Assistant Complaint informed Parveen Bibi about these instructions to help her in complaint 

resolution. There has been no further action on her complaint and it is still pending for further 

processing. Her online payment details when checked on April 10, 2013, show that her first 

bank payment generated on November 7, 2012 has still not been withdrawn by her.  

 

4.B Client Version 

 

From UBL Omni Shop, she went to BISP Tehsil Office and went to the Bank counter for 

resolution of her problem. Bank staff informed her that they could not help her in this regard 

and advised her to go to BISP tehsil office. 

 

Parveen Bibi was unsatisfied with the behaviour of the bank /BISP Staff and unhappy over 

the complaint resolution mechanism. She visited BISP Tehsil office with her son for follow 

up in December 2012 and January 2013 but learnt that her complaint was not resolved. She 

visited UBL Branch too but she does not know about the right approach for her complaint 

resolution. She therefore considers Pakistan Post as the most suitable option for BISP cash 

grant delivery. Despite a considerable delay in her complaint resolution, she is still hopeful to 

get the BISP cash grant. 

 

5. What We Learned? 
 

 BISP Tehsil Office as well as Bank Counter at BISP Tehsil Office does not register BDC 

related complaints. 

 No mechanism and orientation training has been provided to BISP as well as bank staff for 

handling, processing and resolution of BDC related complaints. 

 Although Parveen Bibi received her BDC, however her first BISP cash grant has yet to be 

withdrawn as shown in her online BISP payment details. 

 It appears that UBL does not have an efficient complaint redressal system and therefore 

unable to resolve such a minor complaint of PIN code reissue which could be resolved in 5-10 

minutes through bank helpline. 

 After her first bank payment was generated in November 2012, BISP has generated no more 

payments. 

 

6. Recommendations 
 

 BISP should update the CMS with new capability of dealing with BDC related complaints. 

 BISP and bank staff training is required for recording, handling and processing of BDC 

related cases. 

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

 Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 

 

 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 1 - Payment Case Studies 

P-Q4-Southern Punjab-19 
 

J40252715 

GHK Consulting Ltd. 45 

Payment Case Study Number P-Q4-Southern Punjab-19 

Nature of Case Non Payment due to Lost BDC 

Complainant/ Beneficiary Raheela Mumtaz 

Wife of: Mumtaz Ahmad  

Complainant, if not beneficiary herself - 

Address Village Miana Gondal, Tehsil Malakwal District Mandi 

Baha-Ud-Din. 

CNIC Number 38406-0590862-2 

PSC form number 19404757 

Date Study Completed 19
th
 February 2013 

 

1. Receiver Woman / Complainant’s Profile and Background 
 

Raheela Mumtaz is a 39 years old illiterate married woman living in tehsil Malakwal. She is a 

mother of seven children including five sons and two daughters. All of her children are school 

going. Her husband runs a mobile phone accessories shop and earns about Rs.12,000 in a month. 

There is no other household’s source of income. Raheela Mumtaz lives with her family in a five 

Marla pacca house which comprises four rooms, an open kitchen and a washroom. All the streets 

including the one leading to the house of Raheela Mumtaz are unpaved having drain lining 

sewerage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

According to the beneficiary her PSC survey was under taken in February 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 also possessed a valid CNIC at the time of PSC survey that she 

shared with the enumerators. Raheela Mumtaz mentioned that after becoming the BISP 

beneficiary, she did not receive any letter from BISP confirming her eligibility in the programme. 

 

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

mentioned that BISP is started by Pakistan People’s Party to help the poor people of Pakistan 

through cash grant instalments. She informed that she used the previous BISP instalments of 

Rs.12,000 for purchasing groceries and other household items. 

 

Raheela Mumtaz informed that during June 2012 a village postman visited her house and 

informed about distribution of Benazir Debit Card (BDC) from BISP tehsil office. The postman 

guided her about the location of BISP tehsil office situated at a distance of about 40 km from her 

locality. She was further informed by the postman that he arranged a wagon for some of her 

neighbouring beneficiaries who wished to get their BDCs and if she would like to accompany 

them then she would have to pay Rs.200 for the round trip to BISP tehsil office. She agreed and 

paid him Rs.200. Three days later, she along with 20 neighbouring beneficiaries went to BISP 

tehsil office and obtained her BDC. 

 

3. How did the Complaint Emerge? 
 

After getting BDCs all the beneficiaries entrusted their BDCs to the postman. She got her BDC in 

June 2012 but received the first BISP instalment through BDC in October 2012 from the postman. 

At that time the postman did not return her BDC and informed that he would keep withdrawing 

BDC instalments on her behalf. 
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In December 2012, Raheela Mumtaz heard about release of second BDC instalment. She through 

telephone informed the postman and requested for the withdrawal of that instalment. A week 

later, the postman came at her door step and informed that he has lost her BDC and further 

informed that she would have to visit the BISP tehsil office for the registration and resolution of 

her complaint. She was advised by the postman not to disclose that her BDC was kept by the 

postman and he lost it. She was informed that if she shares this with anyone then BISP would stop 

sending cash grant instalment at her name. Raheela Mumtaz agreed and some two days later she 

alone visited the BISP tehsil office after spending Rs.100. 

 

4. Processing of the Complaint 
 

4.A Provider Version 

 

At BISP tehsil office she met Assistant Complaint (AC) whom she found courteous and 

cooperative. She shared her complaint with AC who recorded her complaint details on 

register maintained for the recording of BDC related complaints. The beneficiary did not 

receive complaint acknowledgement for future reference, however, she was advised not to 

visit the office frequently as the staff would inform her about resolution of the complaint.  

 

On December 15, 2012, Assistant Director (AD) emailed her complaint of lost BDC to DFO-

BISP HQ. AD also received a delivery report with a message regarding successful submission 

of complaint into the system. AD did not receive any update yet on the complaint resolution. 

Her complaint is still pending and till April 10, 2013, she didn’t receive a new BDC. Her 

second and third bank payments of Rs.3,000 each were generated on November 01, 2012 and 

February 11, 2013 respectively but couldn’t be withdrawn due to the delay in resolution of 

her pending complaint. 

 

4.B Client’s Version 

 

Raheela Mumtaz was unhappy on the delivery of BISP cash grant through BDC. She 

mentioned that earlier she received BISP instalments at her door step through postman but 

now she doesn’t know when she would be able to get her new BDC to receive further BISP 

instalments. On asking why she has entrusted her BDC to the postman, the beneficiary 

informed that being illiterate she does not know how to use the BDC for withdrawal of her 

BISP amount. She also informed that the village postman is an honest gentleman who has 

taken the responsibility for the withdrawal of BISP amount through her BDC and in reality 

she was thankful for this act of kindness by the postman. 

 

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 BISP nor about 

change in payment mode. The beneficiary was informed by the village postman about 

distribution of BDCs. The postman arranged a pick-up van and took around 20 beneficiaries 

to BISP office for getting their BDCs. The postman charged Rs.200 from each beneficiary 

and also kept BDCs of all the beneficiaries. The beneficiary considers her village postman an 

honest gentleman who is very helpful. But he can commit fraud and misappropriate her BISP 

amount at any stage. 

 Beneficiary received her BDC on June 19, 2012; however, her online payment details shows 

that the first bank payment was withdrawn on October 22, 2012. 
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 According to AD, the partner bank will issue a new BDC and post it to the tehsil office. The 

tehsil office will inform the beneficiary about resolution of complaint and the beneficiary will 

collect her new BDC by visiting BISP office. 

 

6. Recommendations 
 

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

 BISP staff should properly guide the beneficiaries at the time of BDC distribution process. 

Divisional office should properly disseminate information to its Tehsil office regarding any 

activity and assignment performed by the PO. 

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

BDC related complaints. 

 BISP should hire that partner bank which have a functioning branch in concerned jurisdiction 

so that the field staff may follow up of complaints through direct interaction with bank staff. 

 BISP management should also sensitize and mobilize the partner bank for the launching of a 

comprehensive complaint redressal system to facilitate and compensate the beneficiaries. 
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Payment Case Study Number P-Q4-Southern Punjab-20 

Nature of Case Non Payment due to Incomplete PIN code 

Complainant/ Beneficiary Razia Bibi 

Wife of: Muhammad Saddique 

Complainant, if not beneficiary herself  

Address Farooqabad. Tehsil & District Bahawalnagar 

CNIC Number 31101-0997064-0 

PSC form number 27508895 

Date Study Completed 9
th
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Razia Bibi w/o Muhammad Saddique is a 43 years old, illiterate BISP beneficiary living in 

Farooqabad Tehsil, District Bahawalnagar. She is a mother of eight children including four 

daughters and four sons. Her three daughters and two sons are school going. Her husband is a 

Tailor and he earns about Rs.5,000 per month. She is a house wife and looks after domestic 

chores. Razia Bibi lives in a rented three Marla old pacca house. Her house comprises two rooms, 

a wash room and a kitchen. The locality where she lives comprises low income households belong 

to mix castes and mostly associated with labour work and small scale business. Farooqabad is 

located at a distance of one KM from BISP Tehsil Office. All the streets in her area are paved 

having open drainage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Razia Bibi was declared potential BISP beneficiary after the Poverty Score Card (PSC) survey 

conducted in May 2011. She doesn’t know about the BISP eligibility criteria and how she had 

been selected for the BISP cash grant in PSC phase. BISP survey team, who visited Razia Bibi’s 

house, filled a PSC survey form of her household and issued her a survey receipt for future 

reference.  

 

During an interview with the TPE team, she quoted that, “BISP cash grant would help me in my 

daughter marriage”. She considers Pakistan People’s Party (PPP) as the owner of BISP that has 

been started to help poor and needy people of Pakistan. She received BISP MOs of Rs.7,000 

between October 2011 to March 2012. She obtained her BDC from BC Centre Bahawalnagar on 

July 10, 2012 and withdrew Rs.3,000 through ATM on July 30, 2012. 

 

3. How did the Complaint Emerge? 
 

Razia Bibi informed that she went to the HBL ATM (1.5 KMs from her house) in September 

2012 along with children on foot for receiving her second BISP instalment. At ATM, when the 

Bank Guard entered PIN code, he noticed and later informed her that her PIN code is misprinted 

on the slip. He advised her to get it replaced from BDC Collection Centre, BISP Tehsil Office, 

Bahawalnagar.  

 

4. Processing of the Case 
 

4.A Provider Version 

 

On 5
th
 December 2012 HBL Staff at BISP Tehsil Office started to register BDC/ PIN code 

related complaints. They registered Razia Bibi’s complaint on complaint format on December 

27, 2012 during her fifth visit. Bank representative sent an email regarding the complaint to 
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Regional Head Quarter (RHQ) HBL Bahawalpur for further processing. Then the complaint 

was sent by RHQ Bahawalpur to HBL HQ Karachi for final processing/ decision. Bank 

representative advised Razia Bibi to revisit the BISP Tehsil Office after 30 days to receive her 

new PIN code. He further advised the complainant that bank would contact her on telephone 

if new PIN code is received at the office before 30 days. 

 

After follow up visit she finally received her new PIN code in March, 2013 and withdrew her 

BISP instalment on 13.03.2013. The whole process of complaint resolution took more than 

two months after registration on 27.12.2012.  

 

4.B Client’s Version 

 

From ATM, she went to BISP Tehsil Office and referred to the Bank counter for resolution of 

her problem. The Bank staff advised her to go to the Assistant Director (AD), who may be 

able to resolve this issue. She made four to five visits at BISP Tehsil Office from September 

2012 to December 2012 for lodging her complaint and finally her complaint was registered in 

December 2012 and resolved in March 2013 when she received her new PIN code which 

enabled her to withdraw her second BISP instalment through BDC on 13.3.2013. 

 

Razia Bibi was satisfied with the behaviour of the bank staff and the way bank representative 

resolved her problem. She mentioned that BISP and bank complaint resolution process is very 

lengthy and takes long time. 

 

5. What We Learned? 
 

 Previously HBL Counter did not register BDC/PIN code related complaints. But after TPE 

Team visit at BDC centre Bahawalnagar on December 5, 2012, Bank Officials have started 

registering the complaints.  

 No mechanism and orientation training has been provided to BISP as well as bank staff for 

handling, processing and resolution of BDC related complaints.  

 It appears that HBL does not have an efficient complaint redressal system and therefore it is 

unable to resolve such type of complaints in a reasonable time. Resolution of Razia Bibi’s 

complaint took more than two months.   

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

representative along with the date, which is not a good practice. 

 After her first bank payment was generated on July 10, 2012, BISP has generated her second 

payment on February 16, 2013 after about seven months although the beneficiaries were told 

(at the time of receiving their BDCs) that BISP instalments will be credited to their accounts 

on quarterly basis. 

 

6. Recommendations 
 

 BISP should update the CMS with new capability of dealing with BDC (and other payment) 

related complaints. 

 BISP and bank staff training is required for recording, handling and processing of BDC 

related cases. 

 BISP need to revisit the payment cycle of the beneficiaries when it comes out that many 

beneficiaries have been receiving their instalment with considerable delay without any prior 

information. 

 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 will not serve the 

purpose. 
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 Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 
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Payment Case Study Number: P-Q4-Southern Punjab-21 

Nature of Case: Non Payment due to Damaged BDC 

Complainant/ Beneficiary: Sahib Mai 

Widow of: Muhammad Ramzan 

Complainant, if not beneficiary herself:  

Address: Village Gujjra, Kachi Shahani, Tehsil & District Bhakkar. 

CNIC Number: 38101-5450378-4 

PSC form number: 14335445 

Date Study Completed 10
th
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Sahib Mai is 73 years old, illiterate widow. She is a mother of six children including three sons 

and three daughters. All of her children are married. She lives with her eldest son who works as a 

security guard in MCB and he gets Rs. 10,000 per month.  

 

She lives in a five Marla self-owned semi-pacca house which consists of three rooms, a washroom 

and an open kitchen. Most of the streets including the one leading to the house of Sahib Mai are 

paved with open drainage system.  

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Sahib Mai has been declared BISP beneficiary under phase-II of the programme after the Poverty 

Score Card (PSC) survey. The household’s PSC survey was conducted at her door step in March 

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 that she shared with the 

enumerators. She did not receive BISP letter regarding her eligibility and discrepancy in BISP. 

Her daughter in law is another beneficiary (Irshad Bibi) living in the same house. 

 

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

Pakistan People’s Party who has always helped and supported the poor and vulnerable people of 

Pakistan. So far, she had received Rs.15,000 and had utilized that amount for the purchase of 

groceries and partially for her treatment. 

 

In first week of October 2012, Sahib Mai received a BISP instalment from the postman who 

informed her regarding change in payment mode from Pakistan Post to Bank through BDC. She 

was advised by the postman to promptly visit the BISP office and collect her BDC for future 

withdrawal of BISP instalments. She was also informed that if she would fail to collect her BDC 

then BISP would stop sending cash grant through MOs at her name. 

 

According to Sahib Mai, two weeks later she with her son and daughter-in-law visited the BISP 

office situated at a distance of around 40KM from her locality. They covered the distance by bus 

and further by Ching Chi rickshaw and incurred a cost of Rs.300 for the round trip to BISP office. 

At the time of receiving her BDC, she was advised by the bank staff that she needs to visit the 

bank a day later for the withdrawal of her BISP instalment. 

 

As the eldest son of Sahib Mai is working in bank so she entrusted the BDC to him so that he 

could withdraw BISP amount easily. Her eldest son two days later withdrew from MCB ATM and 

thus she got the first instalment through BDC. Sahib Mai, her son and daughter-in-law had a 

perception that they would receive monthly BISP instalments amounting to Rs.3,000 through 
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BDC and for each withdrawal of BISP instalment they would get a new BDC from BISP office. 

After getting first BDC instalment from ATM, her son discarded his mother’s BDC. 

 

3. How did the Complaint Emerge? 
 

The next month, she with her son and daughter-in-law revisited the BISP office to get a new BDC 

for next withdrawal of BISP installment. At that time, the BISP staff explained that they would 

receive BISP instalment on quarterly basis through same BDC issued to them earlier. They all 

apologized to BISP staff and informed that the bank staff did not clearly mentioned about getting 

every BISP instalment from the same BDC and that they discarded/destroyed their BDCs after 

withdrawing their first instalment. For the resolution of complaint, the staff advised her to submit 

a photocopy of her CNIC with a complaint on prescribed template available from the nearby 

photocopier shop.  

 

4. Processing of the Case 
 

4.A Provider’s Version 

 

After knowing her problem, the bank staff contacted phone banker through helpline and 

blocked her BDC. The phone banker also talked to the beneficiary to confirm her details. The 

beneficiary failed to understand and respond to some queries of phone banker however the 

bank staff helped her in responding to those queries. Afterwards, she was advised by the 

BISP/bank staff to visit BISP office after a month to check her complaint status. Although, 

this complaint was launched and processed through summit bank helpline, however, the 

complaint has not been resolvedtill end March, 2013.  

 

4.B Client’s Version 

 

For the resolution of complaint, the staff advised her to submit a photocopy of her CNIC with 

a complaint on prescribed template available from nearby photocopier shop. Her eldest son 

managed to get the required documents after paying Rs.20 and submitted to the Assistant 

Complaint (AC). AC after collecting the documents referred her to the bank counter for 

further process. 

 

The beneficiary visited the BISP Tehsil office twice and had spent around Rs. 400 on 

transportation for the registration and resolution of her complaint. During her second follow 

up visit in last week of December 2012 she was informed to wait and contact BISP office in 

two weeks. She was advised by the BISP staff not to visit the BISP office repeatedly as the 

office would inform her regarding resolution of her complaint. 

 

Sahib Mai was greatly disappointed over the delay in resolution of her complaint. She 

expressed her annoyance saying that it was the responsibility of bank and BISP staff to 

explain when and what she would receive through BDC. Further she was not satisfied over 

the delivery of BISP cash grant installment through BDC. She considers that Pakistan Post is 

the most suitable option for the delivery of BISP cash grant instalments at her doorsteps. 

 

5. What We Learned? 
 

 This complaint was lodged in November 2012 but has not yet been resolved though more than 

four months have passed. Usually BDC replacement does not take more than two weeks. 

Such delays result in giving a bad name to BISP. 
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 Her payment details shows that after her first payment was generated on September 20, 2012, 

BISP deposited another instalment on April 16, 2013 in her account. She has been unable to 

withdraw the instalment as her complaint has not been addressed. 

 BISP and bank staff did not explain to the beneficiaries about safe keeping of BDC. The 

household members had a perception that they would receive monthly BISP installment 

amounting of Rs.3,000 and for each BISP installment they will have to get a new BDC from 

BISP office. The same strategy was followed by the beneficiary’s eldest son who after getting 

the first BDC instalment discarded the BDCs of his wife and mother. 

 In this particular case, the beneficiary was declared eligible in the Programme but BISP HQ 

neither informed the beneficiary regarding her eligibility nor about change in payment mode. 

She learnt about the change in mode and about distribution of BDC from the postman and 

following his advice she got her BDC. 

 BISP staff has maintained an excel sheet shared by the DFO-BISP HQ for the recording of 

BDC related complaints. Till December 19, 2012, the office has received 149 BDC related 

complaints; out of these 89 complaints had been resolved while the rest are in resolution 

process. 

 

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 bank for the 

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

beneficiaries. 

 BISP management should mobilize the partner bank and request the phone bankers to talk in 

regional language so that beneficiaries could respond properly to their questions. 
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Payment Case Study Number P-Q4-Southern Punjab-22 

Nature of Case Non Payment due to Illegible PIN code 

Complainant/ Beneficiary Sakina Bibi 

Wife of: Muhammad Shakeel 

Complainant, if not beneficiary herself - 

Address Mohalla Jhakar, Street 2, Tehsil & District Chiniot 

CNIC Number 33201-7185056-8 

PSC form number 19720082 

Date Study Completed 7
th
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Sakina Bibi w/o Muhammad Shakeel is a 33 years old, illiterate BISP beneficiary living in 

Mohalla Jhakar, Tehsil & District Chiniot. She is a mother of five children including two school 

going sons. Her husband is a labourer in grain market and earns about Rs.4,000 per month. She is 

a house wife and looks after domestic chores.  

 

Sakina Bibi lives in a 5 Marla old semi pacca house. Her house comprises two rooms, a wash 

room and an open kitchen. The locality where she lives comprises low income households 

belonging to mix castes and mostly associated with labour work and small scale business. 

Mohalla (Colony) Jhakar is located at a distance of about two kilometres from BISP Tehsil 

Office. All the streets in her area are paved having open drainage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Sakina Bibi was declared a BISP beneficiary after the Poverty Score Card (PSC) survey 

conducted in April 2011. She doesn’t know about the BISP eligibility criteria and how she had 

been selected for the BISP cash grant in second phase of the programme. BISP survey team, who 

visited Sakina Bibi’s house, filled a PSC survey form of her household and issued her a survey 

receipt for future reference. During an interview with the TPE team, she quoted that, “BISP cash 

grant supported me in bearing my household expenses”. She considers Pakistan People’s Party 

(PPP) as the owner of BISP that has been started to help poor and needy people. She received 

BISP MOs of Rs.9,000 between August 2011 to March 2012 through Pakistan Post. When she got 

information about the change in payment mode from Pakistan Post to Bank through BDC, she 

obtained her BDC from BDC Centre Chiniot on 20 June, 2012. 

 

3. How did the Complaint Emerge? 
 

Sakina Bibi informed that to receive her second BISP instalment, she went to the ATM of Bank 

Alfalah (1.5 KMs from her Mohalla) on 27 November 2012 with her husband on rickshaw by 

spending Rs.40. At ATM, when her husband opened the PIN code slip he noticed that the digits 

were dim and illegible. Sakina Bibi mentioned that her husband and Bank Guard tried to 

withdraw cash by entering different combinations of the PIN code but those could not be verified. 

She was advised to contact BISP Tehsil Office for the resolution of her problem.  

 

4. Processing of the Case 
 

4.A Provider Version 

 

Sakina Bibi shared her problem on November 27, 2012 with the Bank Staff at the Bank 

counter in BDC Centre, BISP Tehsil office Chiniot, she was asked to submit a photocopy of 
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her CNIC for her complaint redressal. The Bank Staff dialled Bank Alfalah Helpline and 

Sakina Bibi verified her details to the phone banker for the resolution of her complaint. After 

necessary verifications, the phone banker gave a new PIN code to the beneficiary and her 

problem was solved within half  hour. She went back to the ATM with her husband and 

obtained her second bank payment of Rs.3,000 on November 27, 2012. Her third bank 

payment was generated on February 28, 2012 and withdrawal was made on March 4, 2013 by 

her husband. 

 

4.B Client’s Version 

 

Sakina Bibi was satisfied with the behaviour of the bank staff and happy over the complaint 

resolution mechanism. Her complaint has been resolved within 30 minutes and she got her 

second BISP instalment through ATM on the same day after resolution of her complaint.  

 

5. What We Learned? 
 

 Bank Alfalah has an efficient complaint redressal system to resolve PIN code related 

problems quickly. Such complaints are addressed immediately on contacting bank helpline. 

 

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 will not serve the 

purpose. 

 BISP Tehsil staff should be provided clear policy on dealing with BDC related complaints. 
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Payment Case Study Number P-Q4-Southern Punjab-23 

Nature of Case Non Payment due to Lost BDC 

Complainant/ Beneficiary Sakina Bibi 

Widow of: Habib Ahmad 

Complainant, if not beneficiary herself - 

Address Village Jarra, Tehsil Malakwal & district Mandi Baha-

Ud-Din. 

CNIC Number 34401-5056238-2 

PSC form number 19389024 

Date Study Completed 19
th
 February 2013 

 

1. Receiver Woman / Complainant’s Profile and Background 
 

Sakina Bibi is a 41 years old illiterate widow. She is a mother of 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. Sakina Bibi work as housemaid 

in different houses and earns about Rs.8,000 per month. She also work during sowing and 

harvesting season and gets seasonal vrops in return. She lives with her family in a three Marla 

semi-pacca house comprises one room, an open kitchen and a washroom. The streets of her area 

are paved having drain lining sewerage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

According to Sakina Bibi her PSC survey was conducted 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 also possessed a valid CNIC at the time of PSC survey that she shared with 

the enumerators. According to Sakina Bibi after becoming the BISP beneficiary, she did not 

receive any letter from BISP confirming her eligibility in the programme. Sakina Bibi believes 

that BISP is a Pakistan People’s Party sponsored programme through which they are helping poor 

and needy women of Pakistan by providing cash grant. She has spent previous BISP instalments 

for purchasing groceries and other household items. 

 

Sakina Bibi informed that during first week of July 2012, the village postman visited her house 

and informed about getting BDC from BISP tehsil office. She was guided about the location of 

BISP tehsil office with advice to promptly visit the BISP office and get her BDC for future 

withdrawal of BISP instalments. Two days later, she along with her son visited the BISP office 

situated at a distance of about 10KM. She covered the distance by walking and Ching Chi 

rickshaw and spent Rs.100 on round trip to BISP office. 

 

3. How did the Complaint Emerge? 
 

In BISP office, the staff after checking her online tracking information referred her to NADRA 

counter and after going through the whole process she got her BDC. After getting her BDC she 

gave it to her son and set out for her home. Upon reaching home, she discovered that her son has 

lost the BDC packet/envelope. She had no idea that the person who would get her BDC envelope 

can withdraw her BISP amount by using her BDC. So, neither she shared the problem about lost 

BDC nor visited BISP tehsil office for the registration of her complaint. 

 

Afterwards, in last week of November 2012, she gathered from neighbouring beneficiary about 

release of second BDC instalment. She asked her where to go for the withdrawal of BISP 

instalment and also informed about her lost BDC. She was advised to visit the BISP tehsil office 
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and register her complaint. A day later, Sakina Bibi alone visited the BISP tehsil office after 

spending Rs.80. 

 

4. Processing of the Complaint 
 

4.A Providers’ Version 

 

At BISP tehsil office, she met Assistant Complaint (AC) whom she found courteous and 

cooperative. She shared her complaint regarding lost BDC who registered her complaint 

details on a register maintained for recording of different BDC related complaints. The 

beneficiary did not receive complaint acknowledgement for future reference, however, 

advised by AC that she does not need to visit the office as the staff would inform her about 

the resolution of her complaint. 

 

On December 1, 2012, Assistant Director (AD) emailed her complaint to DFO-BISP HQ for 

resolution. AD also received a delivery report regarding successful submission of complaint 

into the system. However, till April 10, 2013, after passage of more than four months, her 

complaint is still pending. 

 

4.B Client’s Version 

 

Sakina Bibi was unhappy and dissatisfied with BISP complaint resolution process and she 

does not know whether her complaint would ever be resolved or not. She informed that she 

did not know how to use her BDC and she advised that BISP and bank staff should properly 

guide the beneficiaries about usage of BDC and also what to do in case of any complaint. The 

beneficiary wondered that when she was smoothly receiving BISP instalments through 

Pakistan Post and had no complaint against the postal staff, then, why BISP launched such a 

technically difficult cash delivery mechanism for illiterate and vulnerable women. 

 

According to Sakina Bibi being widow she is the only earning member of her household and 

she is indebted to the poor-friendly government for introducing such a programme for poor 

and deserving people. She is quite hopeful that BISP will continue sending her cash grant in 

future through Pakistan Post. 

 

5. What We Learned? 
 

 In this case, the beneficiary was declared eligible for the programme. However, BISP HQ 

neither informed regarding her acceptance in BISP nor about change in her payment mode. 

She considers Pakistan Post as the most suitable department for the delivery of BISP cash 

grant instalment at her door steps rather than BDC. 

 The beneficiary has not seen her Payment Detail and has not been informed by BISP staff that 

her first BDC instalment has been withdrawn by someone who used her lost BDC. On asking, 

the BISP staff informed that at the time of her visit complaint payment detail was not 

available on BISP website and so they could not inform the beneficiary regarding fraud of 

Rs.3,000. 

 It has been observed that although partner bank helpline number is printed on each BDC but, 

according to AD, the helpline service has not been made functional by the partner bank. The 

AD suggested that for smooth complaint registration mechanism the helpline should be 

functional so that staff can directly lodge the complaint to partner bank. 
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6. Recommendations 
 

 There is a need to ensure in-time delivery of eligibility/discrepancy letter to the beneficiary. 

There is also a need of awareness for the beneficiaries with the other programme packages. 

For this, cable TV, radio and announcement in the villages could be used. 

 BISP and bank staff should properly guide the beneficiaries about the usage of BDC through 

ATM.  

 BISP should update Payment Detail regularly to avoid any confusion and misunderstanding. 

 BISP should ask and sensitise the partner bank for the activation and functioning of bank 

helpline for convenience of beneficiaries and BISP staff. 
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Payment Case Study Number P-Q4-Southern Punjab-24 

Nature of Case Non Payment due to Lost BDC 

Complainant/ Beneficiary Sakina 

Wife of: Muhammad Arif 

Complainant, if not beneficiary herself - 

Address Chak 150/JB, Tehsil & District Chiniot 

CNIC Number 33201-2741923-0 

PSC form number 19704591 

Date Study Completed 7
th
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Sakina w/o Muhammad Arif is a 44 years old illiterate BISP beneficiary living in Chak 150/JB, 

Tehsil and District Chiniot. She has five children including three daughters and two sons. Two of 

her daughters and one son are school going. Her husband is a carpenter and he earns about 

Rs.3,000 per month but he is patient of Tuberculosis since last three months and so could not 

work regularly. She is supporting her family by stitching clothes and earns about Rs.1,000 per 

month. She is now getting trained for ‘Beauty Parlour” through Waseela-e-Rozgar Programme of 

BISP and intends to open a small beauty parlour in her village.  

 

Sakina lives in a seven Marla old semi pacca house. Her house comprises two rooms, a wash 

room and an open kitchen. The locality where she lives comprises low income households 

belonging to the same caste and mostly associated with manual and agricultural labours, and 

wood work. Chak 150/JB is located at a distance of 30 KMs from BISP Tehsil Office. All the 

streets in her area are unpaved having open drainage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Sakina was declared a BISP beneficiary after PSC survey conducted in April 2011. She doesn’t 

know about BISP eligibility criteria and why she had been selected for the BISP cash grant in the 

second phase of the programme. BISP survey team visited Sakina’s house, filled a PSC form for 

her household and gave a survey receipt. During an interview with the TPE team she quoted that 

“BISP cash grant would support me in establishing my own business at home”. She considers 

Pakistan People’s Party (PPP) the owner of BISP that has been started to help poor and needy 

people. 

 

She received BISP MOs of Rs.9,000 between August 2011 to March 2012 through Pakistan Post. 

When she got information about the change in payment mode from Pakistan Post to Bank through 

BDC, she obtained her BDC from BDC Centre Chiniot in June 20, 2012. 

 

3. How did the Complaint Emerge? 
 

Sakina informed that she went to ATM of Bank Alfalah, Chiniot (30 KMs from her village) alone 

on rickshaw by spending Rs.120 on December 11, 2012 for withdrawal of Rs.3,000 of Waseela-e-

Rozgar Scheme. When she was returning home, she lost her BDC somewhere. On the advice of 

other receiving women she realized that she needs to apply for a new BDC from BDC Collection 

Centre, BISP Tehsil Office Chiniot.  
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4. Processing of the Case 
 

4.A Providers’ Version 

 

From her village she went to the BISP Tehsil Office and was referred to the bank counter for 

resolution of her problem. Sakina explained her complaint to Bank Staff who asked her to 

submit a photocopy of her CNIC for redressal of her complaint. The Bank staff registered her 

complaint on excel sheet on December 13, 2012. 

 

Bank staff dialled Bank Alfalah Helpline to block her lost BDC and after necessary 

verification the Helpline Representative blocked Sakina’s BDC. Sakina Bibi’s complaint was 

sent to Commercial Branch of Bank Alfalah on the same day and she was asked to revisit 

after one month. She received her new BDC in January 2013 and withdrew her bank payment 

from Bank Alfalah ATM on March 2, 2013. 

 

4.B Client’s Version 

 

Sakina was satisfied with the behaviour of the bank staff and happy over the complaint 

resolution mechanism. She visited BISP Tehsil office twice, once to lodge her complaint and 

second visit for complaint follow up when learnt that her complaint has been resolved and she 

got her new BDC. 

 

She considers Pakistan Post as the most suitable option for BISP cash grant delivery due to 

the recipients/beneficiaries educational background as most of them are illiterate therefore 

using BDC is difficult for them and in most of the cases they have to request someone to help 

them in using their BDCs for withdrawing cash. 

 

5. What We Learned? 
 

 No mechanism and orientation training has been provided to BISP as well as bank staff for 

handling, processing and resolution of BDC related complaints. 

 Sakina’s Waseela-e-Rozgar Scheme instalment (withdrawn on 12 & 17 November 2012 and 

16 & 17 January 2013 are also shown on the same Payment Detail on BISP Website. 

 Bank Alfalah at Chiniot has an efficient complaint redressal system and resolved this 

complaint through helpline in an appropriate time. 

 

6. Recommendations 
 

 BISP should update the CMS with new capability of dealing with registering and resolution 

of BDC related complaints. 

 Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 

 BISP and bank staff training is required for recording, handling and processing of BDC 

related cases. 

 Bank staff should guide the beneficiaries 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-Q4-Southern Punjab-25 

Nature of Case Non Payment due to Unregistered BDC 

Complainant/ Beneficiary Shehnaz Bibi 

Wife of: Muhammad Kalim 

Complainant, if not beneficiary herself  

Address Chak188/EB, Tehsil & District Vehari 

CNIC Number 36603-5542071-0 

PSC form number 25984973 

Date Study Completed 2
nd

 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Shehnaz Bibi w/o Muhammad Kalim is a 40 years old illiterate BISP beneficiary living in 

Chak188/EB, Tehsil & District Vehari. She is a mother of five children including one married 

daughter. Her one son is school going. Her husband is a rickshaw driver and earns about Rs.4,000 

per month. She is a house wife and looks after domestic chores.  

 

Shehnaz Bibi lives in five Marla old semi pacca house. Her house comprises two rooms and an 

open kitchen. The locality where she lives comprises low income households belonging to same 

caste and mostly associated with manual and agricultural labour. Chak188/EB is located at a 

distance of 15 KMs from BISP Tehsil Office. All the streets in her area are unpaved having open 

drainage. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Shehnaz Bibi was declared a BISP beneficiary after the Poverty Score Card (PSC) survey 

conducted in June 2011. Although she received her BDC on December 22, 2012 but her online 

payment details show that her first BISP instalment is yet to be generated. She doesn’t 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 Shehnaz Bibi’s house, filled a PSC survey form of her 

household and issued her a survey receipt for future reference. 

 

During an interview with the TPE team, she quoted that, “if I get BISP cash grant I will use it on 

household expenses”. She considers Pakistan People’s Party (PPP) as the owner of BISP that has 

been started to help poor and needy people. 

 

3. How did the Complaint Emerge? 
 

Shehnaz Bibi informed that after getting her BDC on 22 December 2012, she went to the Telenor 

Retailer Shop (15 KMs from her village) with her son on rickshaw by spending Rs140 as fare. 

When the shopkeeper opened the sealed BDC envelope and swiped it on the machine, he noticed 

that the BDC was not functional and informed her that her BDC was probably unregistered. 

Shehnaz Bibi mentioned that the shopkeeper 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 that she needs to get her BDC replaced from BDC 

Collection Centre at BISP Tehsil Office Vehari.  
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4. Processing of the Case 
 

4.A Provider Version 

 

From Telenor Retailer Shop, she went to BISP Tehsil Office and was referred to the bank 

counter for resolution of her problem where the bank staff registered her complaint. 

 

Shehnaz Bibi submitted her complaint to the Bank Staff who verified her complaint by 

checking her BDC number on Tameer Bank Website. After getting no result on the website 

they registered her complaint on excel sheet on December 22, 2012. There has been no further 

action on her complaint and it is still pending. 

 

4.B Client’s Version 

 

Shehnaz Bibi was unsatisfied with the behaviour of bank staff and unhappy over the 

complaint resolution mechanism. She visited BISP Tehsil office twice with her son on 

rickshaw for complaint follow up but came to know that her complaint was not resolved.  

 

She therefore considers Pakistan Post as the most suitable option for BISP cash grant 

delivery. Despite a considerable delay in the resolution of her complaint, she is still hopeful to 

get her BISP cash grant. 

 

5. What We Learned? 
 

 Although Shehnaz Bibi received her BDC, however her first BISP cash grant is yet to be 

generated as shown in her online BISP payment details. But when her cash grant is generated 

she will be unable to withdraw it because her complaint has not been addressed. 

 Tameer Bank Staff mentioned that on December 22, 2012 there was a technical problem on 

bank website due to which all BDCs issued on that date were not registered in beneficiaries 

names. They said that this problem will be solved in one month when it will be sent to BISP 

Operational Control Room Islamabad for redressal. 

 Her online payment details till April 10, 2013 show that her first bank payment was generated 

on January 1, 2013 but could be withdrawn by the beneficiary once her complaint is resolved. 

 

6. Recommendations 
 

 BISP should update the CMS with new capability of dealing with BDC related complaints. 

 Bank should develop BISP CMS compatible system to redress payment related complaints on 

time in efficient manners. 

 Training of BISP and bank staff is required for recording, handling and processing of BDC 

related cases. 

 Bank staff should guide the beneficiaries on using the debit card because most of the 

beneficiaries are illiterate and providing the printed instructions only does not serve the 

purpose. 
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Payment Case Study Number P-Q4-Southern Punjab-26 

Nature of Case Non Payment due to Illegible PIN code 

Complainant/ Beneficiary Yasmin Bibi 

Wife of: Muhammad Abbas 

Complainant, if not beneficiary herself  

Address Hussainabad Sharqi. Tehsil & District Bahawalnagar 

CNIC Number 31101-4759625-8 

PSC form number 27594155 

Date Study Completed 9
th
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Yasmin Bibi w/o Muhammad Abbas is a 34 years old illiterate BISP beneficiary living in 

Hussainabad Sharqi Tehsil and District Bahawalnagar. She is a mother of six children including 

one school going daughter and one son. Her husband is a labourer and earns about Rs.3,000 per 

month. She is a house wife and looks after domestic chores.  

 

Yasmin Bibi lives in a five Marla semi pacca house. Her house comprises one room and an open 

kitchen. The locality where she lives comprises low income households belonging to the same 

caste and mostly associated with manual and agricultural labour. Hussainabad Sharqi is located at 

a distance of 10 KMs from BISP Tehsil Office. All the streets in her area are unpaved having 

open drainage system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Yasmin Bibi was a potential BISP beneficiary after the Poverty Score Card (PSC) survey 

conducted in June 2011. She doesn’t know about the BISP eligibility criteria and how she had 

been selected for the BISP cash grant in the second phase of the programme. BISP survey team 

visited Yasmin Bibi’s house and filled PSC form of her household and issued her a survey receipt 

for future reference. 

 

During an interview with the TPE team, she quoted that, “BISP cash grant would support me in 

running my kitchen”. She considers Pakistan People’s Party (PPP) as the owner of BISP that has 

been started to help poor and needy people. She received her BISP MOs of Rs.10,000 till June 

2012. She obtained her BDC from BDC Centre Bahawalnagar on July16, 2012 and received her 

BISP cash grant of Rs.3,000 on July 31, 2012. 

 

3. How did the Complaint Emerge? 
 

Yasmin Bibi informed that she went to an HBL ATM (11 KMs from her house) in November 

2012 on rickshaw for receiving her BISP second instalment. At ATM when the Bank Guard 

opened PIN code slip he noticed that digits were dim and couldn’t be read. The bank staff 

informed her that the PIN code is illegible and that she needs to get it replaced from BDC 

Collection Centre at BISP Tehsil Office, Bahawalnagar.  

 

4. Processing of the Case 
 

4.A Provider Version 

 

On December 5, 2012 HBL Staff at BISP Tehsil Office started registering BDC/ PIN code 

related complaints. They registered Yasmin Bibi’s complaint on complaint format on 
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December 27, 2012 during her fourth visit. The complaint was sent by RHQ Bahawalpur to 

HBL HQ Karachi for final processing/ decision. Bank representative advised Yasmin Bibi to 

revisit the BISP Tehsil Office after 30 days to receive her new PIN code. She received her 

new PIN code in January 2013 and withdrew her second bank payment through HBL Point of 

Sale (POS) on February 26, 2013. 

 

4.B Client Version 

 

From ATM, she went to the BISP Tehsil Office and was referred 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 BISP Assistant Director (AD), who may be able to resolve 

this issue. She made three to four visits to BISP Tehsil Office from November 2012 to 

December 2012 for lodging her complaint and finally her complaint was registered in 

December 2012. Her complaint was resolved in January 2013. 

 

Yasmin Bibi was satisfied with the behaviour of the bank staff and the way bank 

representative resolved her problem however she believes that Pakistan Post was a good 

option for BISP cash grant delivery. She also mentioned that complaint resolution process is 

very lengthy and takes enough time. 

 

5. What We Learned? 
 

 Previously HBL Counter did not register BDC /PIN code related complaints. But after TPE 

Team visited BDC centre Bahawalnagar on December 5, 2012, bank staff has started 

registering complaints. 

 No orientation training has been provided to BISP as well as bank staff for handling, 

processing and resolution of BDC related complaints.  

 Yasmin Bibi s’ complaint was resolved after 30 days, which is not a reasonable time for 

resolution of complaints regarding issue of new PIN Code. 

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

representative. 

 

6. Recommendations 
 

 BISP should update the CMS with new capability of dealing with BDC related complaints. 

 Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 

 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 will not serve the 

purpose. 
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Payment Case Study Number P-Q4-Southern Punjab-27 

Nature of Case Non Payment due to Lost BDC 

Complainant/ Beneficiary Zafran Bibi 

Wife of: Muhammad Akram 

Complainant, if not beneficiary herself  

Address Chak 120/9-L. Tehsil & District Sahiwal 

CNIC Number 36502-1269035-6 

PSC form number 26737138 

Date Study Completed 9
th
 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background 
 

Zafran Bibi w/o Muhammad Akram is a 37 years old illiterate BISP beneficiary living in Chak 

120/9-L Tehsil and District Sahiwal. She is a mother of five children including three daughters 

and two sons, only one of them is school going. Her husband is a labourer and earns about 

Rs.3,000 per month. She is a house wife and looks after domestic chores.  

 

Zafran Bibi lives in a 5 Marla old katcha house. Her house comprises three rooms and an open 

kitchen. The locality comprises low income households belong to the same caste and mostly 

associated with manual and agricultural labour. Chak 120/9-L is located at a distance of 20 KMs 

from BISP Tehsil Office, Sahiwal. All the streets in her area are unpaved having open drainage 

system. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Zafran Bibi was declared a BISP beneficiary after the Poverty Score Card survey conducted in 

June 2011.She doesn’t 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 Zafran Bibi’s house, filled a PSC 

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

 

During an interview with the TPE team, she quoted that “BISP cash grant will reduce my 

financial needs”. She considers Pakistan People’s Party (PPP) as the owner of BISP that has been 

started to help poor and needy people. She received BISP MOs of Rs.9,000 between August 2011 

to March 2012 through Pakistan Post. She obtained her BDC from BDC Centre Sahiwal on April 

17, 2012 and withdrew her first BISP instalment of Rs.3,000 same day. 

 

3. How did the Complaint Emerge? 
 

Zafran Bibi informed that after getting her first BISP instalment through BDC her card was lost 

while travelling back to her home. She realized it after one month and discussed this with other 

receiver women and on their advice she visited BISP Tehsil office to register her complaint on 

June 7, 2012. 

 

4. Processing of the Case 
 

4.A Providers’ Version 

 

Zafran Bibi shared her complaint with the Assistant Director (AD) who asked her to submit a 

copy of her CNIC to Bank Staff for redressal of her complaint. AD verbally asked the Bank 

Staff about the resolution of her problem but bank staff mentioned that they were not allowed 

to take action on their own as per instruction of their “top management”; however the 
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complainant might contact Tameer Bank Helpline to solve this issue. The Assistant Director 

informed Zafran Bibi about these instructions which might help her in complaint resolution. 

There has been no further action on the complaint and is still pending. BISP Assistant 

Director mentioned that BISP Tehsil Office sent this complaint twice to BISP Operational 

Control Room Islamabad through email in June and September but still no response has been 

received. The complaint of Zafran Bibi is still not resolved. 

 

4.B Client’s Version 

 

Zafran Bibi was unsatisfied with the behaviour of bank/BISP staff and unhappy over the 

complaint resolution mechanism. She visited BISP Tehsil office many times on bus for 

complaint follow up but learnt that her complaint was not resolved. 

 

She considers Pakistan Post as the most suitable option for BISP cash grant delivery. Despite 

a considerable delay in her complaint resolution, she is still hopeful to get BISP cash grant. 

 

5. What We Learned? 
 

 Tameer Bank staff registered BDC related complaints but no orientation has been provided to 

BISP as well as bank staff for handling, processing and resolution of BDC related complaints. 

 Although her three BISP instalments were deposited in her account but she could not 

withdraw as her complaint has not been resolved. 

 Tameer Bank has been unable to resolve complaint of BDC replacement which could easily 

be resolved in a month. 

 

6. Recommendations 
 

 BISP should update the CMS with new capability of dealing with BDC related complaints. 

 Bank should develop BISP Case Management System (CMS) compatible system to redress 

payment related complaints on time in efficient manners. 

 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 will not serve the 

purpose. 
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Case Number: P-Q4-Balochistan-01 

Nature of Case: Non Payment due to Lost PIN Code   

Complainant/ Beneficiary: Goher Bibi 

Wife of: Wife of Ranjhan Khan 

Complainant, if not beneficiary herself Ranjhan Khan (Husband) 

Address Goth Azhar Khan Tehsil Jhat pat. 

CNIC Number 53403-1414124-2 

PMT Nil 

PSC form number 3471927 

Date Study Completed 3
rd

 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Goher Bibi, wife of Ranjhan Khan, is 53 year old. She has never been to school; 

she remains at home to perform her household chores and take care for her children. The 

beneficiary has 11 children (5 boys and 6 girls); three of her daughters are married. She lives in a 

small mud (katcha) house with no boundary walls. Her house consists of 2 katcha room, 2 

jhopris, 1 bathroom and a kitchen with very limited kitchen items. 

 

Her entire family works in the fields of a landlord and their monthly income is around Rs.12,000 

per month. They are all jointly responsible for running the household’s kitchen but the main 

responsibility falls on her husband. A majority of the villagers are poor and they are working on 

daily wages. Her village is situated 7 km away from the BISP Divisional Office Naseerabad and 6 

Km away from the BDC centre. Her village doesn’t have essential facilities like drinking water, 

electricity, a Basic Health Unit or school for boys or girls.  

 

When floods hit Naseerabad division in 2010 and 2012 her village was also badly affected. Most 

of the villager’s houses were badly damaged, but her house was only partiality damaged. After the 

floods her family rebuilt their house with the support of a humanitarian organization. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in BISP under the Parliamentarian’s phase, but in the second 

phase, she was declared as an eligible beneficiary for the monthly cash transfer of Rs.1,000. She 

was not familiar with the BISP Office but her husband came to know about it from a relative. The 

BISP survey team visited her house in March 2010 and filled her survey form, after which she 

was given an acknowledgement slip. 

 

She did not receive any eligibility letter from BISP but she was informed by a local political 

worker named Rahib that she was declared as an eligible beneficiary for the BISP cash transfers.  

She was unaware of the eligibility criteria for BISP and only knew that this programme was 

started by the PPP for the poor. The family did not know about the complaint redressal process 

but her husband was guided in this regard by the local political worker. 

 

3. How did the Complaint Emerge? 
 

As the second phase of BISP started, the Post Office started distributing money orders to the 

eligible beneficiaries and she was also paid all her MOs. 

 

She came to know from the political worker and BISP staff, in May 2012, that her payments 

would be coming via bank instead of Pakistan post and that she must get her Benazir Debit Card 

issued from the BDC Centre Naseerabad. 
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In June 2012, she visited the BDC Centre Naseerabad to have her BDC issued and received it on 

the same day. 

 

4. Processing of the Complaint 
 

4.A Providers’ Version  

 

In the 1
st
 week of June 2012 she was informed by the local political worker and volunteer for 

BISP Naseerabad Division named Rahib that her payments would be coming through bank in 

future and she had to get her BDC from BDC centre Naseerabad. In the 2
nd

 week of June 

2012 she visited the BDC centre Naseerabad to get her BDC. On the same day she got her 

BDC. After getting her 1
st
 instalment through the BDC she lost her BDC PIN code. 

 

On 3
rd

 September 2012 she visited the BDC centre and gave a written complaint of ‘PIN code 

lost’ to the BISP and Bank Counters. At BISP level, her complaint was received by the BISP 

Supervisor and the Bank counter, but she was not given any acknowledgment slip or 

receiving against the written complaint. 

 

On the same day her complaint was sent to the Bank’s main branch in Karachi, where such 

issues are addressed. On 25
th
 September 2012, her husband again visited the BDC centre to 

get an update on his wife’s case; her new PIN code was generated by the bank and the new 

PIN code was given to her husband. 

 

4.B Client’s Version.  

 

Goher Bibi’s husband submitted her written complaint of Lost PIN Code with the BISP and 

Bank Counters at the BDC centre Naseerabad. On the same day her complaint was sent to the 

Bank’s Karachi Branch via a phone call by the Bank representative. After twenty days she got 

her new PIN code. 

 

This complaint like other Payment Complaints was not registered in the CMS system. 

 

The complainants visited the BDC centre thrice in one month. They had to spend Rs.50 on 

each visit to the BDC centre. The beneficiary was very happy with the process, and now she 

is happy she can get all her payments without fear that any amount would be illegally 

deducted by the postman. 

 

5. What we Learnet? 
 

 In this case, her BDC PIN code was lost and she applied for a new BDC PIN code; after a few 

days she received her new BDC pin. 

 The BISP cash grant has brought a significant change in her life as she said “I used to give 

less time to my family but now I can give more time to my family.” 

 The case was resolved relatively quickly and efficiently. 

 

6. Recommendations 
 

 After the PSC survey was held and the household was declared eligible many families were 

informed of their status informally, this is a commendable method of informing beneficiaries 

and should be used in other regions as well. 

 BISP staff also needs to be trained about proper complaint registration mechanism, and about 

providing training to the beneficiaries on how to use their BDC.  
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 Clusters may be made by BISP and in each cluster, a group of volunteers may be identified to 

monitor the cash transfer and take complaints from beneficiaries to submit them to the BISP 

Divisional Office. 
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Case Number: P-Q4-Balochistan-02 

Nature of Case: Non Payment due to Lost PIN Code  

Complainant/ Beneficiary: Hameeda Bibi 

Wife of: Wife of Mohammad Akbar 

Complainant, if not beneficiary herself  

Address Shezada Bazaar Jewani Tehsil Jewani. District Gawader 

CNIC Number 52101-0549274-2 

PMT Nil 

PSC form number 3534180 

Date Study Completed 15
th
 November 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Hameeda Wife of Mohammad Akbar is a 40 year old woman. She has never 

been to school; she remains at her home to perform her household chores and take care for her 

children. The beneficiary has 07 children (03 boys and 04 girls) two of her daughters are married. 

She lives in a small mud (katcha) house with no boundary walls. Her house consists of two katcha 

rooms, 1 jhompri, 1 bathroom and a kitchen. 

 

Her son and husband work on daily wages as fisherman in Jewani and their combined monthly 

income is around Rs.12, 000. They are responsible for running the household’s kitchen. A 

majority of the villagers are poor and they are working on daily wages as well. Her locality is 

situated 127 km away from the BISP Divisional Office Makran and 17 Km away from the BDC 

centre. Her village has electricity, a Basic Health Unit and Primary schools for boys and girls but 

the locality is generally poor with limited income generation opportunities. 

 

The community uses rain water for drinking. Since over two years due to dry weather and no rains 

in Makran division, residents have to buy drinking water from the market, which has made life of 

the residents more challenging. Her village is just a few kms from the Iranian Border and due to 

smuggling Iranian products are easily available and are commonly used in her village. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was included in BISP under the Parliamentarian’s phase, and in the second phase, 

she was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000. She was not 

familiar with the BISP Office or their functions but she came to learn of these from relatives. The 

BISP survey team visited her house in March 2010 and filled her survey form, after which she 

was given an acknowledgement slip. 

 

She did not receive any eligibility letter from BISP but was informed by a local political worker 

named Pulan, that she was declared an eligible beneficiary for the BISP cash transfers.  She was 

unaware of the eligibility criteria for BISP and only knew that this programme is for the poor. The 

family did not know about the complaint redressal process but she was guided in this regard by 

the Political Worker. 

 

When the first phase closed and BISP’s second phase started, the postmen of Null Post Office 

started distributing money orders to the eligible beneficiaries of BISP’s 2
nd

 phase. She was not 

paid during the 2
nd

 phase although in the month of July her payments were generated. 

 

She came to know from the political worker and from various other sources in May 2012 that her 

future payments would be coming to her bank account instead of Pakistan Post and that she must 

get her BDC issued from the BDC Centre Jewani. In June 2012, she visited BDC Centre Jewani 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 1 - Payment Case Studies 

P-Q4-Balochistan-02 
 

J40252715 

GHK Consulting Ltd. 73 

to have her BDC issued and on the same day she received her BDC. 

 

3. How did the Complaint Emerge? 
 

After she withdrew her first payment in June 2012, she lost her BDC’s PIN code. In July 2012 she 

applied for a new PIN code at the BDC centre, which is 17 km away from her home. A BISP 

representative guided her to the Bank counter to lodge her request. 

 

4. Processing of the Complaint 
 

4.A Providers’ Version 

 

On 30
th
 July 2012 she visited the BDC Centre and submitted a written complaint of Lost PIN 

Code to BISP and Bank Counter. This complaint was not registered in the CMS system. 

 

Her complaint was received by bank counter, but she was not given any acknowledgment slip 

or receiving of the written complaint about BDC. Her complaint was not entered in any 

register by the BISP staff or bank staff at BDC centre. On the same day her complaint was 

sent to bank’s Head Office at Karachi for a new PIN. On 20
th
 August when she revisited the 

BDC Centre, she got her new PIN code. 

 

4.B Clients’ Version 

 

The BISP office asked the beneficiary to give a written complaint at the Bank counter to 

request a new PIN. Hameeda submitted her written complaint to the Bank Counter at the 

BDC Centre Jewani. 

 

Her complaint was forwarded to the Bank’s Karachi office over phone and after about a 

month she received her new PIN code. 

 

She visited the BDC centre four times in 1 month. She had to spend a whole day on each visit 

to the BDC centre and she spent Rs.100 each time. Her house is around 17 KM from main 

Jewani city and she was not satisfied with the payment of BDC instalments through BDC. 

She said that when the postman was making payments he was deducting Rs.200 on each 

instalment but she was getting the cash at her door steps. Now she has to pay Rs.200 for 

traveling and waste a whole day to get her BISP instalment. 

 

5. What we Learnt 
 

 In this case, her BDC PIN code was lost and she applied for a new BDC PIN code. Her issue 

was resolved within a month.  

 The understanding of the beneficiary was very low regarding complaint redressal mechanism. 

 At the BISP level, Divisional Office Makran located in District Kech has appointed a group 

of volunteers in different locations with the support of whom they are monitoring the payment 

process. With the support of volunteers, beneficiaries can submit complaints at the BISP 

Office. 

 The beneficiary was happier with the Pakistan post payment method as she found it more 

convenient. 
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6. Recommendations 
 

 In other banks, complaints such as new PIN Codes can be addressed immediately by 

contacting the bank helpline and providing beneficiary’s verification data. 

 There is a need to ensure delivery of eligibility letter or discrepancy letter to the beneficiary. 

It would also be helpful, if the beneficiaries are informed and educated about complaint 

redressal mechanism. 
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Case Number: P-Q4-Balochistan-03 

Nature of Case: Non Payment due to Lost PIN Code  

Complainant/ Beneficiary: Hawa 

Wife of: Badal 

Complainant, if not beneficiary herself  

Address Shekhani Tehsil Turbat 

CNIC Number 52203-0955286-4 

PMT Nil 

PSC form number 1751159 

Date Study Completed 12
th
 November 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Hawa is a 48 year old woman. She has never been to school; she remains at her 

home to perform her household chores and take care for her children. The beneficiary has 05 

children (03 boys and 02 girls). She lives in a small mud (katcha) house with no boundary walls. 

Her house consists of 03 katcha rooms, 1 jhompri, 1 bathroom and a kitchen with limited kitchen 

items. 

 

Her sons work on daily wages as Fisherman in Gawadr and their combined monthly income is 

around Rs.12,000. Her sons are solely responsible for running the household’s expenses. Majority 

of the villagers are poor and they are working on daily wages as well. Her locality is situated 03 

kms away from the BISP Divisional Office Makran. Her village has most essential facilities like 

drinking water, electricity, a Basic Health Unit and secondary schools for boys and girls, but the 

locality is generally poor with limited income generating opportunities. 

 

District Kech is one of the most politically disturbed areas of Balochistan. Due to political 

turmoil, often the city remains closed. The inflation rate is very high in the district and which has 

made the life in the community more challenging. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in BISP under the Parliamentarian’s phase, but in the second 

phase, she was declared as an eligible beneficiary for the monthly cash transfer of Rs.1,000. She 

was not familiar with the BISP Offices or their functions but she came to learn of it from her 

relatives. The BISP survey team visited her house in July 2009 and filled her survey form, after 

which she was given an acknowledgement slip. 

 

She did not receive any eligibility letter, she was informed by a local political worker, master 

Sattar, of her village that she had been declared an eligible beneficiary for the BISP cash transfers.  

She was unaware of the eligibility criteria for BISP and only knew that this programme is for the 

poor. The family did not know about the complaint redressal process but was guided in this regard 

by the local political worker, Master Sattar. 

 

In June 2010, for the 2
nd

 phase, the postman of Kech Post Office started distributing money orders 

to the eligible beneficiaries. She was also paid an amount; on receiving the cash grant, she was 

very happy.  

 

3. How did the Complaint Emerge? 
 

In October 2012, she was informed by the political worker that her payments would now come 

through bank and so she must get her BDC from BDC Centre Kech. She visited the BDC Centre 
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to get her BDC and on the same day she successfully got it. However, after one week, she gave it 

to her son to find out her payment status but her son lost the PIN code. 

 

The BISP Divisional Office Makran is 3 km away from her home and she requested the local 

activist to help her in registering a formal complaint for ‘Lost BDC PIN code’. 

 

4. Processing of the Complaint 
 

4.A Provider’s Version  

 

On 15
th
 October 2012, the beneficiary applied to the BDC centre for a new PIN code. At the 

BISP level, her complaint was received by the Complaint Assistant, but she was not given any 

acknowledgment slip or receiving against the written complaint about BDC PIN lost. Her 

complaint was not entered in any register by the Complaints Assistant or Bank staff; and this 

case was forwarded to the bank counter for further processing. 

 

On 16
th
 October 2012 her complaint was forwarded telephonically to the Karachi branch of 

the bank which deals with BDC PIN lost issues. After communicating her issue to the Head 

Office, the bank said that a new PIN code will be generated and sent to her within a week. 

 

After reminders on the phone by Bank staff her new PIN code was issued to her on 4
th
 

November 2012. 

 

4.B Client’s Version 

 

After getting basic information from Master Sattar, a political worker and social activist of 

her area, she visited the BISP Divisional Office and submitted the application for issuance of 

a new PIN code for her BDC. Her case was sent to the bank counter to get her case resolved. 

 

The complainant visited the BDC centre twice regarding her Lost PIN code complaint. She 

did not spend any amount on the visits as she visited the BDC centre on foot. 

 

The day after the visit of the TPE team the beneficiary called the team to thank it, saying that 

on 4
th
 November when she visited the BDC centre she was issued her new PIN code.. She was 

very happy with the BDC system but was disappointed with the long processing time. 

 

5. What we Learnt? 
 

 In this case, her BDC PIN code was lost and she applied for a new PIN code. The case was 

resolved within a month. 

 At the BISP level, a Divisional Office Makran located at District Keach has engaged a group 

of volunteers in different locations with the support of whom they are monitoring payment 

process. With the support of volunteers, beneficiaries can submit complaints at the BISP 

Office. 

 

6. Recommendations 
 

 In other banks, complaints such as new PIN Codes can be addressed immediately by 

contacting the bank helpline and providing beneficiary’s verification data. 

 After the PSC survey was held and the household was declared eligible, there was no 

eligibility letter sent to the beneficiary but rather, a political worker informed the beneficiary. 

This is commendable and perhaps more useful method than a letter which beneficiaries often 
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do not understand/receive. 
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Case Number: P-Q4-Balochistan-04 

Nature of Case: Non Payment due to Lost BDC 

Complainant/ Beneficiary: Madina 

Wife of: Zarif Jan 

Complainant, if not beneficiary herself  

Address Mohalla Kohda Yousaf Bazaar, Tehsil Turbat 

CNIC Number 52203-3382992-2 

PMT Nil 

PSC form number 1757340 

Date Study Completed 12
th
 November 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Madina, is a 22 year old woman. She has never been to school; she remains at 

her home to perform her household chores and take care for her children. The beneficiary has four 

children (two sons and two daughters). Her husband works on daily wages in Turbat and his 

monthly income is around Rs.8,000. Her husband is responsible for bearing the entire household’s 

expenses including her child’s education; one of her children is enrolled at a school while three 

are not of school going age. 

 

She lives in a small, mud (katcha) house with no boundary walls. Her house consists of 1 katcha 

room, 1 jhompri, 1 bathroom and a kitchen with limited kitchen items. 

 

Majority of the villagers are poor and they are working on daily wages as well. Her village is 

situated three km away from the BISP Divisional Office Makran. Her village has most essential 

facilities like drinking water, electricity, a Basic Health Unit and secondary schools for boys and 

girls but the locality is generally poor with limited income generation opportunities. 

 

District Kech is one of the most politically disturbed cities of Balochistan, due to political issues, 

the city mostly remains closed and because of this the inflation rate is very high in the district. It 

has made life of the residents very challenging. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in BISP under the Parliamentarian phase, but in the second 

phase, she was declared as an eligible beneficiary for the monthly cash transfer of Rs.1,000. The 

BISP PSC survey team visited her house in the month of July 2009 and filled her survey form, 

after which she was given an acknowledgement slip. She was not familiar with the BISP Office 

but her family came to know about it from relatives. 

 

She did not receive any letter of eligibility, but was informed by a local influential of her village, 

Mr. Maqbool Baloch, that she had been declared an eligible beneficiary for the BISP cash 

transfers. She was unaware of the eligibility criteria for BISP and only knew that this programme 

is for the poor. The family did not know about the complaint redressal process but was guided in 

this regard by the local influential. 

 

In June 2010, the postman of Kech Post Office started distributing money orders to the eligible 

beneficiaries of BISP’s 2
nd

 phase. She was also paid an amount by BISP with a deduction of 

Rs.200 from each instalment. She was happy to receive the cash, even with the deductions; she 

did not register a complaint for partial payments. 
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3. How did the Complaint Emerge? 
 

In the last week of September 2012, she was informed by the activist, Maqbool Baloch, that her 

payment would come via bank through the BDC and that she has to get her BDC issued from the 

BDC centre Makran. She visited the BDC centre to get her BDC and on the same day she got her 

BDC issued. 

 

After some days she lost her BDC. The BISP Divisional Office Makran is 3 km away from her 

home. She requested a local activist of her village to help her in registering a formal 

complaint/request. 

 

4. Processing of the Complaint 
 

4.A Providers’ Version  

 

On 13
th
 October 2012, her complaint of Lost BDC was received by the BISP representative at 

the BDC centre and was forwarded to the bank counter for further processing. At BISP level, 

her complaint was received by the Complaint Assistant, but she was not given any 

acknowledgment slip of her written complaint about the BDC. 

 

On 14
th
 October 2012 her complaint was registered via helpline with the Head Office of the 

Bank which deals with BDC/PIN lost issues. After communicating her issue the Head Office 

responded that a new BDC would be issued within 15 days. Her card was finally issued to her 

on 5
th
 November 2012. 

 

4.B Clients Version  

 

After getting basic information from Maqbool Baloch, a political worker and social activist, 

she visited the BISP Divisional Office and submitted an application for issuance of a new 

BDC. 

 

Madina, wife of Zarif Jan, submitted her written complaint with the Complaints Assistant at 

the BDC center Kech located in BISP Divisional Office Makran. At the BISP level her case 

was sent to the Bank counter. 

 

The beneficiary visited the BDC center thrice to get updates regarding her case. Her issue was 

finally resolved on 5
th
 November 2012 when she was given a new BDC and PIN code. Each 

trip took her 40 minutes of travel time but she did not have to pay for transportation as she 

went on foot. 

 

She was very happy with the BDC system but she was disappointed with the processing time 

for issuance of a new card. 

 

5. What we Learned? 
 

 After getting her BDC, Madina lost it, she did not know what to do after losing her BDC. She 

discussed the issue with other beneficiaries but she did not get any positive response from any 

other beneficiary, everyone was telling her a different solution of her problem. Than in the 

end, she once again contacted the political activist who is a volunteer engaged by BISP to 

provide support to beneficiaries with all cases and he guided her in the right direction. 

 In this case, her BDC was lost and she applied for a new BDC PIN code. Her issue was 

resolved within a month.  
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6. Recommendations 
 

 Complaint of lost BDC (like the current complaint) should be addressed immediately by 

contacting the bank helpline and providing beneficiary’s verification data. 

 After the PSC survey was held and the household was declared eligible, there was no 

eligibility letter sent to the beneficiary but rather, a political worker informed the beneficiary. 

This is commendable and perhaps more useful than a letter which beneficiaries often do not 

understand. 
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Case Number: P-Q4-Balochistan-05 

Nature of Case: Non Payment due to Lost PIN Code  

Complainant/ Beneficiary: Mai Safia 

Wife of: Gull Hasan 

Complainant, if not beneficiary 

herself 

Gull Hasan (Husband) 

Address Village Gul Khan Bugti, Tehsil Chatter. 

In CNIC: Mohalla Phool Bagh Jacob Abad ) 

CNIC Number 43102-9277889-0 

PMT Nil 

PSC form number 3470510 

Date Study Completed 3
rd

 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Mai Safia wife of Gull Hasan is a 52 year old uneducated woman. She remains at 

her home to perform her household chores and take care for her children. The beneficiary has six 

children; four sons and two daughters. 

 

She lives in a small mud (katcha) house with no boundary walls. Her house consists of 1 katcha 

room, 1 jhompri, 1 bathroom and a kitchen with limited kitchen items. 

 

Her son and husband work on daily wages in the fields of a landlord; their combined monthly 

income is around Rs.10,000. Her son and husband are responsible for running the household’s 

kitchen. At time’s she also supports her husband, working alongside him in the fields. Majority of 

the villagers are poor and they are working on daily wages as well. Her locality is situated 20 km 

away from BISP Divisional Office Naseerabad and 19 Km away from the BDC centre. Her 

village does not have essential facilities like drinking water, electricity, a Basic Health Unit or 

schools for boys or girls. 

When floods hit the Naseerabad division in 2010 and 2012, her village was also affected. Her 

house was completely destroyed by the floods, but after the floods of 2010 various humanitarian 

organizations supported the villagers with the reconstruction of their homes. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in BISP under the Parliamentarian phase, but in the second 

phase, she was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000. She was 

not familiar with the BISP Offices or their functions but her husband came to know of these from 

relatives. The BISP PSC survey team visited her house in the month of March 2010 and filled her 

survey form, after which she was given an acknowledgement slip. 

 

She did not receive any eligibility letter from BISP but she was informed by a local political 

worker of her village that she had been declared an eligible beneficiary for the BISP cash 

transfers. She was unaware of the eligibility criteria for BISP and only knew that this programme 

was started for the poor by PPP. The family did not know about the complaint redressal 

mechanism but her husband was guided in this regard by the political worker. 

 

When the second phase started, the Post Office started distributing money orders to the eligible 

beneficiaries. She was paid all her instalments, albeit partially. She was unaware that she was 

getting partial payments and did not complain against the post man. 

 

She came to know from the political worker, in April 2012, that her payments would be coming 
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through the bank instead of Pakistan Post and that she must get her BDC issued from the BDC 

Centre Naseerabad. In April 2012, she visited BDC Centre Naseerabad to have her BDC issued 

and received it on the same day. 

 

3. How did the Complaint Emerge? 
 

A few days after getting her new BDC and drawing her 1
st
 instalment through the BDC she lost 

her BDC PIN code and, therefore applied for a new PIN code at the BDC centre, which is 19 km 

away from her home. A BISP representative guided her to the bank counter to lodge her request.  

 

4. Processing of the Complaint 
 

4.A Providers’ Version  

 

On 28
th
 August 2012 her husband visited the BDC centre and gave written complaint for 

‘Lost PIN code’ to BISP and Bank Counter. At the BISP level, her complaint was received by 

the BISP Supervisor and Bank counter, but no acknowledgment slip or receiving of the 

written complaint about BDC PIN code lost was given. This complaint was not registered in 

the CMS system. Her complaint was not entered in any register by the BISP or Bank. 

 

On the same day her complaint was sent to the Karachi branch of the bank to request a new 

PIN code. The case was forwarded on telephone (bank helpline). 

 

After 3 days, on 31
st
 August 2012 she got her new PIN code from the BDC centre 

Naseerabad.  

 

4.B Client’s Version 

 

Mai Safia’s husband submitted his wife’s Lost PIN code complaint at the BDC centre 

Naseerabad. The complaint was received at the Bank Counter and BISP field supervisor. Her 

husband submitted two different applications, one submitted at BDC centre and 2
nd

 at the 

BISP office. The Complainant paid Rs 50 for both applications and Rs.10 for the photo copies 

of his and his wife’s CNIC. 

 

BISP staff sent the beneficiary to Bank counter to register her complaint, the beneficiary’s 

husband was not given any acknowledgement. The complainant visited the BDC centre twice 

in three days. He spent Rs.300 for the round trip to make each visit. She finally got her new 

PIN Code on 31
st
 August 2012. 

 

5. What we Learnt 
 

 In this case, her BDC PIN code was lost and she applied for a new one. After three days she 

received her new BDC PIN code. 

 The understanding of the beneficiary was very low regarding complaint redressal, although 

her husband had learnt about lodging a complaint from the local activist.  

 At BISP level, Divisional Office Naseerabad located at district Naseerabad has appointed 

groups of volunteers in different locations with the support of whom they are monitoring the 

payment process. With the support of volunteers beneficiaries can submit complaints at the 

BISP Office. 
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6. Recommendations 
 

 After the PSC survey was held and the household was declared eligible, there was no 

eligibility letter sent to the beneficiary but rather, a political worker informed the beneficiary. 

This is commendable and perhaps more useful than a letter which beneficiaries often do not 

understand.  
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Case Number: P-Q4-Balochistan-06 

Nature of Case: Non Payment due to Lost PIN code   

Complainant/ Beneficiary: Najma 

Wife of: Mohammad Zaman 

Complainant, if not beneficiary herself Mohammad Zaman (Husband) 

Address Ward No 3 Mohalla Gojar Tehsil Dera Murad Jamali  

CNIC Number 53402-4977036-4 

PMT Nil 

PSC form number 3792831 

Date Study Completed 3
rd

 January 2013 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Najma, Wife of Mohammad Zaman is a 29 year old uneducated woman. She 

remains at home to perform her household chores and take care for her children. The beneficiary 

is a mother of three children; two sons and one daughter, one of her sons is school going while the 

other two children are not of school going age. Her husband has his own shop and his monthly 

income is around Rs.10, 000. Her husband is responsible for running the household kitchen and 

paying for their son’s education. 

 

She lives in a small (mud) katcha house with no boundary walls. Her house consists of 02 katcha 

room, 2 bathrooms and a kitchen with limited kitchen items. 

 

Majority of the villagers are poor and they work on daily wages. Her area is situated two km away 

from the BISP Divisional Office Naseerabad. Her village has all basic civic amenities like 

drinking water, electricity, Basic Health Unit and schools for boys and girls. 

 

When floods hit Naseerabad division in 2010 and 2012, her village was also affected. Her house 

was completely destroyed by the floods. After the floods of 2010, various humanitarian 

organizations supported the affected residents of her village in reconstruction of their houses; her 

house was also rebuilt by them. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in BISP under the Parliamentarian phase, but in the second 

phase, she was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000. She was 

not familiar with the BISP Offices or their functions but her husband came to learn of these from 

relatives. The BISP survey team visited her house in the month of March 2010 and filled her PSC 

survey form, after which she was given an acknowledgement slip. 

 

She received an eligibility letter from the BISP Head Office, Islamabad declaring her as an 

eligible beneficiary for the BISP cash transfers.  She was unaware of the eligibility criteria for 

BISP and only knew that this programme is started for the poor by PPP. The family did not know 

about the complaint redressal process but her husband was guided in this regard by a political 

worker of her area. 

 

When the second phase of cash grant programme started, the Post Office started distributing 

money orders to the eligible beneficiaries. She was paid all her installments but only partially; the 

postman embezzled part of every instalment paid to her. She did not lodge a complaint against the 

embezzlement. 

 

She came to know from a political worker, in May 2012, that her payments would now be coming 
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from bank through BDC instead of Pakistan Post and that she must get her Benazir Debit Card 

issued from the BDC Centre, Naseerabad. 

 

In May 2012, she visited the BDC Centre Naseerabad to have her BDC issued and on the same 

day she received her BDC. 

 

3. How did the Complaint Emerge? 
 

A few days after getting her BDC and withdrawing her first instalment, she lost her PIN code. She 

applied for a new PIN code at the BDC Centre, which is 2 km away from her home. The BISP 

representative guided her to the bank counter to lodge her request.  

 

4. Processing of the Complaint 
 

4.A Providers’ Version  

 

On 5
th
 September 2012 her husband visited the BDC centre and submitted a written complaint 

for lost PIN code to the BISP and Bank Counter. At BISP level, her complaint was received 

by the BISP Supervisor and Bank counter, but the complainant was not given any 

acknowledgment slip or receiving of the written complaint of lost BDC PIN code. This 

complaint (like other payment complaints) was not registered by CMS system. 

 

On the same day her complaint was forwarded to Bank’s Head Office in Karachi by 

telephone. After 5 days, on 10
th
 September 2012, she got her new PIN code from BDC centre, 

Naseerabad. 

 

4.B Client’s Version 

 

Najma’s husband submitted her written complaint of PIN code lost to the BISP and Bank 

counter. Her husband submitted two different applications, one submitted to the BDC centre 

and the second at BISP office. The beneficiary’s husband paid Rs 50 for both applications and 

Rs.10 for photocopies of his and his wife’s CNIC. 

 

On the same day her complaint was sent to the Bank’s head office, Karachi on telephone 

helpline and after five days she got her new PIN code. 

 

The complainant visited the BDC centre twice in 5 days and had to spend 30 minutes on each 

visit to the BDC centre. 

 

The beneficiary was very happy with the process and she was much happier with BDC which 

avoids the embezzlement of a small portion of every BISP instalment by the post office and 

allowed her to get complete amounts of her instalments. 

 

5. What we Learnt  
 

 In this case, her BDC PIN code was lost and she applied for a new BDC PIN code. After five 

days she received her new PIN code. 

 The understanding of the beneficiary was very low regarding complaint redressal mechanism, 

while her husband learnt about lodging a complaint from the local social and political activist.  

 At BISP level, Divisional Office Naseerabad has engaged a group of volunteers in different 

locations with the support of whom they are monitoring the payment process. With the 

support of volunteers beneficiaries can submit complaints at the BISP Office. 
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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 an 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. 

 Greater care should be taken and it should be ensured that the bank staff presents at the BDC 

Distribution Centre should explain in detail to the beneficiary about how to use the BDC for 

withdrawing cash, and regarding security of BDC and PIN Code.  

 For PIN code generation there must be some representation or counter in the bank branch to 

help the beneficiaries on the spot. 
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Case Number: P-Q4-Balochistan-07 

Nature of Case: Non Payment due to Lost BDC 

Complainant/ Beneficiary: Zulaikha 

Wife of: Rasool Buksh 

Complainant, if not beneficiary herself  

Address Raisani Bazaar, Jewani, Tehsil Jewani. 

CNIC Number 5210379705838 

PMT Nil 

PSC form number 3005891 

Date Study Completed 15
th
 November 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Zulaikha, is a 27 year old illiterate woman. She stays at her home to perform her 

household chores and take care for her children. The beneficiary has five children; one son and 

four daughters. Her husband works on daily wages in Jiwani as a fisherman and his monthly 

income is around Rs.8,000. Her husband is responsible for running the household’s kitchen and 

paying for the children education. 

 

She lives in a small mud (katcha) house with no boundary walls. Her house consists of 1 katcha 

room, 1 jhompri, 1 bathroom and a kitchen with very few items. 

 

Majority of the residents of her area are poor and they are working on daily wages in Jiwani as 

fishermen. The locality is situated at 127 km away from BISP Divisional Office Makran located 

at Kech. Her village has no essentials like drinking water, a Basic Health Unit or secondary 

schools for boys and girls and the locality is generally poor with limited income generation 

opportunities. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in BISP under the Parliamentarian’s phase, but in the second 

phase, she was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000. The 

BISP PSC Survey team visited her house in the month of April 2010 and filled her survey form, 

after which she was given an acknowledgement slip. She was not familiar with the BISP Offices 

or their functions but her family came to know of these from other beneficiaries getting cash 

transfers from BISP. 

 

She did not receive any letter of eligibility, but she was informed by a local influential of her 

village that she had been announced as an eligible beneficiary for the BISP cash transfers.  She 

was unaware of the eligibility criteria for BISP and only knew that this programme is for the poor. 

The family did not know about the complaint redressal process but she was guided in this regard 

by the local influential. 

 

In July 2012 that her payments would come via bank and she has to get her BDC issued from the 

BDC centre Jiwani. She visited BDC centre Jiwani to get her BDC and on the same day she 

collected it.  

 

3. How did the Complaint Emerge? 
 

She withdrew her instalment using the card after which she lost her BDC and applied for a new 

one at BDC centre Jiwani. 
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BISP Divisional Office Makran is 127 km away from her home at Kech. They requested the local 

Activist of her village named Shah Moored to help her with registering a formal request for a new 

BDC. 

 

4. Processing of the Complaint 
 

4.A Providers’ Version  

 

On 28
th
 September 2012 she applied for a new BDC to the Bank counter in BDC Centre 

Jiwani. On the same day her case was registered by the bank counter for a new BDC. 

Zulaikha complaint was not entered in any register by BISP or bank staff. She was not given 

any acknowledgment slip against the written application. 

 

The case was communicated to the Bank’s Head Office, Karachi. Till 7
th
 February 2013, her 

case is still pending and she has not received her new BDC. 

 

4.B Client’s Version  

 

Her complaint was forwarded to the Karachi head Office and she was promised a new BDC 

within 15 days. However, till 7
th
 February 2013, her case was pending. 

 

She visited the BDC centre twice and each time she had to spend the whole day. It cost her 

Rs.200 for a round trip. Her house is around 17 km from Jiwani city and she was not happy 

with the BDC system because she is waiting to get her new BDC sine last more than five 

months without getting her BISP instalments. 

 

She informed that the payment by MOs through Pakistan Post was more desirable as, even 

though the postman deducted Rs.200 from each instalment, she found it convenient that she 

received at her doorstep instead of spending Rs.200 on travel and the whole day to withdraw 

her cash grant. 

 

5. What we Learned 
 

 In this case, she lost her BDC and applied for new BDC at BDC centre Jiwani. Bank counter 

sent her case to Karachi for a new BDC but since more than five months the case has not been 

resolved. 

 Even if she had received a new BDC, she would not have received her next instalment as 

amount has not been transferred to her account till end March 2013. 

 Usually such cases can be addressed in a few days by contacting the bank helpline. It was not 

explained by the bank staff why this system is not being used at Jiwani. 

 At BISP level, Divisional Office Makran has made a group of volunteers in different locations 

with the support of whom they are monitoring the payment process. With the support of 

volunteers, beneficiaries can submit complaints at the BISP Office. 

 

6. Recommendations 
 

 Some mechanism must be developed to ensure that requests to the Bank are processed in a 

timely fashion. The progress should be monitored by BISP staff as well as bank staff. 

 After the PSC survey was held and the household was declared eligible, there was no 

communication from BISP to the beneficiary. 

 It is necessary that beneficiaries are informed and educated about complaint redressal 

mechanism.   
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 BISP staff needs to be trained about proper complaint registration mechanism for BDC 

related complaints.  

 Clusters may be made by BISP and in each cluster, a group of volunteers may be identified to 

monitor the cash transfer and take complaints from beneficiaries to submit them to the BISP 

Divisional Office. 
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Case Number P-Q4-Balochistan-08 

Nature of Case: Non-Payment due to Lost PIN Code 

Complainant/ Beneficiary: Bibi Hajira  

Wife/Widow/Daughter of: Abdul Ghafar 

Complainant, if not beneficiary herself  

Address Mohalla Shahi Chowk Dhadar District Kachi 

CNIC Number 5310268437336 

PMT  

PSC form number 3294816 

Date Study Completed 10
th
 January 2013 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Bibi Hajira, wife of Abdul Ghafar, is a 40 year old uneducated housewife. She 

belongs to Mohalla Shahi Chowk which is situated in main Dhadar Bazar. She remains at her 

home to perform her household chores and take care of her children and livestock. The 

beneficiary has 2 sons who are school going. Her husband works on daily wages in Dhadar and 

his monthly income is around Rs.7,000. He is the only bread earner of the house. 

 

The beneficiary has a small house consisting of 2 katcha rooms, 1 bathroom and a kitchen with 

limited household and kitchen items. Most people of her area are poor and work on daily wages or 

have private jobs. 

 

Mohalla Shahi Chowk is situated around 200 km away from the BISP Divisional office at 

Naseerabad but the BDC Centre Sibi is about 30 km from her house. Her locality has most 

essential facilities like drinking water, electricity, a Basic Health Unit and schools for boys and 

girls. 

 

District Kachi is a political disturbed area and is always enduring conflict between various tribes. 

Hundreds of individuals from different tribes have been killed in the district. Due to this, it is 

often difficult to get jobs in the area and most necessities of daily life are expensive. This situation 

makes the residents more vulnerable. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the Parliamentarian’s Phase of BISP but in the 2
nd

 phase, she 

was declared an eligible beneficiary for the monthly cash transfers. The BISP PSC Survey team 

visited her house in the summer of 2010 and took all the required information for her PSC form, 

after which she was given an acknowledgement slip. 

 

She was not familiar with BISP or the location of its offices, but she came to know about these 

after her husband made enquiries in her locality. All she knew about the Programme was that the 

elected government had started it for poor peoples.  

 

She spends the cash transfers on buying clothes for her children and food for her family; as well 

as other essential necessities. 

 

From January 2011 she started getting money orders from the postman of Dhadar city on a regular 

basis; upon receiving the cash, she was very satisfied and happy. She got her instalments till 

March 2012 from post office. 

 

In April 2012 she was informed by a local activist that her next payment would be coming via 
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bank and she has to get her BDC issued from BDC centre Dhadar. Until October, she could not 

get her BDC due to personal commitments. In the last week of October 2012, she visited the BDC 

centre, Dhadar and on the same day she got her card issued.  

 

3. How did the Complaint Emerge?  
 

After getting her first payment through the BDC she lost her PIN code and applied for a new one 

at the BDC centre Dhadar. 

 

The BDC Centre is one km away from her home. Her husband submitted her application with the 

Field Supervisor BISP Dhadar on 10
th
 December 2012. 

 

4. Processing of the Complaint 
 

4.A Providers’ Version 

 

Bibi Hajira’s husband gave a written application to the Field Supervisor Dhadar for further 

processing of his wife’s ‘Lost PIN code’ case on 10
th
 December 2012. He gave a copy of her 

CNIC as a supporting document. He was not given any acknowledgment of the written 

complaint about lost PIN code. 

 

Her complaint was entered manually in a register by the BISP staff. The case was forwarded 

to the bank on the same day for further processing. After necessary verifications, the bank 

representative issued a new code for Bibi Hajira’s BDC. 

 

4.B Client’s Version 

 

In this case Bibi Hajira’s husband submitted an application for the ‘Lost PIN code’ complaint 

on 10
th
 December 2012 at BISP BDC centre Dhadar. 

 

The complainant only needed to visit the Centre once; the BDC centre is a 30 minute walk 

away from the beneficiary’s home. Bibi Hajira and her husband were not familiar with the 

BISP office or the redressal process, so they asked the political activist of the area about the 

mechanism of registering a complaint. They were very happy with the very fast track process 

and they were happy to get cash from the ATM without any deductions. 

 

Her complaint was forwarded to the bank for further processing. Bank staff issued her a new 

BDC PIN code on the same day after necessary verifications.  

 

5. What we Learnt? 
 

 In this case, Bibi Hajira lost her BDC PIN code and she applied for a new PIN code. On the 

same day her case was forwarded to Bank for redressal. Bank staff after checking her BDC 

and CNIC, issued a new PIN code to her. Her case was resolved in one day and she was 

satisfied. 

 

6. Recommendations 
 

 After the PSC survey was held and the relevant households were declared eligible, there was 

no communication from BISP to the beneficiaries. There is a need to ensure delivery of the 

eligibility or discrepancy letter to the beneficiary. It may also be helpful if the beneficiaries 

are informed and educated about the complaint registration mechanism.   
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 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them. 
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Case Number: P-Q4-Balochistan-09 

Nature of Case: Non Payment due to BDC captured by ATM 

Complainant/ Beneficiary: Sayani 

Wife of: Mohammad Amin 

Complainant, if not beneficiary herself Mohammad Amin (Husband)  

Address Kathore, Tehsil Uthal 

CNIC Number 51505-6155654-0 

PMT Nil 

PSC form number 4255002 

Date Study Completed 2
nd

 December 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Sayani, is a 38 year old uneducated woman. She performs her household’s 

chores and take care for her children. The beneficiary is a mother of six children; four sons and 

two daughters Her husband works on daily wages and his monthly income is around Rs.8,000. 

Her husband is responsible for managing the household’s kitchen. 

 

She lives in a small house consisting of 02 katcha rooms, one bathroom and a kitchen. 

 

A majority of the local population is poor and works on daily wages. Her village is situated eight 

km away from the BDC centre Uthal located at BISP Divisional Office. Her locality has no 

essential facilities like clean drinking water, a Basic Health Unit or schools for girls and boys. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian 

phase of the programme. The BISP PSC survey team visited her house in April 2010 and filled 

her Poverty Score Card survey form, after which she was given an acknowledgement slip. In the 

second phase, she was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000. 

She was not familiar with BISP Offices or systems but her family came to know of these through 

her neighbours. 

 

She did not receive any letter of eligibility but she was advised by a political worker to visit the 

BISP office and view her payment details. At the BISP office her husband was told that she was 

an eligible beneficiary for the BISP cash transfers. She was unaware of the eligibility criteria for 

BISP and only knew that this programme is for the poor. The family did not know about the 

complaint redressal mechanism but she was guided in this regard by BISP staff of BDC Centre 

Uthal at BISP Divisional Office. 

 

When BISP’s second phase started, the postmen started distributing money orders to the eligible 

beneficiaries of BISP’s 2
nd

 phase. Her first MO for March 2012 remained undelivered to her. 

 

She came to know from BISP Field Supervisor in February 2012 that her payments would be 

coming from the bank instead of Pakistan Post and that she must get her BDC from the BDC 

centre. In March 2012, she visited the BDC centre, Uthal to have her BDC issued. On the same 

day she received her BDC. 

 

3. How did the Complaint Emerge? 
 

After getting her first payment through the BDC, her husband visited the ATM again and entered 

her BDC to check her payment status; her BDC was captured by the ATM. 
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4. Processing of the Complaint 
 

4.A Providers’ Version 

 

She gave a written application to the BISP and Bank counters at the BDC Centre Uthal to 

have a new BDC issued as her BDC was captured by the Bank’s ATM on 4
th
 September 

2012. At the BDC centre her husband met with BISP and Bank staff regarding his problem. 

Her husband submitted the application along with a copy of her CNIC as a supporting 

document. He was not given any acknowledgment slip for the written complaint about 

captured BDC. 

 

Her husband was sent to the Bank where he was told to come the next day with a copy of 

Sayani’s CNIC. After one week, on 20
th
 September 2012, her husband visited the bank to 

submit his wife’s CNIC and got his wife’s BDC back from the Bank. 

 

4.B Client’s Version  

 

After submitting the written application, BDC centre staff told her husband go and visit the 

Bank where the ATM was captured. On the same day her husband visited the bank and was 

told to bring the beneficiary’s CNIC and promised that he would get her BDC the next day. 

On 20
th
 of September 2012 her husband submitted her CNIC copy at the bank and retrieved 

the BDC back. 

 

Her husband visited the BDC centre Hub twice in one week. He spent Rs.400 on each visit to 

the BDC centre Uthal and Hub. BISP Divisional Office is 7 km away from her home. They 

went to use the ATM in Hub city and there her card was captured. On visits to Hub, till the 

point he retrieved her BDC, he spent around Rs.800 in total. 

 

5. What we Learnt  
 

 In this case, her BDC was captured by an ATM and she applied for a new BDC. However, in 

a week’s time, her husband was able to recover her old BDC from the Bank where it was 

captured. 

 

6. Recommendations 
 

 After the PSC survey was held and the household was declared eligible, there was no 

communication from BISP to the beneficiary.  

 There is a need to ensure delivery of eligibility letters or Clusters may be made by BISP and 

in each cluster, a group of volunteers may be identified to monitor the cash transfers and take 

complaints from beneficiaries to help submit them to the BISP Divisional Office. 
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Case Number: P-Q4-Balochistan-10 

Nature of Case: Non Payment due to Lost PIN code 

Complainant/ Beneficiary: Amina 

Wife of: Dhani Bux 

Complainant, if not beneficiary herself  

Address Village Haji Soomar Duddar Kanraj, Tehsil Kanraj 

CNIC Number 51504-7187822-6 

PMT Nil 

PSC form number 3274779 

Date Study Completed 2
nd

 December 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Amina is a 59 year old illiterate woman. She stays at home to perform her 

household chores and take care for her children. The beneficiary has three children; two sons and 

a daughter. Her son and husband work on daily wages in the village and their combined monthly 

income is around Rs.10,000. She lives in a mud (katcha) house with no boundary walls. Her 

house consists of one katcha room and a bathroom only. 

 

Most of the villagers are poor and are working on daily wages as well. Her village is situated at 

117 km away from the BISP Divisional Office Kalat in Lasbela and 27 km away from the nearest 

BDC centre. Her village has no essential civic amenities like drinking water, electricity, a Basic 

Health Unit or schools. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian 

phase of the programme. In the second phase, she was declared an eligible beneficiary for the 

monthly cash transfer of Rs.1,000. The BISP survey team visited her house in March 2010 and 

filled her Poverty Score Card survey form, after which she was given an acknowledgement slip. 

She was not familiar with the BISP Offices or systems but her family came to know about it from 

her cousins. 

 

She did not receive any letter of eligibility, but she was informed by her cousins to visit BISP 

office and check her payment details. At BISP office she was informed that she was an eligible 

beneficiary for BISP cash transfers. She was unaware of the eligibility criteria for BISP and only 

knew that this programme is for the poor. The family did not know about the complaint redressal 

process initially. 

 

When BISP’s second phase started, the postman of Kanraj Post Office started distributing money 

orders to the eligible beneficiaries of BISP. She was being paid her cash grants with a deduction 

of Rs.200 on each Instalment, however, she did not lodge a complaint against this illegal 

deductions. 

 

In February 2012 from various sources she learnt that her payments would be coming from the 

bank instead of Pakistan Post and that she must get her BDC from the BDC Centre Hub. She 

informed that in April 2012, she visited the BDC Centre to have her BDC and on the same day 

she received her BDC. 
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3. How did the Complaint Emerge? 
 

A few weeks after getting her BDC she lost her PIN code and in October 2012 she applied for a 

new PIN code at the BDC centre Hub, which is 27 km away from her home. A BISP 

representative guided her to the bank counter to lodge her request. 

 

4. Processing of the Complaint 
 

4.A Providers’ Version 

 

Amina gave a written application to bank counter at the BDC Centre Hub to have a new PIN 

code issued for her BDC on 9
th 

October 2012 with a copy of her CNIC as a supporting 

document. 

 

The bank representative forwarded her complaint over the phone to the Banks Head Office in 

Karachi on the same day. The Head Office responded with the information that she would 

receive a new PIN after 15 to 20 days. Sometime in November 2012, she visited the BDC 

centre and collected her new PIN code thus her issue was resolved. 

 

4.B Clients’ Version 

 

Amina submitted her written complaint for ‘Lost BDC PIN code’ at the BISP and Bank 

counters at the BDC centre Hub in October 2012. 

 

After receipt of her written complaint, the Bank representative sent her complaint over the 

phone to the Bank’s head office, Karachi the same day. They told her that she would get her 

new BDC PIN code after 15 to 20 days. She got the new PIN in November. 

 

She herself visited the BDC centre Hub 27 km away to request a new PIN code. She visited 

the BDC centre Hub twice in one month and spentRs.600 on each visit to the BDC centre. 

 

When the postman was delivering BISP MOs, he was deducting Rs.200 illegally but he was 

paying the MOs at the beneficiaries’ doorsteps. Now she has to spend Rs.600 and a whole day 

to withdraw her instalment from ATM through BDC. She informed that she was more 

comfortable in getting her BISP installments through Pakistan Post. 

 

5. What we Learnt  
 

 In this case, her BDC PIN code was lost and she applied for a new BDC PIN code. Her case 

was resolved and she was able to withdraw her cash grant.  

 The understanding of the beneficiary was very low regarding complaint redressal mechanism. 

 BISP cash grant has brought a significant change in her life  

 The Bank staff was overburdened when the TPE team met with bank representative, as about 

50 women were present in the BDC centre with different complaints and issues. 

 

6. Recommendations 
 

 BISP must develop a mechanism to monitor the processing of complaints by the Bank. A 

fixed time frame for resolution must be stipulated and monitored by both BISP and the Bank. 

 After the PSC survey was held and the household was declared eligible, there was no 

communication from BISP to the beneficiary. There is a need to ensure delivery of eligibility 
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letters or discrepancy letters to the beneficiary. It may also be helpful, if the beneficiaries are 

informed and educated about complaint registration mechanism.  

 Clusters may be made by BISP and in each cluster, a group of volunteers may be identified to 

monitor the cash transfers and take complaints from beneficiaries to help submit them to the 

BISP Divisional Office. 

 As the programme is for women’s empowerment, at the BDC centres female staff may be 

appointed  
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Case Number: P-Q4-Balochistan-11 

Nature of Case: Non Payment due to Lost BDC  

Complainant/ Beneficiary:  Ezzat 

Wife of: Nabi Bux  

Complainant, if not beneficiary herself Nabi Bux (Husband) 

Address Raza Mohammad Goth Kanwari Tehsil Uthal 

CNIC Number 5150-8738580-6 

PMT Nil 

PSC form number 4215552 

Date Study Completed 3
rd

 December 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Ezzat, is a 32 year old illiterate woman.  She stays at home to perform her 

household chores and take care of her children. The beneficiary has four children; two sons and 

two daughters, one of whom is school going. Her husband is working on daily wages and his 

monthly income is around Rs.7,000. He is the sole breadwinner in her family. 

 

She lives in a small (katcha) house with no boundary walls. Her house consists of 1 katcha room, 

a jhompri, and a bathroom only. They have very few possessions. 

 

Majority of the villagers are poor and they are working on daily wages. Her village is situated 

about 18 km away from BISP Divisional Office Kalat in Lasbela and 97 km away from the BDC 

Centre Hub. Her village has most essential civic amenities like potable water, electricity, a Basic 

Health Unit and schools. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian 

phase of the programme. The BISP PSC survey team visited her house in the end of March 2010 

and filled her Poverty Score Card survey form, after which she was given an acknowledgement 

slip. In the second phase, she was declared an eligible beneficiary for the monthly cash transfer of 

Rs.1000. She was not familiar with the BISP Offices or systems but her family came to know of 

these through other beneficiaries. 

 

She did not receive any letter of eligibility, but she was advised by her relatives to visit the BISP 

office and check her payment details. At the BISP office she was told that she was an eligible 

beneficiary for the BISP cash transfers. She was unaware of the eligibility criteria for BISP and 

only knew that this programme is for the poor. The family did not know about the complaint 

redressal process but she was guided by her cousin named Abdul Hakeem. 

 

When BISP’s second phase started, the postman started distributing money orders to the eligible 

beneficiaries. Partial payments were made to her in the 2
nd

 phase but she got all her due 

installments. She did not make a complaint about the partial payments. 

 

In February 2012, she came to learn from a political worker of her village and from various other 

sources that her payments would be coming through the bank instead of Pakistan Post and that she 

must get her BDC from the BDC Centre, Uthal. In March 2012 she visited the BDC Centre to 

collect her BDC and on the same day she received her BDC. 
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3. How did the Complaint Emerge? 
 

After getting her first payment through BDC, she lost her BDC in June 2012. She applied for a 

new BDC at BDC Centre Hub which is 97 km away from her home. A BISP representative 

guided her to the bank counter to lodge her request. 

 

4. Processing of the Complaint 
 

4.A Providers’ Version 

 

Ezzat gave a written application to the BISP and bank counters at the BDC Centre Hub to 

have a new BDC issued to her. She visited the BDC centre Hub on 22
nd

 June 2012 along with 

a copy of her CNIC as a supporting document. Her complaint was not entered in any register 

by the BISP or Bank staff. The bank representative forwarded her complaint on telephone on 

the same day to the Karachi Head Office. The Head Office promised her a new BDC within a 

month. On 23
rd

 July she got her new BDC from the BDC centre Hub. 

 

4.B Clients’ Version 

 

Ezzat submitted her written complaint for ‘Lost BDC’ with the BISP and Bank counters at the 

BDC centre Hub in June 2012 but she was not given any acknowledgment of the written 

complaint about the loss of her BDC. 

 

After submitting the written application for the lost BDC, the Bank representative sent her 

complaint over the phone to the bank’s head office, Karachi to request a new BDC on the 

same day. She was told that she would get her new BDC after one month. On 17
th
 July the 

Hub BDC centre got her new BDC from Karachi and on 23
rd

 July 2012 her husband visited 

the BCD centre and collected it. 

 

She visited the BDC centre Hub twice in one month and spent Rs.500 on each visit to the 

BDC centre, Hub which is 97 km away from her home. 

 

She was very happy with the programme but not satisfied with the BDC system. She said “the 

post office was paying installments at our doorsteps, but now I have to visit and spend around 

Rs.1,000 for withdrawal of every BISP instalment”. 

 

5. What we Learnt  
 

 Her BDC was lost and she applied for a new BDC which she got after one month from the 

BDC centre. Normally lost BDC should be replaced within 10/15 days. 

 The understanding of the beneficiary was very low regarding complaint redressal mechanism.  

 She informed that the BISP cash grant has brought a significant change in her life. 

 

6. Recommendations 
 

 Replacement of BDC or PIN Code should not take more than a week. 

 After the PSC survey was held and the household was declared eligible, there was no 

communication from BISP to the beneficiary. There is a need to ensure delivery of eligibility 

letters or discrepancy letters to the beneficiary. It may also be helpful, if the beneficiaries are 

informed and educated about complaint registration mechanism.   
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 Clusters may be made by BISP and in each cluster, a group of volunteers may be identified to 

monitor the cash transfers and take complaints from beneficiaries to help submit them to the 

BISP Divisional Office. 

 As the programme is for women’s empowerment, at the BDC centres female staff should be 

appointed.  
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Case Number: P-Q4-Balochistan-12 

Nature of Case: Non Payment due to Lost PIN code 

Complainant/ Beneficiary: Razia 

Wife of: Muskan 

Complainant, if not beneficiary herself  

Address Shekhani Bazaar, Turbat 

CNIC Number 52203-0960910-2 

PMT Nil 

PSC form number 1751149 

Date Study Completed 12
th
 November 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Razia is a 38 year old illiterate woman, she stays at her home to perform her 

household chores and take care of her children. The beneficiary has four children; three sons and 

one daughter. Her husband work on daily wages in Turbat city and his monthly income is around 

Rs.7,000. Her husband is the sole bread winner of the household. 

 

She lives in a small mud (katcha) house with no boundary walls. Her house consists of 1 katcha 

room, 1 jhompri, 1 bathroom and a kitchen with limited kitchen items. 

 

Majority of the residents are poor and are working on daily wages. Her locality is situated about 3 

km away from the BISP Divisional Office Makran. Her locality has most essential facilities like 

potable water, electricity, a Basic Health Unit and secondary school for boys and girls but the 

locality is generally poor with limited income generation opportunities. 

 

District Kech is one the most politically disturbed districts of Balochistan, most of the 

government offices, the district government hall, Tehsil offices, banks and BSIP Office have been 

set on fire by unknown miscreants. These acts make life in the district difficult. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in BISP under the Parliamentarian phase, but in the second 

phase, she was declared an eligible beneficiary for the monthly cash transfers of Rs.1,000. The 

BISP PSC survey team visited her house in the summers of 2009 and filled her survey form, after 

which she was given an acknowledgement slip.  She was not familiar with the BISP Offices or 

systems but her family came to know of these from relatives. 

 

She did not receive any letter of eligibility, but she was informed by a local influential of her 

village Mr. Maqbool Baloch that she was selected as an eligible beneficiary for the BISP cash 

transfers.  She was unaware of the eligibility criteria of BISP and only knew that this programme 

is for the poor. The family did not know about the complaint redressal process but she was guided 

by the Local influential. 

 

In June 2010, when the postman of her area started distributing money orders to eligible 

beneficiaries of BISP second phase, she also received her MOs.  On receiving the cash transfers, 

she was very happy. 

 

In October 2012 she was informed by the political activist that her installments would now come 

through bank instead of Pakistan Post and she should get her BDC from BDC centre Turbat. On 

10
th
 October 2012 she visited BDC centre to get her BDC and on the same day she received her 

BDC. 
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3. How did the Complaint Emerge? 
 

After some days the slip of paper on which PIN code was written got washed with her laundry 

and was rendered illegible. She applied for a new PIN code at the Turbat BDC centre. 

 

BISP Divisional Office Makran is 3 km away from Razia’s home. She requested the local activist 

to help her in registering a formal request for a new PIN code. 

 

4. Processing of the Complaint 
 

4.A Providers’ Version 

 

On 18
th
 October 2012 she applied for a new PIN Code at the BISP and bank counters at BDC 

Centre Turbat. This complaint was not registered by CMS system. Razia’s complaint was not 

entered in any register by the BISP or bank staff. 

 

On the same day, 18
th
 of October 2012, her complaint was sent to the bank Head Office at 

Karachi. Till 7
th
 February 2013 her case is still pending; she has not received a new PIN code 

from the Bank’s head office, Karachi. 

 

4.B Client’s Version 

 

Razia submitted her written complaint with the Complaint assistant in Divisional Office 

Makran located in Turbat. The BISP staff sent the beneficiary to the BDC centre where bank 

staff forwarded the complaint to the bank’s head office. She was not given any 

acknowledgment slip of the written complaint she submitted. 

 

 She visited the BDC centre thrice in one month. She had to spend 30 munities on each visit to 

the BDC centre and Rs.50 on transport each time. The beneficiary was very happy with the 

programme but very worried about losing her PIN code as well as the fact that her payments 

are also not being generated. 

 

Till 7
th
 February 2013 her case is still pending.  

 

5. What we Learned  
 

 In this case her PIN code was lost and she applied for a new PIN code a case which is still 

pending for the last five month and she has not received her new PIN code  

 Over five months have passed but even her first cash transfer has not been credited to her 

account. This usually happens within 48 hours after the beneficiary collects her BDC from a 

BDC Centre. 

 At BISP level, Divisional Office Makran located at district Kech has made a group of 

volunteers in different locations with the support of whom they are monitoring the payment 

process. With the support of volunteers beneficiaries can submit complaints at the BISP 

Office. 

 

6. Recommendations 
 

 In accordance with the established protocols, BISP Instalment must be transferred to 

beneficiary’s bank account within 48 hours after she collects her BDC. 

 It is important that complaints of BDC or PIN replacement should be addressed within a 

week. Delay in resolving the complaints give a bad name to BISP. 
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 Beneficiaries must be explained the importance of PIN code and the need to keep it safe. 

 After the PSC survey was held and the household was declared eligible, there was no 

communication from BISP to the beneficiary. There is a need to ensure delivery of eligibility 

letter or discrepancy letter to the beneficiary. It may also be helpful, if the beneficiaries are 

informed and educated about complaint registration mechanism. 

 BISP staff also needs to be trained about proper complaint registration mechanism, and BDC 

process. 

 The identified volunteers may be encouraged at Divisional or provincial level. 
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Case Number: P-Q4-Balochistan-13 

Nature of Case: Non Payment due to Lost PIN code  

Complainant/ Beneficiary: Sabreena 

Wife of: Mohammad Iqbal 

Complainant, if not beneficiary herself  

Address Shekhani Bazaar Shekhani Tehsil Turbat 

CNIC Number 52203-6023310-8 

PMT Nil 

PSC form number 1757340 

Date Study Completed 13
th
 November 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Sabreena is a 25 year old illiterate woman. She stays at home to perform her 

household duties. The beneficiary has two children; one boy and one girl. Her husband works on 

daily wages in Turbat and his monthly income is around Rs.8,000. He is the sole breadwinner for 

the family. 

 

She lives in a small mud (katcha) house with no boundary walls. Her house consists of 1 katcha 

room, 1 jhompri, 1 bathroom and a kitchen. They have very few kitchen and other possessions. 

 

Majority of the local villagers are poor and they are working on daily wages as well. The village 

is situated about 4 km away from the BISP Divisional Office Makran. It has most essentials civic 

amenities like drinking water, electricity, a Basic Health Unit and secondary schools for boys and 

girls but the locality is generally poor with limited income generation opportunities. 

 

District Kech is one the most politically disturbed districts of Balochistan, most of the 

government offices, the district governmental hall, tehsil offices, banks and even BISP office have 

been set on fire by unknown miscreants. Due to this uncertainty, life for locals is increasingly 

challenging and difficult. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in BISP under the Parliamentarian phase, but in the second 

phase, she was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000. The 

BISP PSC survey team visited her house in July 2009 and filled her survey form, after which she 

was given an acknowledgement slip.  She was not familiar with the BISP Offices or their 

functions but her family came to learn of these from relatives. 

 

She did not receive any letter of eligibility, but she was informed by a local influential of her 

village that she had been selected as an eligible beneficiary for the BISP cash transfers.  She was 

unaware of the eligibility criteria for BISP and only knew that this programme is for the poor. The 

family did not know about the complaint redressal process but she was guided in this regard by 

the local influential. 

 

In June 2010, the postman of the Turbat Post Office started distributing money orders to eligible 

beneficiaries of BISP’s 2
nd

 phase. She was also paid BISP instalment through MOs but a small 

portion was deducted by the postman while delivering her payments.  On receiving the cash grant, 

she was very happy. 
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In the last week of September 2012 she was informed by an activist that her payments would now 

be coming from bank instead of Pakistan Post and she has to get her BDC from the BDC Centre 

Makran. She visited the BDC Centre to get her BDC and had it issued on the same day. 

 

3. How did the Complaint Emerge? 
 

Few days after receiving her BDC she lost the PIN code of her BDC. She had not withdrawn her 

first instalment as it had not been credited to her account by BISP/bank. 

 

BISP Divisional Office Makran is 4 km away from her home and she knew where it was located. 

She requested the local activist named Maqbool Baloch to help her with registering a formal 

request for a new PIN code. 

 

4. Processing of the Complaint 
 

4.A Providers’ Version 

 

On 15
th
 October 2012 her husband gave a written application to request a new PIN code for 

her BDC. At BDC Centre, her complaint was received by the bank and BISP counters, but she 

was not given any acknowledgment. Her complaint was not entered in any register by BISP 

or bank staff. 

 

On the same day, her complaint was sent to Karachi Office of the Bank. Her issue was 

resolved in January 2013 about 4 months after she had filed her complaint. 

 

4.B Client’s Version 

 

Sabreena’s husband submitted her written complaint to the Complaints Assistant at BISP 

Divisional Office Makran located in Turbat. 

 

The complaint was sent to the Bank’s Karachi branch to request a new PIN code for her BDC. 

She was told she would get her new PIN code within two weeks however she received the 

new PIN code in January 2013 after about four months. 

 

They visited the BISP office and BDC centre thrice in one month. They had to spend 40 

minutes on each visit to the BDC centre and spent Rs.50 each time. 

 

She was very happy with the programme but very worried because through post office she 

was getting her BISP instalments. After getting her BDC she lost her PIN code and after 

about 6 months no amount has been deposited in her account. She said “I should not have got 

a BDC made, at least I would have received cash grants, albeit with a small deduction by the 

postman”. 

 

5. What we Learned  
 

 In this case, she lost her PIN code and applied for a new PIN code at BDC centre Turbat on 

15
th
 October 2012. She was told she would get her PIN code within two weeks. Her case was 

finally resolved in January 2013, three months after filing of her complaint. Usually new PIN 

Code can be issued immediately on accessing the bank helpline. 

 It is important to note that even the first cash grant has not been transferred to her account 

although six months have passed since she collected her BDC. Usually first instalment is 

credited to beneficiary’s bank within 48 hours after issue of BDC. 
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 The beneficiary was worried about the payments as now she was not getting her payments 

through bank or Post office; she got her last instalment more than six months back. 

 The understanding of the beneficiary was very low regarding complaint redressal mechanism, 

but after visiting BISP and BDC centre, she has learnt about the process of lodging a 

complaint. 

 BISP level, Divisional Office Makran located at Kech has made a group of volunteers in 

different locations with the support of whom they are monitoring the payment process. With 

the support of volunteers, beneficiaries can submit complaints to BISP Office. 

 

6. Recommendations 
 

 In accordance with the established protocols, BISP Instalment must be transferred to 

beneficiary’s bank account within 48 hours after she collects her BDC. 

 It is important that complaints of BDC or PIN replacement should be addressed within a 

week. Delay in resolving the complaints give a bad name to BISP. 

 The importance of keeping the PIN safe must be stressed upon the beneficiaries. 

 There is a need to ensure delivery of eligibility letter or discrepancy letter to the beneficiary. 

It may also be helpful, if the beneficiaries are informed and educated about complaint 

registration mechanism. 
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Case Number: P-Q4-Balochistan-14 

Nature of Case: Non Payment due to Lost PIN code  

Complainant/ Beneficiary: Shadri 

Widow of: Abdullah 

Complainant, if not beneficiary herself  

Address Mohalla Mazari hankin Turbat 

CNIC Number 52203-83412858 

PMT Nil 

PSC form number 1678363 

Date Study Completed 12
th
 November 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Shadri, widow of Abdullah is a 67 year old uneducated woman. She remains at 

her home to perform her household duties. The beneficiary is a mother of nine children; four sons 

and five daughters, her four daughters are married. Her sons work on daily wages as fishermen in 

Gawader and their combined monthly income is around Rs.15,000. Her sons are the breadwinners 

of the house. 

 

She lives in a small mud (katcha) house with no boundary walls. Her house consists of 03 katcha 

room, 1 jhompri, 2 bathrooms and a kitchen; they have very few possessions. 

 

Majority of the villagers are poor and are working on daily wages as well. The village is situated 

at 07 km from the BISP Divisional Office Makran. Her village has most essentials like drinking 

water, electricity, a Basic Health Unit and secondary schools for boys and girls, but the locality is 

generally poor with limited opportunities for income generation. 

 

District Kech is one the most politically disturbed districts of Balochistan, most of the 

government offices, the district governmental hall, tehsil offices, Banks and even the BISP office 

were set on fire by unknown miscreants. Due to this uncertainty, life for locals is increasingly 

challenging and difficult. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was included in BISP under the Parliamentarian phase, and in the second phase, 

she was again declared as an eligible beneficiary for the monthly cash transfer of Rs.1,000. The 

BISP PSC survey team visited her house in the month of July 2009 and filled her survey form, 

after which she was given an acknowledgement slip.  She was not familiar with the BISP Office 

or their functions but her family came to know of it from relatives. 

 

She received a letter of eligibility from BISP Islamabad and was also informed by a local political 

worker of her village that she had been declared an eligible beneficiary for the BISP cash 

transfers.  She was unaware of the eligibility criteria for BISP and only knew that this programme 

is for the poor. The family did not know about the complaint redressal process but she was guided 

by the Local Political worker named Inayat in this regard. 

 

In the 1
st
 Phase she was getting her BISP installments regularly. In June 2010, the postman of 

Kech Post Office started distributing money orders to the eligible beneficiaries of BISP 2
nd

 phase. 

She was again paid regularly. On receiving the cash, she was very happy. 

 

In the last week of September 2012 she was informed by the local political worker and BISP staff 

that her payments will now come through the bank instead of through Pakistan Post. She was 
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advised to collect her BDC from BDC Centre Makran. In the 1
st
 week of October 2012 she visited 

BDC Centre at Kech and got her card issued on the same day. 

 

3. How did the Complaint Emerge? 
 

A week after collecting her BDC, she lost the slip of paper on which the PIN code for her BDC 

was written. She applied at the BDC Centre Turbat for a new PIN to be generated for her. 

 

BISP Divisional Office Makran is 7 km away from her home. They requested the local activist of 

her village to help them with registering a formal request. 

 

4. Processing of the Complaint 
 

4.A Providers’ Version 

 

On 19
th
 October 2012 she visited the BDC Centre to lodge a request for a new PIN code. At 

the BISP level, her complaint was received by the Complaints Assistant and bank counter of 

BDC Centre but she was not given any acknowledgment. Her complaint was not entered in 

any register by the BISP Complaint Assistant or bank staff. 

 

On the same day her complaint was registered by the bank counter representative with the 

Banks Head Office in Karachi but till 7
th
 February her case was not resolved although four 

months have passed since she filed her complaint. 

 

4.B Client’s Version 

 

Shadri, widow of Abdullah, submitted her written complaint with the bank counter at BDC 

Centre in Turbat. She was not given an acknowledgement. The complaint was sent to the 

Bank’s main branch in Karachi with the request to send a new PIN code. 

 

She was told she would get her new PIN code within a week but still her case is pending with 

the Bank’s Head Office in Karachi. She visited the BDC Centre thrice in one month and she 

had to spend 2 hours of her time and Rs.200 on each round trip. 

 

She was very happy with the program but is now very worried because she has not received 

any money since March 2012. Previously, she was regularly getting her cash grant through 

Pakistan Post. More than five months have passed since she collected her BDC but no 

instalment has been deposited in her account. Then she lost her PIN and is waiting for many 

months to receive a new one – though it should hardly take some minutes on the bank 

helpline. She said “I should not have got my BDC made; at least I would have been receiving 

the cash grants at my doorsteps, though with a small deduction by the postman”. 

 

5. What we Learnt  
 

 In this case, she lost her PIN code and applied for a new PIN code at BDC centre Turbat on 

19
th
 October 2012. She was told she would get her PIN code within a week. Her case has not 

been resolved till March 2013, five months after filing of her complaint. Usually new PIN 

Code can be issued immediately on accessing the bank helpline. 

 It is important to note that even the first cash grant has not been transferred to her account 

although five months have passed since she collected her BDC. Usually first instalment is 

credited to beneficiary’s bank within 48 hours after issue of BDC. 
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 The beneficiary was worried about the payments as now she was not getting her payments 

through bank or Post office; she got her last instalment more than six months back. 

 The understanding of the beneficiary was very low regarding complaint redressal mechanism, 

but after visiting BISP and BDC Centre, she learnt about the process of lodging a complaint. 

 At BISP level, Divisional Office Makran located at district Kech has made a group of 

volunteers in different locations with the support of whom they are monitoring the payment 

process. With the support of volunteers, beneficiaries can submit complaints at the BISP 

Office. 

 

6. Recommendations 
 

 In accordance with the established protocols, BISP Instalment must be transferred to 

beneficiary’s bank account within 48 hours after she collects her BDC. 

 It is important that complaints of BDC or PIN replacement should be addressed within a 

week. 

 Delay in resolving the complaints give a bad name to BISP. 

 The importance of keeping the BDCs PIN safe must be impressed on the beneficiaries. 

 BISP staff also needs to be trained about proper complaint registration mechanism. 

 The volunteers of BISP should be encouraged. 
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Case Number: P-Q4-Balochistan-15 

Nature of Case: Non Payment due to Lost BDC  

Complainant/ Beneficiary:  Ganj Khatoon 

Wife of: Mohammad Akbar  

Complainant, if not beneficiary herself Mohammad Akbar (Husband) 

Address Killi Qumbrani Mohammad Khail Tehsil Kalat  

CNIC Number 51201-6101936-6 

PMT Nil 

PSC form number 3526505 

Date Study Completed 1
st
 December 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

Ganj Khatoon is a 43 year old uneducated woman.  She remains at her home to perform her 

household chores and take care of her children. The beneficiary is a mother of eight children; five 

sons and three daughters. Her husband and one son are working on daily wages and their monthly 

income is around Rs.10,000. They are responsible for running the household expenditure and 

children’s education. 

 

She lives in a small house with no boundary walls. Her house consists of 2 katcha rooms, one 

bathroom and a kitchen with limited kitchen items. 

 

Majority of the villagers are poor and they are working on daily wages. Her village is situated 427 

km away from BISP Divisional Office, Kalat (at Uthal) and 4 km away from BDC Centre Kalat. 

Her village has facilities like drinking water, electricity, Basic Health Unit and Schools. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian’s 

phase of the programme. The BISP PSC survey team visited her house in the end of March 2010 

and filled her Poverty Score Card survey form, after which she was given an acknowledgement 

slip. In the second phase, she was declared as an eligible beneficiary for the monthly cash transfer 

of Rs.1,000. 

 

She did not receive any letter of eligibility, but she was informed by her cousins to visit the BISP 

office and view her payment details. At the BISP office she was told that she was an eligible 

beneficiary for the BISP cash transfers.  She was unaware of the eligibility criteria for BISP and 

only knew that this programme is for the poor. The family did not know about the complaint 

redressal process but she was guided by her other relatives. 

 

When the first phase closed and BISP’s second phase started, the postman of Kalat Post Office 

started distributing money orders to the eligible beneficiaries of BISP’s 2
nd

 phase. She was also 

paid in the 2
nd

 phase and she got all her installments due from the Post Office; although a small 

amount was deducted by the post man illegally but she did not complain. 

 

In October 2012 she learnt from a political worker of her village named Rasheed, and from 

various other sources, that her payments would now be coming through the bank account instead 

of Pakistan Post and that she must get her BDC issued from the BDC Centre Kalat. In October 

2012 she visited the BDC Centre to have her BDC and received it on the day of her visit.  
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3. How did the Complaint Emerge? 
 

The day after getting her BDC she lost it and had to apply for a new one at the BDC Centre Kalat. 

 

4. Processing of the Complaint 
 

4.A Providers’ Version 

 

Ganj Khatoon visited the BDC centre Kalat on 2
nd

 November 2012, taking with her a copy of 

her CNIC as a supporting document. She gave a written application to the BISP and Bank 

counters at the BDC Centre Kalat to have a new BDC issued to her. This complaint was not 

registered in the CMS system or entered in some register. The BISP representative simply 

referred the beneficiary to the Bank counter to apply for a new BDC. 

 

The Bank representative forwarded her complaint over the phone to the Karachi Head Office 

for the Bank on 3
rd

 November 2012. We weren’t informed if lost BDC had been blocked or 

not. 

 

The Head Office informed that she would get her new BDC after 15 days. She has not 

received her new BDC till now. Even after sending reminders, there is still no positive 

response from Bank’s Main Branch. 

 

4.B Client’s Version 

 

Ganj Khatoon submitted her written complaint for ‘Lost BDC with the BISP and Bank 

counters at the BDC centre Kalat. She was not given an acknowledgement. On the same day, 

the Bank representative contacted Karachi main branch via telephone to inform about the 

complaint and to request a new BDC for the complainant. She did not receive her new BDC 

from the BDC centre Kalat till now. 

 

Her house is 4 Km from BDC centre Kalat. She visited the BDC centre Kalat more than four 

times and on each visit she had to spend Rs.50. 

 

The beneficiary was highly disappointed as after collecting her BDC, the first BISP 

instalment was credited to her account in October 2012 but she has been unable to withdraw it 

till end March 2013 as she has not been provided with a new BDC. She wished to change the 

mode of payment and said that until this cash grant is withdrawn from my account the next 

amount would not be deposited. She was unsure whether she would get a new BDC and for 

how long will she have to wait. 

 

5. What we Learnt  
 

 In this case, her BDC was lost and she applied for a new BDC at the BDC centre Kalat. After 

more than five months she is yet to receive a new BDC. Usually redressal of such complaints 

does not take more than 2 weeks. 

 In this case, she lost her PIN code and applied for a new PIN code at BDC centre Kalat on 2
nd

 

November 2012. She was told she would get her PIN code within a week. Her case has not 

been resolved till March 2013, five months after filing of her complaint. Usually new PIN 

Code can be issued immediately on accessing the bank helpline. 

 The understanding of the beneficiary was very low regarding complaint redressal mechanism. 
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 The BISP cash grant has brought a change in her life. Presently she is confused as she is still 

waiting for her BDC. She said “now I am confused and not sure if I will be supported in 

future or will the instalments be stopped as I have lost my BDC”. 

 

6. Recommendations 
 

 It is important that complaints of BDC or PIN replacement should be addressed within a 

week.  

 Delay in resolving the complaints give a bad name to BISP. 

 At the time of issuing a BDC, the importance of keeping the BDC and PIN safe must be 

impressed upon the beneficiaries. 
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Case Number: P-Q4-Balochistan-16 

Nature of Case: Non Payment due to Lost BDC   

Complainant/ Beneficiary: Mah Bibi 

Widow of: Ganjal 

Complainant, if not beneficiary herself Naiz  

Address  Sayab Barkat Ghot ward no 3 Tehsil Gadani 

CNIC Number 5150307150708 

PMT Nil 

PSC form number 3346612 

Date Study Completed 3
rd

 December 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Mah Bibi is a 60 year old illiterate widow. She remains at her home to perform 

her household duties. The beneficiary is a mother of two sons. Her son works on daily wages in 

Gadani as a fisher man and his monthly income is around Rs.8,000. Her son is the sole 

breadwinner of the house. 

 

She lives in a small katcha house with no boundary walls. Her house consists of 1 katcha room, a 

Jhompri and a bathroom; they have very few possessions. 

 

Majority of the villagers are poor and they are working on daily wages as fisher men as well. Her 

village is situated at 47 km away from the BISP Divisional Office Kalat in Lasbela and 33 km 

away from the BDC centre Hub. Her locality has most essentials facilities like potable water, 

electricity, a Basic Health Unit and Schools. 

 

Gadani is a picnic point due to which mostly things are expensive compared to other cities of the 

district. BDC centre Gadani was the first BDC centre opened in Kalat division and after 

completing the given task it was closed. Now, beneficiaries go to the BDC centre Hub for any 

issue they face. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian’s 

phase of the programme. The BISP survey team visited her house in end of March 2010 and filled 

her Poverty Score Card survey form, after which she was given an acknowledgement slip. In the 

second phase, she was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000. 

She was not familiar with the BISP Offices or systems but her family came to know of these 

through word of mouth. 

 

She did not receive any letter of eligibility, but she was informed by her cousins to visit the BISP 

office and view her payment details, at the BISP office she was told that she was an eligible 

beneficiary for the BISP cash transfers.  She was unaware of the eligibility criteria for BISP and 

only knew that this programme is for the poor. The family did not know about the complaint 

redressal process but she was guided by political activist of the Gadani city named Niaz. 

 

When the BISP’s second phase started, the postman started distributing money orders to the 

eligible beneficiaries, she also got all her installments from the post office but only after 

deduction of an amount by the postman illegally (she never complained) 
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3. How did the Complaint Emerge? 
 

She came to know from a political worker and various other sources that her payments would be 

coming from bank instead of Pakistan Post in February 2012 and therefore, she must get her BDC 

from the BDC Centre Gadani. In February 2012, she visited the BDC Centre Gadani to have her 

BDC issued. She informed that she received her BDC on the same day of her visit. 

 

A few days after getting her 2
nd

 payment in October through the BDC, her son lost her BDC. 

 

4. Processing of the Complaint 
 

4.A Provider’s Version 

 

Mah Bibi gave a written application with the help of a political worker, Mr Niaz to the BISP 

and Bank counters at the BDC Centre Hub to get her new BDC. She had visited the BDC 

centre Hub with the political worker on 26
th
 October 2012, taking along with her a copy of 

her CNIC as a supporting document.  

This complaint was not registered in the CMS system as this does not cater to payment 

complaints. The BISP representative simply referred the beneficiary to the Bank counter to 

apply for a new BDC. 

 

The bank representative forwarded her complaint over the phone to the Karachi branch to 

request a new BDC on 28
th
 October 2012. The bank’s Head Office promised that she would 

get her new BDC after one month. After about four months she received her BDC from BDC 

centre Hub and withdrew her installment on the 1
st
 March 2013. 

 

Her complaint was received by the bank counter but she was not given any acknowledgment 

for her written complaint about the loss of her BDC. 

 

4.B Client’s Version.  

 

In October 2012, she applied for a new BDC with the help of a political worker at the BDC 

centre Hub, which is 33 km away from her home. A BISP representative guided her to the 

bank counter to lodge her request. Mah Bibi submitted her written complaint for ‘Lost BDC’ 

with the bank counter at the BDC centre Hub on 26
th
 of October 2012.  

 

After submitting the written application for Lost BDC, the Bank representative registered her 

complaint over the phone with their Bank’s Karachi branch, the phone banker informed that 

she would get her new BDC after one month. However, she received her BDC from the BDC 

centre Hub in more than three months and finally she was able to withdraw her BISP 

installment on 1
st
 March, 2013. 

 

She visited the BDC centre Hub many times during this period and spend about Rs.400 on her 

each visit to the BDC centre Hub which is 33 km away from her home. 

 

5. What we Learnt  
 

 In this case, her BDC was lost and she applied for a new BDC after application for new BDC 

over 3 months later she received her BDC from BDC centre Hub.  

 The understanding of the beneficiary was very low regarding complaint redressal, however, 

the BISP cash grant has brought a significant change in her life. 
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 The beneficiary was happy from the programme and she informed that from post office 

payments, deduction was being made and she had to go to the post office to collect her cash 

grant. Though she would again have to visit an STM or PoS to collect her cash grant but she 

will get it without deduction. 

 Beneficiary was satisfied as her issue was resolved (though after more than three months) but 

she has no regrets because she feels that it was her mistake that she gave her card to her son 

and he lost it. 

 

6. Recommendations 
 

 The Bank should be given a time frame for issuing a replacement BDC.  

 It would also help if the importance of keeping the card safe is impressed upon beneficiaries. 
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Case Number: P-Q4-Balochistan-17 

Nature of Case: Non Payment due to Lost BDC  

Complainant/ Beneficiary:  Noor Jan 

Wife of: Abdul Latif  

Complainant, if not beneficiary herself Abdul Latif (Husband) 

Address Abdul Rahim Ghot Sakran Tehsil Hub  

CNIC Number 51503-115761-8 

PMT Nil 

PSC form number 4086741 

Date Study Completed 3
rd

 December 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Noor Jan is a 32 year old illiterate woman. She remains at her home to perform 

her household chores. The beneficiary is a mother of six children; two sons and four daughters, 

two of her children are school going. Her husband is working on daily wages and his monthly 

income is Rs.8,000, he is responsible for running the household’s kitchen and paying for the 

children education. 

 

She lives in a small katcha house with no boundary walls. Her house consists of 2 katcha rooms 

and a bathroom. They have very few possessions. 

 

Majority of the villagers are poor and they are working on daily wages. Her village is situated 83 

km away from the BISP Divisional Office Kalat in Lasbela and 07 km away from the BDC 

centre. Her village has most essential civic amenities like potable water, electricity, a Basic 

Health Unit and schools. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian 

phase of the programme. The BISP PSC survey team visited her house in end of March 2010 and 

filled her Poverty Score Card survey form, after which she was given an acknowledgement slip. 

In the second phase, she was declared an eligible beneficiary for the monthly cash transfer of 

Rs.1,000. She was not familiar with the BISP Offices or systems but her family came to know of 

it through her cousins. 

 

She did not receive any letter of eligibility, but she was advised by her cousins to visit the BISP 

office and view her payment details, at the BISP office, she was told that she was an eligible 

beneficiary for the BISP cash transfers. She was unaware of the eligibility criteria for BISP and 

only knew that this programme is for the poor. The beneficiary informed that now “I will use the 

cash grants on a need basis. I will withdraw the money when I need it” 

 

3. How did the Complaint Emerge? 
 

When BISP’s second phase started, the postmen started distributing money orders to the eligible 

beneficiaries. She was also paid all her due installments by the postman after deducting a small 

amount from each installment illegally but she never complained against the partial payments. 

 

She came to know from the political worker of her village and from various other sources that her 

payments would be coming through the bank instead of Pakistan Post in March 2012 and 

therefore she must get her BDC from the BDC Centre Hub. She informed that in March 2012, she 

visited the BDC Centre to collect her BDC and on the same day she received her BDC. 
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A few days after getting her 1
st
 payment she lost her BDC. In June 2012, she applied for a new 

BDC at the BDC centre Hub, which is 07 km away from her home. A BISP representative guided 

her to the Bank counter to lodge her request.  

 

4. Processing of the Complaint 
 

4.A Provider’s Version 

 

Noor Jan gave a written application to the BISP and Bank counters at the BDC Centre Hub to 

have a new BDC. She had visited the BDC centre Hub on 8
th
 June 2012 taking with her a 

copy of her CNIC as a supporting document. This complaint was not registered in the CMS 

system. The BISP representative simply referred the beneficiary to the Bank counter to apply 

for a new BDC. 

 

The bank representative forwarded her complaint over the phone to the Banks Head Office in 

Karachi on the same day. The pone banker informed that she would get her new BDC after 

one month. The BDC centre received her card on 17
th
 July and on 27

th
 July 2012 she collected 

her new BDC from the BDC centre Hub, thus her complaint was resolved.  

 

Her complaint was received by the bank counter but she was not given any acknowledgment 

slip or receiving of the written complaint about the loss of her BDC. Her complaint was not 

entered in any register by the BISP or Bank staff 

 

4.B Clients Version.  

 

Noor Jan submitted her written complaint for ‘Lost BDC’ to the bank counter at the BDC 

centre Hub. 

 

The bank’s Karachi branch informed that she would get her new BDC after one month. On 

17
th
 July the BDC Centre received her new BDC and on 27

th
 July 2012 she visited the BDC 

Centre Hub and collected her new BDC. 

 

She visited the BDC centre Hub 3 times in 1 month and spent Rs.100 on her each round trip 

to the BDC centre Hub which is 07 km away from her home. 

 

5. What we Learnt  
 

 In this case, her BDC was lost, she applied for a new BDC and received it after about one 

month from the BDC centre.  

 The understanding of the beneficiary was very low regarding complaint redressal mechanism. 

 The BISP cash grant has brought a change in her life as she was very satisfied from the 

process of complaint redressal and now she is getting her complete installments without 

deduction (as in case of payment through Pakistan Post). 

 

6. Recommendations 
 

 The Bank should be given a time frame for resolving complaints for BDC issuance. 

 It would also help if the importance of keeping the card safe is impressed upon beneficiaries. 

 Clusters may be made by BISP and in each cluster, a group of volunteers may be identified to 

monitor the cash transfers and take complaints from beneficiaries to help submit them to the 

BISP Divisional Office. 
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 As the programme is for women’s empowerment, female staff should be appointed at the 

BDC centres. 
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Case Number: P-Q4-Balochistan-18 

Nature of Case: Non Payment due to Lost  BDC  

Complainant/ Beneficiary: Raheema 

Wife of: Ghulam Mohammad  

Complainant, if not beneficiary herself Ghulam Mohammad (Husband) 

Address Shozi Kohing, Shwani Tehsil Kalat  

CNIC Number 51201-9669404-8 

PMT Nil 

PSC form number 4323663 

Date Study Completed 2
nd

 December 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Raheema is a 40 year old uneducated woman. She remains at her home to 

perform her household chores. The beneficiary is a mother of six children; two sons and four 

daughters, 2 of whom are school going. Her husband and son are working on daily wages and 

their combined monthly income is around Rs.12,000. Her husband and son are solely responsible 

for running the household’s kitchen and paying for the children education. 

 

She lives in a small mud house. Her house consists of 2 katcha rooms and a bathroom. They have 

very limited possessions. 

 

Majority of the villagers are poor and they are working on daily wages as well, her village is 

situated 417 km away from BISP the Divisional Office Kalat in Lasbela and 09 km away from the 

BDC centre Kalat. Her village has most essential facilities like potable water, electricity, a Basic 

Health Unit and schools. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian 

phase of the programme. In the second phase, she was declared as an eligible beneficiary for the 

monthly cash transfers of Rs.1,000. She was not familiar with the BISP Offices or systems but her 

family came to know of these through relatives. The BISP PSC survey team visited her house in 

end March 2010 and filled her Poverty Score Card survey form, after which she was given an 

acknowledgement slip. 

 

She did not receive any letter of eligibility, but she was informed by her relatives to visit the BISP 

office and view her payment details. At the BISP office she was told that she was an eligible 

beneficiary for the BISP cash transfers.  She was unaware of the eligibility criteria for BISP and 

only knew that this programme is for the poor. The family did not know about the complaint 

redressal mechanism. 

 

When BISP’s second phase started, the postmen started distributing money orders to the eligible 

beneficiaries, she also got all her BISP installments from the post office. Only partial payments 

were made to her but she did not complain against these.  

 

3. How did the Complaint Emerge? 
 

She came to know from a political worker of her village named Ahmad Nawaz and from various 

other sources in October 2012 that her payments would be coming through bank instead of 

Pakistan Post and that she must get her BDC from the BDC Centre Kalat. In the 2
nd

 week of 
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October 2012, she visited the BDC Centre to have her BDC and on the same day she received her 

BDC. 

 

A week after receiving her BDC and without withdrawing the first instalment she lost her BDC 

and subsequently applied for a new one at the BDC centre Kalat. 

 

4. Processing of the Complaint 
 

4.A Provider’s Version 

 

Raheema gave a written application to the bank counter at the BDC Centre Kalat requesting a 

new BDC. She visited the BDC centre Kalat on 29
th
 October 2012 with her a copy of her 

CNIC as a supporting document. The bank representative forwarded her complaint to the 

Bank’s Head Office, Karachi on the same day. 

 

This complaint was not registered in the CMS system. The BISP representative simply 

referred the beneficiary to the Bank counter to apply for a new BDC. Her complaint was 

received by the BISP and Bank counter but she was not given any acknowledgment slip or 

receiving of the written complaint about the loss of her BDC. Her complaint was not entered 

in register by the BISP. 

 

The Head Office informed that she would get her new BDC in 15 days however, she received 

her BDC in February 2013, after more than three months, her case was resolved. 

 

4.B Clients Version.  

 

Raheema submitted her written complaint for ‘Lost BDC’ with the bank counter at the BDC 

centre Kalat in October 2012. 

 

After receiving the written application for BDC lost, the Bank representative forwarded her 

complaint on the same day and after passage of more than three months she received her new 

BDC in February from the BDC centre Kalat thus resolving her complaint. 

 

Her husband visited the BDC centre Kalat many times for the follow up and spent Rs.100 on 

each visit to the BDC centre Kalat which is 09 km away from her home. 

 

She was very worried about having lost her BDC. She said, “I made a mistake and lost the 

card but I have given a written application for a new card. My husband was regularly visiting 

the BDC centre and finally he got my new BDC after a long wait of more than three months”. 

 

She considers the previous mode of payment through Pakistan Post as more desirable. The 

post man was paying her BISP installments at her door steps with small illegal deductions, 

but now she has to visit multiple times, first to find out if her payments have been deposited 

or not and on top of that she has to pay for transport from her village to the main city to 

withdraw the cash transfer. 

 

5. What we Learnt  
 

 In this case, her BDC was lost and she applied for a new BDC. After more than three months 

she received her BDC. 

 The beneficiary felt the Money Order system worked in her favour as opposed to the BDC 

which requires her to spend more time, money and efforts to get her installments. 
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 The understanding of the beneficiary was very low regarding complaint redressal mechanism. 

 The BISP cash grant is a big support for her family. 

 

6. Recommendations 
 

 The processing of such complaint by the Bank must be monitored. BISP and the Banks must 

reach an understanding and monitor them in tandem; ensuring that these issues are resolved 

within a stipulated period of time. 

 Clusters may be made by BISP and in each cluster, a group of volunteers may be identified to 

monitor the cash transfers and take complaints from beneficiaries to help submit them to the 

BISP Divisional Office. 

 As the programme is for women empowerment, female staff should be appointed at the BDC 

centres. 
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Case Number: P-Q4-Balochistan-19 

Nature of Case: Non Payment due to Lost BDC  

Complainant/ Beneficiary: Zaibullnisah Zebo 

Wife of: Shair Mohammad 

Complainant, if not beneficiary herself Shair Mohammad (husband) 

Address In CNIC(Moza Shomali Lakhra Uthal) Village Jam Yosaf 

colony Tehsil Hub 

CNIC Number 51506-6006491-6 

PMT Nil 

PSC form number 3900864 

Date Study Completed 5
th
 December 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Zaibullnisah, is a 38 year old illiterate woman. She stays at her home to perform 

her household chores and take care for her children. The beneficiary is a mother of six children; 

three sons and three daughters, two of her children are school going. Her husband is a 

Government school teacher his monthly income is around Rs.21,000. Her husband is responsible 

for running the household’s kitchen and paying for the children education. 

 

She lives in a small mud house with no boundary walls. Her house consists of 2 katcha rooms and 

a bathroom. They have very few possessions. 

 

Majority of the villagers are poor and they are working on daily wages. Her village is situated 87 

km away from the BISP Divisional Office Kalat in Lasbela and 3 km away from the nearest BDC 

centre. Her village has most essential facilities like drinking water, electricity, a Basic Health Unit 

and Schools. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian’s 

phase of the programme. In the second phase, she was declared an eligible beneficiary for the 

monthly cash transfers of Rs.1,000. She was not familiar with the BISP Offices or systems but her 

family came to know of these through her husband and relatives. The BISP PSC survey team 

visited her house in end March 2010 and filled her Poverty Score Card survey form, after which 

she was given an acknowledgement slip. 

 

She did not receive any letter of eligibility, but she was advised by her husband to visit the BISP 

Office and view her payment details. At the BISP office she was told that she was an eligible 

beneficiary for the BISP cash transfers.  She was unaware of the eligibility criteria for BISP and 

only knew that this programme is for the poor. The family did not know about the complaint 

redressal process. 

 

3. How did the Complaint Emerge? 
 

When the BISP’s second phase started, the postman started distributing money orders to the 

eligible beneficiaries and she also received all her BISP installments from the Post Office but with 

small deductions by the postman. 

 

She came to know from a political worker named Rahib and from various other sources in the 

month of February 2012 that her payments would be coming through bank instead of Pakistan 
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Post and that she must get her BDC from the BDC Centre Hub. In March 2012, she visited the 

BDC Centre to have her BDC and on her first visit she received her BDC. 

 

A few after getting her 1
st
 payment through BDC she lost her BDC. In May 2012, she applied for 

a new BDC at the BDC centre Hub, which is 3 km away from her home. A BISP representative 

guided her to the Bank counter to lodge her request. 

 

4. Processing of the Complaint 
 

4.A Providers’ Version 

 

Zaibullnisah gave a written application to the BISP and Bank counters at the BDC Centre 

Hub to request a new BDC. She visited the BDC centre Hub on 5
th
 June 2012 taking with her 

a copy of her CNIC as a supporting document. 

 

This complaint was not registered in the CMS system. The BISP representative simply 

referred the beneficiary to the Bank counter to apply for a new BDC. Her complaint was 

received by the BISP and Bank counter but she was not given any acknowledgment slip or 

receiving against the written request. Her complaint was not entered in any register by the 

BISP or Bank staff. 

 

The bank representative forwarded her request to the Bank’s Head Office in Karachi on the 

same day. The phone banker informed that she would get her new BDC after one month. On 

2
nd

 of July 2012 her new BDC was received by the BDC centre Hub and on 9
th
 of July 2012 

the beneficiary collected her new card. 

 

4.B Clients Version. 

 

Zaibullnisah submitted her written complaint for ‘Lost BDC’ with the BISP and Bank 

counters at the BDC centre Hub in the month of June 2012. Her new card was received by the 

Bank representative on the 2
nd

 of July and she collected it from there on the 9
th 

 

 

She visited the BDC centre Hub twice in 1 month and spent Rs.50 on her each visit to BDC 

centre hub which is 3 km away from her home. 

 

5. What we Learnt  
 

 In this case, her BDC was lost, she applied for a new BDC and received after about a month 

from the BDC centre.  

 The understanding of the beneficiary was very low regarding complaint redressal. 

 She was withdrawing cash grant as per her needs and she was very happy with the 

programme. 

 

6. Recommendations 
 

 The Bank should be given a time frame for new BDC issuance.  

 It would also help if the importance of keeping the card safe is impressed upon beneficiaries.  
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Case Number: P-Q4-Balochistan-20 

Nature of Case: Non Payment due to Lost BDC  

Complainant/ Beneficiary: Zaliya 

Wife of: Ganjal 

Complainant, if not beneficiary herself Naiz (Political worker)  

Address Village G Chai Shek Abad Tehsil Gadani 

CNIC Number 51508-0566360-6 

PMT Nil 

PSC form number 3346870 

Date Study Completed 5
th
 December 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Zaliya is a 56 year old uneducated woman. She remains at her home to perform 

her household chores and take care of her children. The beneficiary has nine children; six sons 

and three daughters, three of her children are school going. Her husband and son works on daily 

wages in Gadani as fisher men and their combined monthly income is around Rs.15,000. 

 

She lives in a small katcha house with no boundary walls. Her house consists of 2 katcha rooms, 1 

Jhompri and a bathroom. They have very few possessions. 

 

Majority of the villagers are poor and they are also working on daily wages as fisher men. Her 

village is situated 47 km away from the BISP Divisional Office Kalat in Lasbela and 33 km away 

from the BDC centre Hub. Her village has most essential facilities like potable water, electricity, a 

Basic Health Unit and schools. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian 

phase of the programme. In the second phase, she was declared an eligible beneficiary for the 

monthly cash transfer of Rs.1,000. She was not familiar with the BISP Offices or systems but her 

family came to know of these through their neighbours. The BISP PSC survey team visited her 

house in end March 2010 and filled her Poverty Score Card survey form, after which she was 

given an acknowledgement slip. 

 

She did not receive any letter of eligibility, but she was advised by relatives to visit the BISP 

Office and view her payment details, at the BISP office she was told that she was an eligible 

beneficiary for the BISP cash transfers.  She was unaware of the eligibility criteria for BISP and 

only knew that this programme is for the poor. The family did not know about the complaint 

redressal process. 

 

3. How did the Complaint Emerge? 
 

When BISP’s second phase started, the postman started distributing money orders to the eligible 

beneficiaries she also received all her BISP installments albeit with deductions by the postman. 

 

She came to know from a political worker, in the month of February 2012, that her payments 

would be coming from the bank instead of Pakistan Post and that she must get her BDC from the 

BDC Centre Hub. In February 2012, she visited the BDC Centre Gadani to have her BDC and on 

the same day she received her BDC. 
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A few days after getting her 1
st
 payment in May 2012 from the BDC, her son lost her BDC. She 

didn’t explain that if she had the BDC with her from February then why she couldn’t withdraw 

her cash grant for three months. 

 

4. Processing of the Complaint 
 

4.A Providers’ Version  

 

After losing her previous BDC she applied for a new BDC at the BDC centre Hub, which is 

33 km away from her home. A BISP representative guided her to the Bank counter to lodge 

her request. Zaliya gave a written application to the BISP and Bank counters at the BDC 

Centre Hub. She visited the BDC centre Hub with the political worker on 29
th
 June 2012 

taking along with her a copy of her CNIC as a supporting document. Her complaint was 

received by the BISP and Bank counters but she was not given any acknowledgment slip or 

receiving against the written complaint about the loss of her BDC. 

 

This complaint was not registered in the CMS system. The BISP representative simply 

referred the beneficiary to the Bank counter to apply for a new BDC. 

 

The bank representative forwarded her complaint over the phone to the Bank’s main branch, 

Karachi on the same day. The phone banker informed that she would get her new BDC after 

one month but she actually received her new BDC after more than five months and she could 

withdraw her installment in December 2012. 

 

4.B Client’s Version 

 

Zaliya submitted her written complaint for ‘Lost BDC’ with the BISP and Bank counters at 

the BDC centre Hub in the month of June 2012. The Bank representative registered her 

complaint with the bank’s Karachi branch which promised to send her new card after one 

month but she actually received her new BDC after more than five months from the BDC 

centre. 

 

She visited the BDC centre Hub many times during this period and spent Rs.400 on each visit 

to the BDC centre Hub which is 33 km away from her home. 

 

5. What we Learnt  
 

 In this case, her BDC was lost. She applied for a new BDC and after more than five months 

she received her new BDC. Usually such a complaint should be addressed within 15 days. 

 The understanding of the beneficiary was very low regarding complaint redressal mechanism. 

 

6. Recommendations 
 

 The Bank should be given a time frame for new BDC issuance. It would also help if the 

importance of keeping the card safe is impressed upon beneficiaries. 

 After the PSC survey was held and the household was declared eligible, there was no 

communication from BISP to the beneficiary. There is a need to ensure delivery of eligibility 

letters or discrepancy letters to the beneficiary. It may also be helpful, if the beneficiaries are 

informed and educated about complaint redressal mechanism. 

 The Hub BDC centre is the only centre where BDC complaints are addressed and due to ruch 

of beneficiaries, the number of counters at BDC centre may be increased 
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 Clusters may be made by BISP and in each cluster, a group of volunteers may be identified to 

monitor the cash transfers and take complaints from beneficiaries to help submit them to the 

BISP Divisional Office. 

 As the programme is for women empowerment, so female staff should be appointed at the 

BDC centres. 
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Case Number: P-Q4-Balochistan-21 

Nature of Case: Non Payment due to Blank BDC  

Complainant/ Beneficiary: Bibi Sabira 

Wife of: Mohammad Yaqoob  

Complainant, if not beneficiary herself Husband (Mohammad Yaqoob) 

Address Chamsha Kalat Tehsil kalat 

CNIC Number 51201-8801440-2 

PMT Nil 

PSC form number 4422781 

Date Study Completed 1
st
 December 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Bibi Sabira, is a 45 year old illiterate woman. She remains at home to perform 

her household’s chores and take care of her children. She is a mother of eight children; six sons 

and two daughters. Two of her children are school going. Her husband and son works on daily 

wages and their combined monthly income is around Rs.10,000. She lives in a small kacha house 

consisting of 2 katcha rooms, a Jhompri, a bathroom and a kitchen. 

 

A majority of the population in the area is poor and works on daily wages. Her village is situated 

07 kms away from the BDC centre and 417KM away from the BISP Divisional Office Kalat. Her 

locality has most essential facilities like clean drinking water, a Basic Health Unit and schools for 

girls and boys. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP cash transfer scheme under Parliamentarian’s phase 

of the programme. In the second phase, she was declared an eligible beneficiary for the monthly 

cash transfer of Rs.1,000. She was not familiar with the BISP Offices or systems but her family 

came to know of these through relatives. The PSC survey team visited her house in April 2010 

and filled her Poverty Score Card survey form, after which she was given an acknowledgement 

slip. 

 

She did not receive any letter of eligibility, but she was advised by relatives to visit the BISP 

office and view her payment details. At the BISP office she was told that she was an eligible 

beneficiary for the BISP cash transfers.  She was unaware of the eligibility criteria for BISP and 

only knew that this programme is for the poor. The family did not know about the complaint 

redressal process but she was guided in this regard by the BISP staff at the BDC centre kalat. 

 

3. How did the Complaint Emerge? 
 

When the BISP’s second phase started, the postman started distributing money orders to the 

eligible beneficiaries. She was regularly getting her BISP installments with small deductions by 

the postman but she never registered a complaint against the postman. 

 

She came to know from BISP volunteers, in the month of October 2012, that her payments would 

be coming from the bank instead of Pakistan Post and that she must get her BDC from the BDC 

Centre Kalat. In the last week of October 2012, she visited the BDC Centre to have her BDC 

issued and received it on the same day. 

 

A few days after getting her BDC, her husband visited a Ufone franchise where he came to know 

that the card is blank (doesn’t have data) and it was not working. 
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4. Processing of the Complaint 
 

4.A Provider’s Version  

 

Bibi Sabira’s husband submitted a written complaint to the BISP and Bank counters at the 

BDC Centre Kalat to request a new BDC as her earlier issued BDC was a blank. Her husband 

visited the BDC centre Kalat on 6
th
 November 2012 taking along with him a copy of Sabira’s 

CNIC as a supporting document. At the BDC centre her husband met with BISP and Bank 

staff. This complaint was not registered in the CMS system. The BISP representative simply 

referred the beneficiary to the Bank counter to apply for a new BDC. 

 

On the same day, her complaint was forwarded by the bank counter to the Bank’s main 

branch, Karachi for further processing and activation of her BDC. 

 

Over five months have lapsed and till April 2013 there was no response from the Bank’s main 

Branch in Karachi even though the bank representative has been sending reminders. 

 

4.B Clients Version 

 

After submitting the written application requesting a new BDC, staff told her husband to visit 

the BDC centre after two weeks to collect her new BDC. She was not given any 

acknowledgment regarding her written complaint about Dummy/inactive BDC. At the Bank 

level her application was received and it was registered over the phone with the Karachi 

branch where her case is still pending. 

 

Her husband visited the BDC centre Kalat 04 times in 3 months and spent Rs.150 on each 

round trip. 

 

The beneficiary was worried about her payments; cash has been deposited in her account but 

she cannot withdraw it as she has not received a new BDC and her complaint has not been 

addressed though more than five months have passed since she lodged her complaint. 

 

She was more satisfied with the old payment method even though the postman was illegally 

deducting Rs.200 on each installment.  

 

5. What we Learnt? 
 

 In this case, she got a blank BDC (without any data). She applied for a new BDC and her case 

was referred to Karachi branch. Her husband was told that she will get the replacement BDC 

after two weeks but five months have passed and the issue is still pending.  

 The beneficiary was not satisfied with the change in mode of payment. She considers that the 

post office payment method was more convenient for her.  

 The understanding of the beneficiary was very low regarding complaint redressal mechanism. 

 

6. Recommendations 
 

 These complaints must be addressed in time. In this case she has been waiting for the last five 

months and her complaint has not been addressed. 

 The BDCs must be quality checked by the Bank before they are issued to the beneficiary as 

their malfunction/failure can cause the beneficiary a great deal of trouble. 

 After the PSC survey was held and the household was declared eligible, there was no 

communication from BISP to the beneficiary. There is a need to ensure delivery of eligibility 
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letters or discrepancy letters to the beneficiary. It may also be helpful, if the beneficiaries are 

informed and educated about complaint registration mechanism. 

 Clusters may be made by BISP and in each cluster, a group of volunteers may be identified to 

monitor the cash transfers and take complaints from beneficiaries to help submit them to the 

BISP Divisional Office. 

 

 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 1 - Payment Case Studies 

P-Q4-Balochistan-22 
 

J40252715 

GHK Consulting Ltd. 130 

Case Number P-Q4-Balochistan-22 

Nature of Case: Non Payment due to Lost PIN code 

Complainant/ Beneficiary: Hayat Bibi  

Wife/Widow/Daughter of: Mohammad Yaqoob 

Complainant, if not beneficiary herself  

Address Basti Mussa Khan Tehsil Dhadar District Kachi 

CNIC Number 5310214391414 

PMT  

PSC form number 3224377 

Date Study Completed 10
th
 January 2013 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary, Hayat Bibi wife of Mohammad Yaqoob is a 25 year old uneducated woman. She 

lives in Basti Mussa Khan Dhadar District Kachi, she stays at home to perform her household 

chores and take care of her children, she is also responsible for tending to livestock. The 

beneficiary is a mother of three children; two sons and a daughter, none of them are enrolled at 

any school. 

 

The beneficiary has a small katcha house consisting of 1 katcha room, 1 Jhuggi and a bathroom. 

They don’t have a kitchen, she uses the same room as a makeshift kitchen. They have very limited 

possessions. Her husband is working on daily wages in Dhadar and his monthly income is around 

Rs.6,000. 

 

Most of the local villagers are poor and work on daily wages or have private jobs. Basti Mussa 

Khan Dhadar District Kachi is situated around 32km away from the BISP Divisional Office Sibi. 

Her village has no essential facilities like drinking water, electricity, a Basic Health Unit or 

schools for boys and girls. They use water from a nearby stream which comes from Bolan valley 

for drinking. 

 

District Kachi is a politically disturbed area; tribal conflict is incessant. Hundreds of people from 

various areas have been killed in the district, due to which it is often difficult to get jobs in the 

area and most necessities are very expensive. The situation makes life in the district very 

challenging. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the Parliamentarian’s Phase, but in the second phase, she was 

declared an eligible beneficiary for the monthly cash transfers. She was not familiar with BISP or 

the location of its offices, but she came to know of these from her husband who made enquiries in 

the village. All she knew about the Programme was that the newly elected government had started 

it for the poor people of Pakistan. The BISP PSC Survey team visited her house in the summer of 

2010 and took all her information for her PSC form, after which she was given an 

acknowledgement slip. 

 

She plans to spend the cash on buying clothes for her children. 

 

3. How did the Complaint Emerge?  
 

In March 2012, the postman started distributing money orders to the eligible beneficiaries of 

BISP’s 2
nd

 phase. Hayat Bibi was also regularly paid by BISP through Pakistan Post, on receiving 

the cash grant, she was very happy. 
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Till March 2012, she got all her installments from the post office. She was then informed by a 

local activist in the month of June 2012 that her next payment would be delivered through bank 

instead of Pakistan Post and she needs to get her BDC from the BDC centre Dhadar. 

 

In the last week of October 2012, she visited BDC centre Dhadar and on the same day she got her 

BDC. After getting her BDC but before withdrawing even her first instalment she lost her BDC 

PIN code. 

 

4. Processing of the Complaint 
 

4.A Provider’s Version 

 

Hayat Bibi’s husband gave a written complaint to the Field Supervisor Dhadar for further 

processing of his wife’s PIN lost complaint on 30
th
 October 2012. In her written complaint 

she stated that she requested for a new BDC PIN code. He submitted a copy of her CNIC with 

her complaint. 

 

The complainant was not given any acknowledgment slip or receiving against the written 

complaint. 

 

Her complaint was entered manually in a register by the BISP staff, this case was then 

forwarded to the bank the same day for further processing and the same day the Bank 

representative called the bank helpline and got a new PIN code. After necessary verifications 

it was given to her and her complaint was resolved successfully on the same day. 

 

4.B Client’s Version 

 

Hayat Bibi and her husband were not familiar with the BISP office or the complaint redressal 

process, so they took guidance from the local activist. 

 

The next day she applied for a new PIN code from the BDC centre Dhadar, which is 1 km 

away from her home. They visited only once and had to spend 30 minutes travelling. 

 

Her husband submitted her application with the Field Supervisor BISP Dhadar on 30
th
 

October 2012 and on the same day her case was sent to the Banks Head Office. Bank staff 

issued her a new PIN code on the same day after necessary verifications. Her case was 

resolved. 

 

She was very happy as her case was resolved just in few minutes and she is sure that in future, 

if she faces such problems they can resolve her issue with support of the Bank’s helpline. 

 

5. What we Learnt?  
 

 In this case, Hayat Bibi lost her BDC’s PIN code and she applied for a new PIN code. On the 

same day her case was forwarded to Bank for redressal. Bank staff after checking her BDC 

and making CNIC verifications issued a new  PIN code and her case was resolved the same 

day, she is very happy. 

 The understanding of the beneficiary was very low regarding complaint redressal, while her 

husband had learnt about some of the process of lodging a complaint from the area activist. 

 At BISP level, divisional office Sibi has made a group of volunteers in different locations 

with the support of whom they are monitoring the payment process. With the support of 

volunteers’ beneficiaries can submit complaints at the BISP Office. 
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6. Recommendations 
 

 As experienced in this case, complaints for PIN code should be addressed via bank helpline 

on the same day. 

 There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary and must apply any mechanism for the information of beneficiary regarding to 

mode of payment. It may also be helpful if the beneficiaries are informed and educated about 

the complaint registration mechanism. 

 There is a need to create awareness amongst women regarding the cash grant program since it 

is especially designed to empower them. 
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Case Number: P-Q4-Balochistan-23 

Nature of Case: Non Payment due to Lost BDC  

Complainant/ Beneficiary: Rashida 

Wife of: Mohammad Saroo 

Complainant, if not beneficiary herself  

Address TTC colony Gawadar Shomali Tehsil Gawadar  

CNIC Number 52101-5682495-2 

PMT Nil 

PSC form number 4109323 

Date Study Completed 11
th
 November 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary, Rashida, is a 37 year old illiterate woman. She stays at home to perform her 

domestic chores and take care of her children. The beneficiary is a mother of five children; three 

sons and two daughters. Her husband works on daily wages in Gawadar as a fisher man and his 

monthly income is around Rs.8,000. Her husband is responsible for running the household’s 

kitchen. 

 

She lives in a mud (katcha) house. Her home consists of 2 katcha rooms and a bathroom. They 

have very few possessions. 

 

Majority of the villagers are poor and they are working on daily wages as well. Her village is 

situated 83 km away from the BISP Divisional Office Makran. Her village has most essential 

civic amenities like, electricity, a Basic Health Unit and Schools. However potable water is not 

available. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian’s 

phase of the programme. In the second phase, she was declared an eligible beneficiary for the 

monthly cash transfer of Rs.1,000. She was not familiar with the BISP Offices or systems but her 

family came to know of these through her relatives. The BISP PSC survey team visited her house 

in April 2010 and filled her Poverty Score Card survey form, after which she was given an 

acknowledgement slip. 

 

She did not receive any letter of eligibility, but she was advised by relatives to visit the BISP 

office and check her payment details. At the BISP office she was told that she was an eligible 

beneficiary for the BISP cash transfers.  She was unaware of the eligibility criteria for BISP and 

only knew that this programme is for the poor. The family did not know about the complaint 

redressal process initially. 

 

3. How did the Complaint Emerge? 
 

When the BISP’s second phase started, the postman started distributing money orders to the 

eligible beneficiaries. She was also paid all the BISP installments by the postman. 

 

She came to know from a political worker and volunteer for BISP, Abdullah Baloch, in the month 

of July 2012 that her payments would be coming from the bank instead of Pakistan Post and that 

she must get her BDC from the BDC Centre Gawadar. She informed that in July 2012 she visited 

the BDC Centre Gawadar and on the same day she succeeded in receiving her BDC. 

 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 1 - Payment Case Studies 

P-Q4-Balochistan-23 
 

J40252715 

GHK Consulting Ltd. 134 

A few days after getting her new BDC she lost it and in October 2012 and applied for a new BDC 

at the BDC centre Gwadar, which is 1 km away from her home. A BISP representative guided her 

to the Bank counter to lodge her request. 

 

4. Processing of the Complaint 
 

4.A Providers’ Version 

 

Rashida gave a written application to the BISP and Bank counters at the BDC Centre Gawdar 

to request a new BDC on 16
th
 October 2012 and submitted a copy of her CNIC as a 

supporting document. This complaint was not registered in the CMS system. The BISP 

representative simply referred the beneficiary to the Bank counter to apply for a new BDC. 

Her complaint was not entered in any register by the BISP or Bank staff, her case is still 

pending with the bank’s main branch in Karachi. 

 

The Bank representative forwarded her request on telephone to the bank’s Karachi Head 

Office on the same day. The Head Office responded by informing that she would get her new 

BDC after 15 days. About six months have passed but her case was pending.  

 

4.B Clients’ Version 

 

Rashida submitted her written complaint for ‘Lost BDC’ with the BISP and Bank counters at 

the BDC centre Gwader in October 2012. She was not given any acknowledgment regarding 

her written complaint. 

 

The case was communicated to the Bank’s head Office and she was informed that a new BDC 

would be issued within 15 days. About six months have passed but her case was pending. 

 

She visited the BDC centre Gawadar many times for the follow up of her complaint by 

spending Rs.50 on each visit. 

 

She wanted to change the mode of payment again. She thought that until the existing deposit 

is not withdrawn from her account the next grant would not be deposited. She was unsure 

about whether or not she would get a new BDC. 

 

5. What we Learnt  
 

 In this case, her BDC was lost and she applied for a new BDC, a case which is still pending 

and she has not received her new BDC /PIN code. 

 The beneficiary was highly disappointed as she was unable to withdraw her cash grant as her 

complaint has not been addressed for the last six months. 

 The understanding of the beneficiary was very low regarding complaint redressal mechanism. 

 The beneficiary was worried as she was thinking would not get cash grant after losing her 

BDC. 

 

6. Recommendations 
 

 The importance of BDC and PIN code must be impressed upon the beneficiaries. 

 After the PSC survey was held and the household was declared eligible, there was no 

communication from BISP to the beneficiary. There is a need to ensure delivery of eligibility 

letters or discrepancy letters to the beneficiary. It may also be helpful, if the beneficiaries are 

informed and educated about complaint registration mechanism. 
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 The Bank may be given time line for the issuance of new BDC. 

 Clusters may be made by BISP and in each cluster, a group of volunteers may be identified to 

monitor the cash transfers and take complaints from beneficiaries to help submit them to the 

BISP Divisional Office. 

 As the programme is for women empowerment, female staff should be appointed at the BDC 

centres. 
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Case Number P-Q4-Balochistan-24 

Nature of Case: Non Payment due to Lost PIN code 

Complainant/ Beneficiary: Mai Shawel  

Widow of: Ilahi Bukhsh 

Complainant, if not beneficiary herself  

Address Behri post office Mittari, Tehsil Dhadar, District Kachi 

CNIC Number 5310256614934 

PMT  

PSC form number 3299188 

Date Study Completed 10
th
 January 2013 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary, Mai Shawel, Widow of Ilahi Bukhsh, is a 47 year old uneducated woman. She 

belongs to Behri in District Kachi, near peer Tiyar Ghazi Jacobabad road, which is one of the 

most religious and poor areas of the district. Due to cultural restraints it is unacceptable for 

women to work outside their homes. 

 

The beneficiary remains at her home and performs her household chores and takes care of her 

children, and tends to the family’s livestock. The beneficiary has seven children; three sons and 

four daughters. Her son is working on daily wages in DM Jamali and his monthly income is 

around Rs.7,000; he is the sole breadwinner. 

 

The beneficiary has a small house consisting of 2 katcha rooms, 1 bathroom and a kitchen; they 

have very few possessions in their house. Most other villagers are also poor and work for daily 

wages or have private jobs. 

 

Her village is situated around 45 km away from the BISP Divisional Office Sibi. Her village does 

not have most essentials like drinking water, electricity, a Basic Health Unit, or schools for boys 

or girls. 

 

District Kachi is one the most politically disturbed districts of Balochistan, most of the 

government offices, the district governmental hall, tehsil offices, Banks and even the BISP office 

have been set on fire by unknown miscreants. Due to this uncertainty, life for locals is 

increasingly challenging and difficult. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase 1, but in the second phase, 

she was declared an eligible beneficiary for the monthly cash transfers. She was not familiar with 

BISP or the location of its offices, but she came to know about these from her son who made 

enquiries in the village. All she knew about the Programme was that the newly elected 

government had started it for the poor. The BISP PSC Survey team visited her house in the 

summer of 2010 and took all her information and filled her PSC form, after which she was given 

an acknowledgement slip. 

 

3. How did the Complaint Emerge?  
 

In March 2012, the postman started distributing money orders to the eligible beneficiaries of BISP 

2
nd

 phase. Mai Shawel was also paid installments by BISP, on receiving the cash, she was very 

happy. 
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She got her installments till March 2012 from the post office, she was then informed by a local 

activist in the month of July 2012 that her next payment would be delivered through bank instead 

of Pakistan Post and she has to get her BDC from BDC centre Dhadar. In the 2
nd

 week of 

November 2012, she visited the BDC centre Dhadar and on same day got her BDC. 

 

After getting her BDC and before withdrawing her first payment, she lost her BDC’s PIN code 

and applied for a new PIN at the BDC centre Dhadar which is 45 km away from her home. Her 

son submitted her application with the Field Supervisor BISP Dhadar on 26
th
 November 2012. 

 

4. Processing of the Complaint 
 

4.A Providers’ Version 

 

Mai Shawel’s son gave a written application to the Field Supervisor Dhadar for the 

processing of his mother’s BDC issue on 26
th
 November 2012. In her written complaint she 

stated that she had lost her BDC PIN code and wished to request a new one. He gave in a 

copy of her CNIC as a supporting document. 

 

At BISP level, her complaint was received by BISP counter; the complainant was not given 

any acknowledgment slip or receiving against the written complaint about lost BDC PIN 

code. Her complaint was entered manually in a register by the BISP representative. 

 

This case was forwarded to the Bank same day for further processing. At the bank level, her 

case was communicated to the bank’s main branch in Karachi for the issuance of a new BDC 

PIN code. In January 2013 she received her PIN code and withdrew her first BISP installment 

through BDC on 28 January 2013. 

 

4.B Client’s Version 

 

Mai Shawel and her son were not familiar with the BISP office or the complaint redressal 

process, so they asked an activist of the area about the mechanism for registering a complaint. 

Mai Shawel’s son submitted her application for a new BDC PIN on 26
th
 November 2012, at 

the BISP BDC centre Dhadar. No acknowledgement slip was issued to the complainant to be 

used as a reference. 

 

Her case was communicated to the Bank’s main branch in Karachi for further processing; the 

complainant was told to expect a new PIN after 15 days. She received a new PIN on in 

January after about two months. 

 

Her village is around 50 km away from the BDC centre Dhadar. The complainant has visited 

the Centre more than 4 times and spent Rs.50 on each visit. Along with this Rs 50, he had to 

sacrifice Rs.250 in daily wages each time as well. 

 

The beneficiary was worried about her payments. Her instalment was deposited in her 

account but due to the misplaced PIN, she was able to withdraw it after more than two 

months. She said that she was happier with receiving money orders from the Pakistan Post; 

the postman was deducting Rs.200 on each instalment but she at least was getting the money 

at her door steps. 
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5. What we Learnt  
 

 In this case, Mai Shawel Lost her BDC PIN code and applied for BDC new PIN code, on the 

same day her case was forwarded to the bank. She received her new PIN code after more than 

two months. 

 The understanding of the beneficiary was very low regarding complaint redressal, whilst her 

son had learnt about some of the process of lodging a complaint from an area activist. 

 The TPE team discovered that another complainant also had a similar issue but that 

beneficiary’s case was resolved on the same day through bank helpline; it was not forwarded 

to Karachi. The TPE team did not get a satisfactory answer as to why different procedures 

were followed for different beneficiaries. 

 

6. Recommendations 
 

 The importance of BDC and PIN code must be impressed upon the beneficiaries. 

 After the PSC survey was held and the relevant households were declared eligible, there was 

no communication from BISP to the beneficiaries. There is a need to ensure delivery of the 

eligibility letter or discrepancy letter to the beneficiary and must apply any mechanism for the 

information of beneficiary regarding to mode of payment. It may also be helpful if the 

beneficiaries are informed and educated about the complaint registration mechanism. 

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them.  

 The Bank and BISP representative may be given training on problem solving and their 

capacity needs strengthening. 
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Case Number P-Q4-Balochistan-25 

Nature of Case: Non Payment due to lost BDC PIN Code 

Complainant/ Beneficiary: Durnaz 

Wife/Widow/Daughter of: Jaffar Khan 

Complainant, if not beneficiary herself  

Address Goth Gul Hassan Manjoo, Tehsil Tamboo, District 

Naseerabad 

CNIC Number 5340521401432 

PMT  

PSC form number 3128399 

Date Study Completed 13
th
 December 2012 

 

1. Receiver Woman/ Complainant’s Profile and Background Information 
 

The beneficiary Durnaz wife of Jaffar Khan is a 37 years old uneducated  housewife and remains 

at her home to perform household duties and to take care for her children. She has 8 children (5 

sons and 3 daughters). She lives in a mud (katcha) house without any boundary walls. Her house 

consists of 2 katcha rooms, 1 bathroom and no kitchen. 

 

Her husband works on daily wages in the village and his monthly income is around Rs.5,000. Her 

husband is the sole breadwinner of the family. Majority of the villagers are poor and are working 

on daily wages. The village is situated 20 km away from the BISP Divisional office Naseerabad. 

Her village has no potable water; however, there is electricity, a Basic Health Unit and schools for 

boys and girls. They collect rain water for drinking. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP cash transfer scheme under the Parliamentarian’s 

Phase, but after her PSC Survey she was declared an eligible beneficiary. The BISP survey team 

visited her house in the spring of 2010 and filled her Poverty Score Card survey form, after which 

she was given an acknowledgement slip. She was not familiar with the BISP offices or their 

functions but her family came to learn of it from relatives.  

 

She did not receive any letter of eligibility, but was informed by a local influential of her village 

that she had been selected an eligible beneficiary for the BISP cash transfers. She was unaware of 

the eligibility criteria for BISP and only knew that this programme is for the poor. The family did 

not know about the complaint redressal process but she was guided in this regard by the local 

influential.  

 

In January 2011, the postman of Naseerabad Post office started distributing money orders to the 

eligible beneficiaries of the BISP’s 2
nd

 phase. Durnaz was also paid her installments through 

money orders by the postman. On receiving the cash transfers, she was very happy.  

 

After receiving many money orders from the post office, she was informed by a local activist in 

March 2012 that her next payment would be delivered through bank instead of Post Office. 

Therefore she would have to get her BDC from BDC Centre Naseerabad enabling her to withdraw 

her installments from an ATM or franchise. In the 2
nd

 week of March 2012, she visited the BDC 

Centre Naseerabad and on the same day she got her BDC issued.  
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3. How did the Complaint Emerge? 
 

Some months after withdrawing her first instalment in April 2012 through the BDC she lost her 

BDC PIN Code which she had noted on a piece of paper. 

 

4. Processing of the Complaint 
 

4.A Providers’ version  

 

On 8
th
 October 2012, her husband gave a written application to BISP Field Supervisor BDC 

Centre Naseerabad requesting a new PIN Code. Her husband took with him a copy of 

Durnaz’s CNIC as a supporting document.  

 

The complainant was received at the BISP counter by the BISP representative; he was not 

given any acknowledgment slip for receiving the written application. The complaint was 

entered manually in a register by the BISP. This complaint was not registered in the CMS as 

the system does not cater the payment related complaints. 

 

The case was forwarded to the bank counter and on the same day, after necessary 

verifications he was issued a new BDC PIN Code. 

 

4.B Client’s Version 

 

Her husband submitted a written application requesting a new BDC PIN Code with the BISP 

Field Supervisor at BDC Centre Naseerabad on 8
th
 October 2012. He was guided to the bank 

counter where bank staff issued a new BDC PIN Code on the same day after necessary 

verifications. The case was resolved and now she is regularly getting her BISP cash transfers 

through the BDC. 

 

The complainant visited the BDC Centre only once, it took him 2 hours in total and he had to 

spend Rs.200 on the round trip. 

 

5. What we Learnt  
 

 In this case, complainant lost her BDC PIN Code and she applied for a new code at BDC 

Centre. On the same day her case was forwarded to the bank counter where bank staff, after 

checking her BDC and making necessary verifications, issued a new BDC PIN Code. The 

case was resolved efficiently. She was happily withdrawing her monthly cash transfers 

through her BDC. 

 The understanding of the beneficiary was very low regarding complaint redressal mechanism, 

while her husband had learnt about the process from the local activist.  

 At BISP level, Divisional Office Naseerabad has made a group of volunteers in different 

locations with the support of whom they are monitoring the payment process. With the 

support of volunteers, beneficiaries can submit complaints at the BISP Office. 

 

6. Recommendations 
 

 It is essential that importance of keeping their BDC and PIN Code in safe custody is 

explained to the beneficiaries.  

 Banks must follow the standard protocol of generating new PIN Codes on helpline as this 

results in redressal of the complaint within a few minutes. 
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Case Number P-Q4-Balochistan-26 

Nature of Case: Non Payment of MOs by Postman 

Complainant/ Beneficiary: Hurmat Khatoon  

Wife/ of: Mohammad Alim 

Complainant, if not beneficiary herself  

Address Killi Zor Abad Nokundi Tehsil Taftan District Chaghi 

CNIC Number 5410322015260 

PMT  

PSC form number 4039326 

Date Study Completed 18
th
 November 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Hurmat Khatoon, wife of Mohammad Alim, is a 39 years old woman. She is 

educated up to the middle school level. Due to cultural restraints she does not work outside the 

home; she takes care of the household and rears the family’s livestock. The beneficiary is a 

mother of five children; four sons and one daughter, none of them are enrolled at school. Her 

husband is working on daily wages in Nokundi and his monthly income is around Rs.9,000. 

 

The beneficiary has a small house consisting of 4 katcha rooms, 1 bathroom and a kitchen with 

limited household and kitchen items. Most of the villagers are poor and work on daily wages or 

have private jobs. 

 

Her village Killi Zar Abad, Nokundi is situated around 550 km away from the BISP Divisional 

Office Quetta and around 250 km away from the Noshki District office (location of the BDC 

centre). Her village has most essential facilities like clean drinking water, electricity, a Basic 

Health Unit, schools for boys and girls. 

 

Being close to Iran, most of the locals depend upon Iran the government which provides 

electricity to the area. Electricity is available 24/7 in her area. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in BISP’s Parliamentarian Phase, but in the second phase, she 

was declared an eligible beneficiary for the monthly cash transfers. She was not familiar with 

BISP or the location of its offices, but she came to know about these from her husband after he 

made enquiries in the village. All she knew about the Programme was that the newly elected 

government had started it for the poor people of Pakistan. The BISP PSC Survey team visited her 

house in the summer of 2010 and took all her information and filled her PSC form, after which 

she was given an acknowledgement slip. 

 

She plans to spend the cash transfers on her medication. 

 

3. How did the Complaint Emerge?  
 

When the phase one was completed and phase two started, the postman started distributing 

Money Orders in summer 2011 to the eligible beneficiaries of the PSC phase. Hurmat Khatoon 

also received her MOs and she was very happy. After getting her 7
th
 instalment, her payments 

stopped. 

 

Her husband visited the post office to collect his wife’s payments but he was told that his wife is 

no more a beneficiary according to post office records. In March 2012 her husband met the Field 
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Supervisor Noshki at BISP District office Noshki (BDC Centre), who checked his wife’s status on 

the BISP website. He informed that Hurmat Khatoon was an active and eligible beneficiary and 

her instalments are being delivered to her as shown on Payment Details at the BISP web site.  

 

4. Processing of the Complaint  
 

4.A Provider’s Version  

 

Hurmat Khatoon’s husband submitted a written complaint to the local political worker Gulam 

Nabi Comrade on 13
th
 July 2012 to request the recovery of her embezzled MOs. The political 

worker Gulam Nabi Comrade submitted the written complaint at the BISP District Office, 

Noshki on the same day, along with  complaints of other beneficiaries for necessary action. 

 

At the BISP level, her complaint was received by the Field Supervisor, but Gulam Nabi 

Comrade was not given any acknowledgment slip or receiving against the written complaint. 

 

Hurmat Khatoon’s complaint was entered manually in a register and the Field Supervisor 

stated that he had sent her complaint to the Pakistan Post, GPO Quetta on 16
th
 of July 2012 to 

request formal enquiry into the matter. 

 

When the BISP-TPE team visited the Pakistan Post, GPO Quetta the Assistant Superintendent 

denied having received any letter or complaint with regard to Hurmat Khatoon. No action had 

been taken as the complaint had never been received. The BISP team did not have any 

documentary proof of sending her complaint to GPO Quetta. The case is therefore still 

pending at the BISP and Pakistan Post level. 

 

4.B Client’s Version 

 

In this case Hurmat Khatoon’s husband and the political worker Gulam Nabi Comrade 

submitted a complaint against non-payment by the Pakistan Post on 13
th
 July 2012, at the 

BISP District office Noshki. No acknowledgement slip was issued to the complainant to be 

used as a reference. The BISP District Supervisor sent it to the DS of Pakistan Post GPO 

Quetta with all similar cases, for further processing with a request for inquiry against Post 

Office Chaghi. The complaint was entered in the complaint register dated 13
th
 July 2012. 

 

The complainant could visit the BISP Field Supervisor only once. She couldn’t visit later as 

she did not have money for travel. Her village is around 550 km away from the BISP 

Divisional Office Quetta located in Quetta city and her husband cannot afford to pay the fare 

for the trip. 

 

Her issue is still unresolved. 

 

The beneficiary was very happy with the programme but disappointed as she was told that her 

payments have been stopped by BISP, Islamabad. 

 

5. What we Learnt  
 

 In this case, according to BISP they sent her case with a covering letter to Pakistan Post for 

inquiry, but the Pakistan Post denies receiving any such complaint from BISP. Her case has 

not been resolved. 
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 The understanding of the beneficiary was very low regarding complaint redressal, while her 

husband had learnt about some of the process of lodging a complaint from the political 

worker. 

 At BISP level, District office Noshki has made a group of volunteers in different locations 

with the support of whom they are monitoring the payment process. With the support of 

volunteer’s beneficiaries can submit complaints at the BISP Office. 

 

6. Recommendations 
 

 BISP must ensure protocols to ensure that complaints are sent to the Pakistan Post and then 

duly followed up by the GPO staff.  

 After the PSC survey was held and the relevant households were declared eligible, there was 

no communication from BISP to the beneficiaries. 

 There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary and must apply any mechanism for informing beneficiary regarding mode of 

payment. It would also be helpful if the beneficiaries are informed and educated about the 

complaint registration mechanism. 

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them.  
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Case Number P-Q4-Balochistan-27 

Nature of Case: Non Payment of MOs by Postman   

Complainant/ Beneficiary: Zeba 

Widow of: Abdul Sattar 

Complainant, if not beneficiary herself  

Address Killi Zor Abad Nokundi Tehsil Taftan District Chaghi 

CNIC Number 5410479679982 

PMT  

PSC form number 3684295 

Date Study Completed 18
th
 November 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Zeba widow of Abdul Sattar, is a 47 year old uneducated woman. She belongs to 

Killi Zar Abad which is situated on the Iran boarder 8 km away from Nokundi city. Due to lack of 

work opportunities and cultural restraints she remains at home to perform her household chores 

and take care of her children. She is also responsible for rearing her family’s livestock. The 

beneficiary is a mother of seven children; three sons and four daughters, none of them are 

enrolled at any school. Her son is working on daily wages in Nokundi and his monthly income is 

around Rs.6, 000. The beneficiary is a widow therefore her son is responsible for running the 

household’s expenditure. 

 

The beneficiary has a small katcha house consisting of 3 rooms, a bathroom and a kitchen with 

very limited household and kitchen items. Most of her fellow villagers are poor and work for 

daily wages or have private jobs. 

 

Her village Killi Zar Abad is situated around 560 km away from the BISP Divisional Office 

Quetta. Her village has no essential facilities like drinking water, electricity, a Basic Health Unit, 

or schools for boys and girls. She draws water from a hand pump for drinking; the pump was 

installed by UNDP under the mandate of the RAHA (Refugees Affected and Hosting Areas) 

programme. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in BISP’s Parliamentarian Phase, but in the second phase, she 

was declared an eligible beneficiary for the monthly cash transfers. She was not familiar with 

BISP or the location of its offices, but she came to know about them from her son after he made 

enquiries in the village. All she knew about the Programme was that the elected government had 

started it for the poor peoples of Pakistan. The BISP PSC Survey team visited her house in the 

summer of 2010 and took all her information and filled her PSC form, after which she was given 

an acknowledgement slip. 

 

In January 2013 she was advised by the social worker that she should collect BDC as the payment 

mode is being changed from Pakistan Post to Bank. She informed that she went with her son to 

the BDC Centre Noshki and collected her BDC. 

 

3. How did the Complaint Emerge?  
 

When phase one was completed and phase two started, the postman started distributing Money 

Orders in the summers of 2011 to the eligible beneficiaries. Zeba also received her monthly cash 

transfers and she was very happy. After she got her 5
th
 Instalment, her payments abruptly stopped. 
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Her son visited the post office to collect his mother’s payments but he was told that his mother 

was no longer a beneficiary according to the post office records. In July 2012 her son met with the 

Noshki Field Supervisor at the Noshki BDC centre, who checked his Mother’s status on the BISP 

website. Upon checking the BISP website he came to know that Zeba is indeed eligible and her 

successive instalments have been shown as delivered as per her Payment Detail on BISP web site  

 

4. Processing of the Complaint  
 

4.A Provider’s Version  

 

Zeba’s son submitted a written complaint to the local political worker Gulam Nabi Comrade 

on 25 July 2012 to submit at BISP District office Noshki for further processing and recovery 

of her money, who submitted the written complaint at the BISP District Office, Noshki the 

same day, along with similar complaints from other beneficiaries for further processing and 

necessary action. At the BISP level, her complaint was received by the Field Supervisor, but 

the complainant, Gulam Nabi Comrade, was not given any acknowledgment slip or receiving 

for the written complaint. 

 

Zeba’s complaint was entered manually in a register and as Field Supervisor stated that he 

had sent her complaint to the DS Pakistan Post, Quetta GPO on 30
th
 of July 2012 for further 

processing requesting a formal inquiry. The BISP-TPE team visited the Pakistan Post GPO 

Quetta regarding Zeba’s case. The Pakistan Post representative for BISP cases claimed that 

they had never received her case, due to which no action has been taken. BISP had no 

documentary proof that they had sent the case to the GPO Quetta for further processing. 

 

The complaint therefore is still pending at both the BISP and Pakistan Post levels.  

 

4.B Client’s Version 

 

In this case Zeba’s son and political worker Gulam Nabi comrade submitted an application of 

non-payment from Pakistan Post on 25
th
 July 2012 at the BISP District Office Noshki. Zeba 

and her son were not familiar with the BISP Office or the complaint redressal process, so they 

contacted an activist of the area to support them in registering a complaint. 

 

The BISP District Supervisor claimed to have sent it to the DS of Pakistan Post Divisional 

office Quetta with all the similar cases. No acknowledgement slip was issued to the 

complainant to be used as a reference. 

 

The beneficiary was very happy from the programme but disappointed from the process of 

complaint as she was told by the postman that her payments have been stopped by the BISP 

office, Islamabad. The complaint had not been followed up due to the complainant’s financial 

constraints and it seems unlikely that her complaint would be addressed. 

 

5. What we Learnt  
 

 In this case, according to the BISP, they sent her case with a covering letter to the Pakistan 

Post for inquiry, but the Pakistan Post informed that they did not receive any complaint from 

BISP. There is no mechanism in place to ensure the case has been forwarded and is being 

pursued actively for resolution. 

 The understanding of the beneficiary was very low regarding complaint redressal mechanism, 

while her husband had learnt about some of the process of lodging a complaint from the 

political worker. 
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 At BISP level, District office Noshki has made a group of volunteers in different locations 

with the support of whom they are monitoring the payment process. With the support of 

volunteer’s beneficiaries can submit complaints at the BISP Office. 

 

6. Recommendations 
 

 It is essential that some mechanism for monitoring the enquiry process at the Pakistan Post 

level be established. The process of holding joint inquiries is not being actively pursued. 

 After the PSC survey was held and the relevant households were declared eligible, there was 

no communication from BISP to the beneficiaries. 

 There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary and must apply any mechanism for the information of beneficiary regarding mode 

of payment. It may also be helpful if the beneficiaries are informed and educated about the 

complaint registration mechanism. 

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them. 
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Case Number P-Q4-Balochistan-28 

Nature of Case: Non Payment of MOs by the Postman 

Complainant/ Beneficiary: Bibi Rasheeda 

Wife of: Shahin Shah 

Complainant, if not beneficiary herself  

Address Goth Syed Saleem Shah, Kirthar Canal post office Rojhan 

Jamali Teshil Jhat Pat District Jaffarabad 

CNIC Number 5320119692718 

PMT  

PSC form number 3228011 

Date Study Completed 13
th
 October 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Bibi Rasheeda wife of Syed Kamil Shah is a 32 years old illiterate woman. She 

belongs to a flood affected area. She remains at her home to perform her household chores and 

take care of her children. The beneficiary is a mother of three children; two sons and a daughter, 

none of them are enrolled at school. Her husband is unemployed but her son in working on daily 

wages. His monthly income is around Rs.6,000. 

 

The beneficiary has a small katcha house consisting of 2 rooms and a bathroom. They have no 

kitchen and cook in their living space. The area she lives in is generally a poor locality. 

 

Her village Goth Syed Saleem Shah is situated around 25 km away from the BDC Centre, Dera 

Allahyar and around 50 kms away from the BISP Divisional Office, Naseerabad. Her village have 

no essential civic amenities like tap water, electricity, a Basic Health Unit or schools. She fetches 

water every day from a hand pump that is 1 km away from her home. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the Parliamentarian’s Phase of BISP, but in the second phase, 

she was declared an eligible beneficiary for the monthly cash transfers. She was not familiar with 

BISP or the location of its offices, but she came to know about these from her husband after he 

made enquiries in the village. All she knew about the Programme was that the elected government 

had started it for the poor people of Pakistan. The BISP PSC Survey team visited her house in the 

summer of 2010 and took all her information and filled her survey form, after which she was 

given an acknowledgement slip. 

 

She spent BISP instalments on buying food for her family. 

 

3. How did the Complaint Emerge?  
 

When phase one was closed and phase two started, the postman started distributing Money Orders 

in summer of 2011 to the eligible beneficiaries of the PSC phase.  Bibi Rasheeda also received her 

monthly cash transfers regularly from the postman up till her 7
th
 instalment. When her 8

th
 

instalment was due she was told by the post man that her instalments would be coming through 

bank instead of Pakistan Post and she must get her BDC to be able to withdraw her 8
th
 instalment 

from bank. 

 

Bibi Rasheeda didn’t get her BDC when she learnt that other women in her village who haven’t 

got their BDCs are getting their BISP instalments through Pakistan Post. 
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Her husband visited the post office to get his wife’s payment but he was told that his wife is no 

longer a BISP beneficiary according to post office records. In July 2012 her husband met with the 

Jaffarabad Field Supervisor at the BISP Divisional Office. The Field Supervisor checked his 

wife’s status on the BISP website where he came to know that Rasheeda’s 8
th
 instalment was 

generated and shown as delivered as per BISP records. 

 

4. Processing of the Complaint 
 

4.A Provider’s Version 

 

On 9
th
 July 2012, Bibi Rasheeda’s husband, with the help of a local political worker Mr. Babo 

Kamal, visited the BISP Divisional Office and met the Complaint Assistant to give in a 

written complaint against the non-payment of Rasheeda’s 8
th
 Instalment. They were not given 

any acknowledgement or receipt against the complaint. 

 

Bibi Rasheeda’s complaint was entered manually in a register and, according to the 

Complaints Assistant, was forwarded to the BISP Divisional Director for further processing. 

The Divisional Director consolidated her complaint with other similar complaints and then 

requested the DS Pakistan Post Sibi to conduct a meeting with him to discuss the non-

payment cases. 

 

On 25
th
 of September 2012 a meeting was held between the Pakistan Post Naseerabad 

Division and BISP Divisional Director and a complete list of non-payments was given to the 

DS Pakistan post for the Postal Service to conduct an inquiry. 

 

On 26
th
 of September the DS Pakistan Post wrote a memo with the reference number 

“L200/BISP Usta Muhammad –Dara Allah Yar” to the ADS Pakistan post Dera Allah Yar 

ordering an inquiry into the non-payment cases. The ADS passed on this particular case 

telephonically to the Post Master at Jaffarabad. The Post Master has yet to meet with the 

beneficiary to pursue the inquiry. The case is therefore still pending at the Pakistan Post level 

without any result. 

 

4.B Client’s Version 

 

Her husband visited the BISP Divisional Director Naseerabad after learning that those who 

did not have BDCs were still getting their cash transfers through Pakistan Post. 

 

In the second week of July 2012 he met with a local political worker and requested his help in 

submitting written complaint to BISP Divisional Director. On 09
th
 July 2012 the two visited 

the BISP Divisional office Naseerabad and submitted the written complaint against non-

payment of her 8
th
 instalment. 

 

The complainant paid Rs.5 for the photo copies of CNIC, the application was written free of 

charge by the political worker. The written application was received by the Complaints 

Assistant but no acknowledgement was given to the complainant to be used as reference in 

future. 

 

BISP-TPE team were the only individuals to meet with the beneficiary in connection with her 

case; the Pakistan Post enquiry team has not yet contacted the beneficiary. 

 

The beneficiary was happy with the programme but dissatisfied with the complaint process as 

her case was still unresolved and she was waiting for her payments. 
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5. What we Learnt  
 

 In this case, BISP team had joint meeting with DS Pakistan Post and gave her complaint to 

Pakistan post for the purposes of an enquiry. At the Pakistan Post DSPS level, cases have 

been sent to the ASPS of the area who forwarded them to the respective Post Masters, most of 

whom are yet to investigate the cases. 

 

6. Recommendations 
 

 BISP staff must ensure that such cases are taken to their logical conclusion by the Post Office 

staff. They must actively pursue the cases and ensure that joint inquiries are held as is BISP 

standard operating procedure; it is not sufficient to merely hand over the complaints to the 

Postal Service. 

 There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary and must apply any mechanism for the information of beneficiary regarding to 

mode of payment. It may also be helpful if the beneficiaries are informed and educated about 

the complaint registration mechanism.   

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them.  
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Case Number P-Q4-Balochistan-29 

Nature of Case: Non-payment of  MOs by Postman 

Complainant/ Beneficiary: Bibi Gul Zadi 

Wife of: Syed Kamil Shah 

Complainant, if not beneficiary herself  

Address Goth Syed Saleem Shah, Kirthar Canal post office Rojhan 

Jamali Teshil Jhat Pat District Jaffarabad 

CNIC Number 5320137393776 

PMT  

PSC form number 3228007 

Date Study Completed 8
th
 December 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary, Bibi Gul Zadi wife of Syed Kamil Shah is a 28 years old illiterate woman. She 

remains at her home to perform her household chores and take care of her children. The 

beneficiary is a mother of four children; two sons and two daughters; none of them is enrolled at 

school. Her husband is a Pesh-e-Imam (religious leader) of her village, Goth Syed Saleem Shah. 

His monthly income is around Rs.7,000 and he is responsible for running the household’s 

expenditure. 

 

The beneficiary has a katcha small house consisting of 1 katcha room, a bathroom, and a kitchen 

with very limited household and kitchen items. 

 

Her village is situated around 25 km away from BDC centre Dera Allahyar, and around 50 kms 

away from the BISP Divisional Office Naseerabad. Most of the villagers are poor and work on 

daily wages although some have private jobs. Her village has no essential facilities like drinking 

water, electricity, a Basic Health Unit or schools for boys or girls. She fetches water from a hand 

pump installed in her neighbour’s home. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the Parliamentarian Phase of the Benazir Income Support 

Programme. In the second phase, she was declared an eligible beneficiary for the monthly cash 

grant. The BISP PSC Survey team visited her house in the summer of 2010 and took all her 

information to fill her PSC form, after which she was given an acknowledgement slip. She was 

not familiar with BISP or the location of its offices, but she came to know about these from her 

husband after he made enquiries in the village. All she knew about the Programme was that the 

elected government had started it for the poor people of Pakistan. 

 

She spend the BISP cash instalments on buying food for her family. 

 

3. How did the Complaint Emerge?  
 

When phase one was completed and phase two started, the postman started distributing Money 

Orders in the summer of 2011 to the eligible beneficiaries of the PSC phase.  Bibi Gul Zadi also 

regularly received her monthly cash transfers through the postman till her 7
th
 instalment. When it 

was time for her 8
th
 instalment she was told that the payment mechanism is changing and she 

would get her instalments through bank therefore she must get her BDC soon. 

 

Bibi Gul Zadi did not get her BDC when she came to know that those women of her village who 

did not have a BDC were getting BISP instalments through Pakistan post. 
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Her husband visited the post office to collect her payments but he was told that his wife was not a 

beneficiary according to the post office records. In July 2012 her husband met with the Jaffarabad 

field Supervisor, at the BISP Divisional Office, who checked his wife’s status on the BISP 

website. They came to know that his wife’s 8
th
 instalment had not only been generated but was 

shown delivered as per BISP records. 

 

4. Processing of the Complaint 
 

4.A Provider’s Version 

 

On 20
th
 of July 2012, Bibi Gul Zadi’s husband and the local political worker Babo Kamal, 

visited the BISP office and met with the Complaints Assistant to submit a formal written 

complaint against non-payment of her 8
th
 Instalment. At the BISP level, her complaint was 

received by the Complaint Assistant, but the complainants were not given any 

acknowledgment slip or receipt against the written complaint. 

 

Bibi Gul Zadi’s complaint was entered manually in a register and forwarded to the BISP 

Divisional Director for further processing. 

 

After getting this complaint the DD consolidated it with other similar complaints and called 

the DS Pakistan Post Naseerabad Division for a joint meeting to discuss the non-payment 

cases. On 25
th
 of September 2012 a meeting was held between representatives of the Pakistan 

Post Naseerabad Division and the BISP Divisional Director; the entire list of non-payments 

was given to the DS Pakistan Post with the request to conduct an inquiry. 

 

On 26
th
 of September, the DS Pakistan Post wrote a memo with the reference number 

“L200/BISP Usta Muhammad–Dara Allahyar” to the ADS Pakistan post Dera Allahyar, 

ordering him to conduct an inquiry of these cases but they are still pending. The ADS claims 

the delay is caused because it is hard for them to get in touch with the aggrieved BISP 

beneficiaries; this is a flimsy excuse as BISP staff, and the BISP-TPE team were both able to 

contact the beneficiary without  any problem. 

 

The case is therefore still pending at Pakistan Post level without any result. 

 

4.B Client’s Version 

 

In July 2012 her husband met a local political worker and requested his support in submitting 

written complaint at BISP Divisional Director. On 20
th
 of July 2012 her husband and the local 

political worker visited the BISP Divisional office Naseerabad and submitted a written 

complaint of non-payment against the Pakistan Post. 

 

The complainant paid Rs.5 for the photo copies of Gul Zadi’s CNIC. The written application 

was received by the Complaints Assistant who gave no acknowledgement to the complainant 

to be used as reference in the future. 

 

The BISP-TPE team was the only individuals to have met the beneficiary with regard to this 

case; the Pakistan post enquiry team has not reached the beneficiary till 21
st
 February 2013. 

 

The beneficiary was happy with the programme but dissatisfied with the complaint process as 

her case was still unresolved and she was still waiting for her embezzled payments. Her 

husband was regularly visiting the political worker Babo Kamal to get information regarding 

the complaint. 
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5. What we Learnt  
 

 In this case, the BISP team had a meeting with the DS Pakistan Post Naseerabad and gave her 

application to him with the request that he conduct an inquiry. The DSPS forwarded the cases 

to the respective ASPS of the area but still no enquiry has taken place.  

 

6. Recommendations 
 

 It is essential that senior persons of Pakistan Post ensure that the regional Post Office staff 

fulfil their duties. BISP staff must also ensure that joint inquiries are conducted in accordance 

with the policy of the programme.  

 There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary and must apply any mechanism for the information of beneficiary regarding to 

mode of payment. It may also be helpful if the beneficiaries are informed and educated about 

the complaint registration mechanism.   

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them. 
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Case Number P-Q4-Balochistan-30 

Nature of Case: Non Payment of MOs by Postman 

Complainant/ Beneficiary: Bibi Mah Jan 

Wife of: Ghulam Rabbani 

Complainant, if not beneficiary herself  

Address Goth Syed Saleem Shah, Kirthar Canal post office Rojhan 

Jamali Teshil Jhat Pat District Jaffarabad 

CNIC Number 5320199942160 

PMT  

PSC form number 3228011 

Date Study Completed 9
th
 December 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

Bibi Mah Jan wife of Ghulam Rabbani is a 34 years old and illiterate woman. Due to cultural 

constraints she does not work outside the home and stays at home and perform her duties as a 

housewife. The beneficiary is a mother of six children; three sons and three daughters, none of 

them are enrolled at any school. Her husband is a truck driver who earns approximately Rs.9,000 

a month. If he is lucky he sometime get bonuses from the trucks owner, he is the sole 

breadwinner. 

 

The beneficiary has a small katcha house consisting of two katcha rooms and a bathroom. There 

is no kitchen and they have very few kitchen and other possessions. 

 

Her village, Goth Syed Saleem Shah Kirthar kinal, is situated around 25 km away from BDC 

Centre Dera Allahyar and around 50 km away from the BISP Divisional Office Naseerabad. Most 

of the villagers are poor and work on daily wages or have private jobs. Her village has no 

essential facilities like potable water, electricity, Basic Health Unit or schools for boys or girls. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP’s Parliamentarian Phase, but in the second phase 

she was declared an eligible beneficiary for the monthly cash transfers. She was not familiar with 

BISP or the location of its offices, but she came to know about these from her husband who made 

enquiries in the village. All she knew about the Programme was that the elected government had 

started it for poor people. The BISP PSC Survey team visited her house in the summer of 2010 

and took all her information to fill her PSC form, after which she was given an acknowledgement 

slip. 

 

She spends BISP instalments to buy food and medicines. 

 

3. How did the Complaint Emerge?  
 

When phase one was completed and phase two started, the postman started distributing Money 

Orders in summer of 2011 to the eligible beneficiaries of the PSC phase. Bibi Mah Jan also 

regularly received her monthly instalments from the postman till her 7
th
 instalment. When her 8

th
 

instalment was due, she was told by the postman to expect the payments through bank; she should 

get her BDC immediately. 

 

Bibi Mah Jan didn’t get her BDC when she came to know that those women of her village who 

did not have a BDC, they were getting BISP cash grants through Pakistan Post. 
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Her husband visited the post office to get her payments but was told that his wife was no more a 

BISP beneficiary according to the post office records. In July 2012 her husband met with the 

Field Supervisor at the BISP Divisional Office, Jaffarabad who checked his wife’s status on the 

BISP website. They came to know that his wife’s 8th instalment was not only generated but was 

shown as having been delivered as per BISP records. 

 

4. Processing of the Complaint 
 

4.A Provider’s Version 

 

On 4
th
 of July 2012 Bibi Mah Jan’s husband took with him the local political worker Mr. 

Babo Kamal to visit the BISP Divisional Office. They met the Complaints Assistant and 

submitted a written complaint regarding the non-payment of her 8
th
 instalment. 

 

At the BISP level, her complaint was received by the Complaints Assistant but the 

complainant was not given any acknowledgment slip or receipt of the written complaint. 

 

Bibi Mah Jan’s complaint was entered manually in a register by the Complaints Assistant 

who then forwarded it to the BISP Divisional Director for further necessary action. After 

receiving this complaint, the DD consolidated it with other similar ones and then requested 

the DS of Pakistan Post to meet with him to discuss the cases. On 25
th
 of September 2012 a 

meeting was held between them and the entire set of non-payment complaints was given over 

to the DS Pakistan Post for inquiries. 

 

On 26
th
 of September DS Pakistan Post, Naseerabad wrote a memo with reference number 

“L200/BISP Usta Muhammad –Dara Allahyar” to the ADS Pakistan post Dera Allahyar, 

ordering him to conduct inquiries into the cases. The ADS forwarded this case to the Post 

Master Jaffarabad. The Post Master has yet to approach the beneficiary till 21
st
 February 

2013. Her complaint is still pending. 

 

4.B Client’s Version 

 

Bibi Mah Jan’s visited the BISP Divisional Director Naseerabad after learning that cash grant 

is still being paid through Pakistan Post to those who have not received their BDCs. In the 

first week of July 2012 he met with a local political worker and requested his support in 

submitting a written complaint to the BISP Divisional Director. On 04
th
 July 2012 the two 

visited the BISP Divisional Office Naseerabad and submitted a written complaint against non-

payment of her 8
th
 instalment. 

 

The complainant paid Rs.5 for the photo copies of Mah Jan’s CNIC only, the application was 

written by the political worker at no cost. The application was received by the Complaint 

Assistant who gave them no written acknowledgement or receipt of the complaint. The BISP-

TPE team was the only team to visit the beneficiary in connection with the complaint; the 

inquiry team had not reached the beneficiary till 20
th
 February 2013. 

 

The beneficiary was happy with the programme but dissatisfied with the complaints process. 

Her case was still unresolved and she was keenly awaiting her BISP payments. 

 

5. What we Learnt  
 

 In this case, the BISP team had a meeting with the DS Pakistan Post Sibi and enquired about 

the application to him. The DS forwarded the cases to his AS, who in turn conveyed it to the 
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local Post Master. The case was pending with the Post Master. It appears unlikely that it will 

be pursued since more than five months have lapsed.  

 

6. Recommendations 
 

 There is a need to ensure that BISP staff protects beneficiaries against manipulation by the 

post men. They should make field visits and explain the transition system to minimize the 

chances of embezzlement during the postman’s ‘last chance’ to defraud the unsuspecting 

women. 

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them. 
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Case Number P-Q4-Balochistan-31 

Nature of Case: Non Payment of MOs by Postman 

Complainant/ Beneficiary: Taj Bibi 

Widow of: Rasool Bakhsh 

Complainant, if not beneficiary herself  

Address Killi Zor Abad, Nokundi, Tehsil Taftan, District Chaghi 

CNIC Number 5410322011754 

PMT  

PSC form number 3684305 

Date Study Completed 18
th
 November 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Taj Bibi, widow of Rasool Bakhsh, is 57 years old and educated up to the matric 

level. She remains at her home to perform her household chores and take care of her children. The 

beneficiary is a mother of eleven children; seven sons and four daughters, only three of her sons 

are enrolled at school. Two of her sons are working on daily wages in Nokundi, one of her sons is 

earning Rs.8,000 per month and the second makes Rs.6,000. Her sons are responsible for bearing 

all the expenses including their brothers’ education. 

 

The beneficiary has a small katcha house consisting of 3 katcha rooms, 1 bathroom, and a kitchen 

with very limited household and kitchen items. She fetches drinking water from their neighbours 

well. Most of the villagers are poor and work on daily wages although some have private jobs. 

 

Her village Killi Zar Abad Nokundi is situated around 550 km away from the BISP Divisional 

Office Quetta. Her village has most essential facilities such as potable water, electricity, a Basic 

Health Unit and schools for boys and girls. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was an eligible beneficiary under the Parliamentarian’s phase, and in the second 

phase, she was again declared an eligible beneficiary for the monthly cash transfers of Rs.1,000. 

She was not familiar with the BISP Office’s locations or functions but her family came to know 

of these from a social activist of Nokundi. The BISP PSC survey team visited her house in the 

spring of 2010 and filled her survey form, after which she was given an acknowledgement slip. 

 

She did not receive any letter of eligibility, but she was informed by a social activist of her village 

that she had been selected as an eligible beneficiary for the BISP cash transfers. She was unaware 

of the eligibility criteria of BISP and only knew that this programme is for the poor. The family 

did not know about the complaint redressal process but she was guided in this regard by the social 

activist from Nokundi. 

 

3. How did the Complaint Emerge?  
 

When phase one was completed and phase two started, the postman started distributing Money 

Orders in summer of 2011 to the eligible beneficiaries of the PSC phase. Taj Bibi also received 

her MOs from postman till her 11
th
 instalment. On her 12

th
 Instalment she was told that now, you 

would get cash through bank and she must have her BDC from the BDC centre Naukandi. 

 

Taj Bibi had not visited the BDC centre to get her BDC as she learnt that beneficiaries would get 

their instalments through Pakistan Post till they get their BDCs. 
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Her son again visited the post office to get his mother’s MO but he was told that she was not a 

beneficiary anymore according to the post office record. In June 2012 her son met with the 

Chaghi Field Supervisor at the BISP Divisional Office Quetta when he went to Quetta for some 

personal work. The Field Supervisor checked his mother’s status on the BISP website where he 

came to know that her payments had been generated and delivered as per BISP records. 

 

4. Processing of the Complaint 
 

4.A Provider’s Version  

 

On 26
th
 June2012 Taj Bibi’s son with the support of a local political worker Mohammad Arif 

visited the BISP office, met with the Field Supervisor, BISP Complaints Assistant and 

submitted a written complaint for non-payment of her 12th instalment. 

 

At BISP level, her complaint was received by the Field Supervisor and handed over to the 

Complaints Assistant, but the political worker and son of the beneficiary were not given any 

acknowledgment slip for the written complaint. 

 

Taj Bibi’s complaint was entered manually in a register and as the BISP Quetta Divisional 

Director stated, her complaint was forwarded to the ASPS Pakistan Post, GPO Quetta in July 

2012 for further process; requesting the postal service to make a formal enquiry into the 

matter. 

 

When the BISP-TPE team visited the Pakistan Post GPO Quetta regarding Taj Bibi’s case, the 

ASPS Pakistan post claimed that they had never received her case, due to which no action had 

been taken. 

 

The case is therefore still pending at the BISP and Pakistan post level. The BISP team did not 

have any documentary proof that they had sent the case to the Pakistan Post, GPO Quetta for 

further processing. The BISP-TPE team was shown a different letter which was sent to 

Pakistan Post with regard to spot checking and did not mention Taj Bibi complaint of non-

payment her 12
th
 instalment.  

 

4.B Client’s Version 

 

Beneficiary’s son visited BISP Divisional Director Quetta after getting information in his 

village that still cash grant was being paid through Pakistan Post, if the beneficiary has not 

received her BDC. 

 

On June 26 2012 he met a local political worker and requested his help in submitting written 

complaint at BISP Divisional Director’s office.  The complainant and the local political 

worker visited the BISP Divisional Office Quetta and submitted a written complaint against 

non-payment of her 12
th
 instalment. 

 

The complainant paid Rs.5 for the photo copies of CNIC and the application was written by 

the political worker free of charge. The application was received by the Complaints Assistant 

who was given no acknowledgement slip to be used as a reference in the future. 

 

The BISP-TPE team were the only ones to visit the beneficiary in connection to this case; the 

Pakistan Post enquiry team had not reached the beneficiary till now. 
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The beneficiary was happy with the programme but dissatisfied with the complaint’s process 

as her case was still unresolved and she was waiting for her payments, even the successive 

ones after her 12
th 

instalment, two more instalments are shown as generated in the BISP 

Payment Details, but she has not received any of those instalments as well.  Her son was 

regularly visiting the local political worker Mohammad Arif to get information regarding her 

remaining payments; the Divisional Office being too far away for him to visit again. Her son 

spent Rs.3,000 on one visit to Quetta (but this was in connection with his work). 

 

5. What we Learnt  
 

 The beneficiary filed a written complaint of non-payment, but as informed the complaint was 

not forwarded to Pakistan Post for inquiry due to which her complaint is still pending, when 

TPE team met with Pakistan Post representative he informed that they had never received any 

complaint from BISP, although they received applications from beneficiaries on which they 

conducted Inquiries. 

 It seems that BISP Divisional office, Quetta is not taking appropriate actions to sort out 

Pakistan Post related complaints.  

 

6. Recommendations 
 

 There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary for informing beneficiary regarding mode of payment. It may also be helpful if 

the beneficiaries are informed and educated about the complaint redressal mechanism. 

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them.  
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Case Number P-Q4-Balochistan-32 

Nature of Case: Non Payment of MOs by Postman  

Complainant/ Beneficiary: Mai Hawa 

Wife of: Mumtaz Ali 

Complainant, if not beneficiary herself Husband 

Address Village Gulzar khan Chatan Pati , Chattar , Naseerabad 

CNIC Number 5320184315030 

PMT  

PSC form number 3502042 

Date Study Completed 1
st
 October 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Mai Hawa wife of Mumtaz is a 26 years old housewife. She got education till 

primary level. She stays at her home to perform her household chores and take care of her 

children. She fetches water from a hand pump installed nearby by a Humanitarian organisation 

after the 2010 floods. The beneficiary is a mother of six children; three sons and three daughters, 

all of her children are enrolled at schools. Her husband works at a hotel on daily wages as a dish 

washer and he earns Rs.150 daily. Her husband is the sole bread earner for the family and is 

responsible for running the kitchen’s expenditure and paying for the children education. 

 

Before the floods of 2010 and 2012 she had a house consisting of 1 katcha room and 1 bathroom 

but it was destroyed in the floods therefore, now she is living in a tent with her family near the 

road in Mir Hassan Chattar. She doesn’t often get a chance to cook due to non-availability of 

wheat and other essential food items. When she does manage to get wheat and pulses etc, she 

cooks in her tent. The family has very few possessions. Most permanent villagers are poor and 

work on daily wages or have government or private jobs. Her village has borders with Dera Bugti 

and Jacobabad city of Sindh, due to which, it often remains politically disturbed. The floods of 

2010 and 2012 have made the lives of the villagers even more vulnerable. 

 

Her village is situated around 50 km away from BISP Divisional Office Naseerabad located in 

Dera Allah Yar. Her village has most essential facilities such as drinking water, electricity, a 

Basic Health Unit and schools for boys and girls, but after the floods most governmental 

institutions are affected and/or closed. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase, but in the second phase, she 

was declared an eligible beneficiary ‘with discrepancy’ for the monthly cash transfers. She was 

not familiar with BISP or the location of its offices, but she came to know about these from her 

husband who made enquiries in the hotel where he works as a dishwasher and from other family 

members who were already BISP beneficiaries. All she knew about the Programme was that the 

elected government had started it for the poor people of Pakistan. The BISP Poverty Score Card 

survey team visited her home sometime in 2010 and she gave all the required information to 

them. The enumerator filled a form for her and gave her a slip of acknowledgement. 

 

She plans to spend future instalments on her children education and would buy a sewing machine 

to make clothes to have some earning to lend support to her husband in sharing the expenses of 

her family. 
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3. How did the Complaint Emerge?  
 

When the first phase was completed and phase two started, the postman started distributing 

Money Orders in 2010 to the eligible beneficiaries of the PSC phase. In February 2012 she also 

received her first instalment but after that no instalment was delivered to her. Her husband made 

enquiries from the Post Office where he was told that her instalments would come through bank 

(BDC). 

 

In May 2012, her husband met with the complaint assistant at the BISP Divisional Office 

Naseerabad. The Complaints Assistant checked his wife’s payment status on the BISP website 

and found that her 2
nd

 instalment was not only generated but had been shown as paid to the 

beneficiary as well as per BISP web site record. 

 

4. Processing of the Complaint 
 

4.A Provider’s Version  

 

In May 2012 Mai Hawa’s husband visited the BISP Divisional Office Naseerabad, met with 

the Complaints Assistant and submitted a written complaint against non-payment of her 2
nd

 

Instalment. At BISP level, her complaint was received by the Complaint Assistant but he was 

not given any acknowledgment slip or receipt of the written complaint. 

 

Mai Hawa’s complaint was entered manually in a register by the Complaint Assistant and was 

forwarded to the BISP Divisional Director for further process. After getting this complaint 

and other complaints BISP Divisional Director requested the DS Pakistan Post for a joint 

meeting to discuss the non-payment cases. 

 

On 25
th
 of September 2012 a joint meeting of Pakistan post Sibi Division and BISP Divisional 

Director was held and the complete list of non-payments was given to DS Pakistan Post for 

further Inquiry. 

 

On 26
th
 of September the DS Pakistan Post wrote a memo with reference number “L200/BISP 

Usta Muhammad – Dera Allah Yar” to the AS Pakistan Post Dera Allah Yar requesting him 

to conduct an inquiry regarding the non-payment of BISP cash transfers. The inquiry has 

started and till 14
th
 of January 2013 was still under process, Pakistan Post representatives said 

they were expecting to complete it very soon. The case is still pending at Pakistan Post level 

without any result. 

 

4.B Client’s Version 

 

Her husband visited BISP Divisional Director Naseerabad after learning that those who do not 

have BDCs were still getting their BISP instalments. 

 

In May 2012 her husband with one of his relatives Munir Ahmad who is a local political 

worker visited the BISP Divisional Office Naseerabad and submitted a written complaint 

against non-payment of her 2
nd

 instalment. The complainant paid Rs.5 for the photo copies of 

the CNIC, the application was written free of charge by the political worker. The application 

was received by the Complaints Assistant who gave no acknowledgement or receipt to be 

used as a reference in future. 

 

The BISP-TPE team were the only team to visit the beneficiary; the Pakistan post enquiry 

team has not reached the beneficiary till now. 
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The beneficiary was happy with the programme but dissatisfied with the complaints process 

as her case was unresolved and she was still waiting for her payments. According to the 

beneficiary it is one of the best programmes and it has brought significant change in her and 

many other beneficiaries lives. She said ‘if I get my cash grant without any deduction I am 

hopeful my living standard will change.” 

 

5. What we Learnt  
 

 In this case, the BISP had a joint meeting with the DS Pakistan post and gave her application 

to Pakistan post for an Enquiry. The cases have been sent to the ADS of the area, but still an 

enquiry has not been undertaken/ finalized. 

 The staff also prepare a monthly summary of complaints in excel sheet and update the data 

for submission to higher offices. 

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her son had learnt about some of the process to lodge a complaint from a BISP Field 

Supervisor and complaint assistant. 

 

6. Recommendations 
 

 There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary and must apply any mechanism for the information of beneficiary regarding to 

mode of payment. It may also be helpful if the beneficiaries are informed and educated about 

the complaint registration mechanism.   

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them. 
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Case Number P-Q4-Balochistan-33 

Nature of Case: Non Payment due to Blank/Inactive BDC 

Complainant/ Beneficiary: Bibi Zakira 

Wife of: Mohammad Hashim 

Complainant, if not beneficiary herself  

Address Siyal Rind Ali Dhadar District Kachi 

CNIC Number 5310242852438 

PMT  

PSC form number 3295286 

Date Study Completed 1
st
 October 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Bibi Zakira, wife of Mohammad Hashim, is a 27 years old uneducated woman. 

She lives in Mohallah Siyal Rind Ali Dhadar District Kachi which is situated in Rind Ali Dhadar 

and is only 3km away from the Dhadar BDC centre and around 30 km way from the BISP 

Divisional Office Sibi. She remains at her home to perform her household chores and take care of 

her children. The beneficiary has five children; four sons and a daughter, two of her sons are 

school going. Her husband is a tailor in Dhadar and his monthly income is between Rs.12,000 to 

15,000. Her husband is solely responsible for bearing the household expenses. 

 

The beneficiary has a small pucca house consisting of 2 rooms, 1 bathroom and a kitchen. They 

have very few possessions in their house. Most of the residents of her area are poor and work on 

daily wages and some have private jobs. 

 

Her locality is situated around 28 km away from the BISP Divisional Office Naseerabad. Her area 

has most essential facilities like drinking water, electricity, a Basic Health Unit and schools for 

boys and girls. 

 

District Kachi is one the most politically disturbed districts of Balochistan, most of the 

government offices, the district governmental hall, tehsil offices, Banks and even the BISP office 

have been set on fire by unknown miscreants. Due to this uncertainty, life for locals is 

increasingly challenging and difficult. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the Parliamentarian’s Phase, but in the second phase, she was 

declared an eligible beneficiary for the monthly cash transfers. She was not familiar with BISP or 

the location of its offices, but she came to know about these from her husband who made 

enquiries in the locality. All she knew about the Programme was that the newly elected 

government had started it for the poor. The BISP PSC survey team visited her house in the 

summer of 2010 and took all her information and filled her PSC form, after which she was given 

an acknowledgement slip. 

 

3. How did the Complaint Emerge?  
 

In June 2011, the postman of Sibi Post office started distributing money orders to the eligible 

beneficiaries of BISP 2
nd

 phase. Bibi Zakira was also paid her installments. She was very happy to 

receive the cash. 

 

She got her installments till March 2012 from post office then she was informed by a local activist 

named Naseer Shah, in the month of June 2012 that her next payment would be delivered through 
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the bank and she has to get her BDC from the BDC Centre Dhadar. In the last week of October 

2012 she visited the BDC centre Dhadar and on the same day she received her BDC. After getting 

her BDC, whilst trying to use it she discovered it was a blank card/ without any data. Once again 

she came to the BDC Centre Dhadar and applied for a new BDC. 

 

4. Processing of the Complaint 
 

4.A Provider’s Version 

 

According to the bank representative at the BDC Centre, Bibi Zakira’s Husband gave a 

written application to the local political worker Syed Naseer Shah on 26
th
 November 2012. 

Naseer Shah submitted her written complaint at the BISP BDC centre Dhadar with complaints 

of other beneficiaries for necessary action. 

 

At the BISP level, her complaint was received by the Field Supervisor, but the political 

worker Syed Naseer shah was not given any acknowledgment for the written complaint. Bibi 

Zakira’s complaint was entered manually in a register, as BISP and Bank representative said 

that her case was sent along with the dummy card to the Bank’s main branch in Karachi. 

 

She received her new BDC after more than one month and withdrew her first BISP instalment 

through BDC on 10
th
 January 2013. 

 

4.B Client’s Version 

 

According to Bibi Zakira and her husband, they visited the Centre many times and finally 

asked the political worker Syed Naseer Shah to submit an application requesting change of 

the dummy card from BDC centre Dhadar on 26
th
 November 2012.  Many other beneficiaries 

with lost PINs, lost cards, etc. had approached the BDC centre to have their issues resolved 

and their issues were resolved within a day whereas Bibi Zakira and her husband were always 

told they will have to wait. 

 

No acknowledgement slip was issued to the complainant to be used as a reference. The 

complainant visited the BISP field supervisor four times, for the follow up of his wife’s 

complaint. 

 

The beneficiary was very happy from the programme and she considers this programme as a 

big support for a poor family.. Her first instalment through Bank was transferred to her 

account on 31.10.2012 but she was able to withdraw it on receiving her new BDC after a 

passage of more than two months. 

 

5. What we Learnt  
 

 In this case, Bibi Zakira BDC was blank (without data) and she applied for a new BDC, on 

the same day her case was forwarded to Bank for updating, Bank staff after checking her 

BDC and CNIC verification her case entered manually in a register and was resolved after 

about two months. 

 After the PSC survey was held and the relevant households were declared eligible, there was 

no communication from BISP to the beneficiaries. 

 The understanding of the beneficiary was very low regarding complaint redressal mechanism, 

while her husband learnt about the process of lodging a complaint from a political worker. 
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6. Recommendations 
 

 There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary and must apply any mechanism for the information of beneficiary regarding to 

mode of payment. The beneficiaries should be informed and educated about the complaint 

registration mechanism. 

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them. 

 The Bank and BISP staff capacity may be enhanced regarding programme and complaint 

registration. 
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Case study Number P-Q4-Sindh-01 

Nature of Case Non Payment due to Erased PIN code 

Complainant/ Beneficiary Shahzadi  

Wife of Ghaje khan Machi 

Complainant, if not beneficiary herself  

Address Village Lalo Machi, Tehsil Moro, District Naushero Feroze 

CNIC Number 4530303021808 

PSC form number 08653228 

Date Study Completed 22
nd

 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Shahzadi w/o Ghaje Khan Machi is a 36 year old illiterate housewife who is a resident of Village 

Lalo Machi, Tehsil Moro, District Naushero Feroze. Shahzadi is a mother of six children; two 

sons and four daughters. Her children do not go to school and do not work. Her husband works 

for the village landlord as a tractor driver and earns Rs.4,000 per month. She lives with her 

husband and children in a house which belongs to her husband and has a total area of 150 sq. 

yards. There is only one room in the house and the structure of the house is katcha. They have an 

open kitchen and an open bathroom in the house. They obtain water using a hand pump installed 

inside the house and have access to electricity but do not have access to gas. The village Lalo 

Machi has approximately 500 houses and the residents of the village consist of Machi kinship 

group. There is a government primary school and a hospital in her village. The village is at a 

distance of 1 km from the city and she uses a rickshaw to reach there.   

 

2. Relationship with BISP 
 

Shahzadi was not a beneficiary in the Parliamentarian Phase of BISP. According to her the PSC 

survey was conducted in her area in December 2010. The survey team came to her house and 

filled her form and gave her the PSC slip. She does not have any information about the eligibility 

criteria of BISP. According to Shahzadi, BISP did not launch any awareness campaign before the 

survey and she just heard about this from other village women. She only knows about BISP that 

this money goes to the poor. Being poor and needy, she believes that she is eligible for the BISP 

cash transfer scheme and told the TPE team that she used her BISP instalments to buy clothes for 

her children. She received four instalments through Pakistan Post from August 2011 to March 

2012. 

 

After some time Shahzadi was informed by other women that now the cash transfers would be 

distributed through BDC. She went with other women from her neighbourhood to the Benazir 

Debit Card (BDC) Centre in Moro, District Naushero Feroze to get her BDC in September 2012, 

she received her BDC, she tried to get her cash through BDC but could not withdraw her cash 

grant. The BDC representative told her to withdraw her BISP instalment from an ATM after 15 

days. 

 

3. How did the complaint emerge? 
 

Shahzadi informed that she went to an ATM with other women from her neighbourhood to 

withdraw her payment after 15-20 days. She was told by the man at the ATM that the PIN code of 

her card had been erased so she could not withdraw cash. He advised her to visit the office where 

she got the BDC, as she could learn about the procedure to acquire a new PIN code from there. 

Then she went with her neighbourhood women to the BDC Centre in Moro on the same day to 

inquire about her BISP instalment and register her complaint.  
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4. Processing of the complaint 
 

4.A Providers’ version 

 

The BISP in-charge at the BDC Centre Moro, District Naushero Feroz informed that he was 

directed by the Regional Headquarter Sukkur to receive complaints related to the BDC from 

beneficiaries and forward them to the Regional Manager Complaints (RMC) Sukkur. He told 

us that Shahzadi did not visit any BISP office and her PIN code complaint was forwarded by 

email to RMC Sukkur along with 350 other beneficiaries’ complaints on 3
rd

 December 2012 

and had received 200 beneficiaries’ new PIN codes. The in-charge informed that her 

application was approved and she could obtain her new PIN code but they did not have any 

mechanism to inform her.   

 

The Regional Manager Complaints (RMC) at the Regional Office Sukkur confirmed that he 

received her complaint on 3
rd

 December 2012 about an erased PIN code with 350 other 

complaints. The beneficiaries’ BDC and CNIC numbers were also attached to the email. He 

informed that he had a record of this email in his inbox. He further informed that the bank had 

instructed the BDC Centre to forward all card related complaints to them on a weekly basis. 

Upon receiving this email, the RMC forwarded it to the ATM generation/card operations 

department HBL Karachi. HBL Sukkur then received PIN codes for some beneficiaries from 

HBL Karachi. The RMC said he did not have a maintained record to verify the new BDC PIN 

codes when they are sent back from Karachi; instead they are directly mailed to the relevant 

banks or BDC Centres. 

 

According to the Data Entry Operator (DEO) at the BDC Centre, Moro he received 350 PIN 

code related complaints on 3
rd

 December 2012 which he forwarded to the Regional Office 

Sukkur. He told us that his supervisor e-mailed these cases (on a weekly basis) to RMC 

Sukkur. He said that they had received only 200 new PIN codes back from the Regional 

Office Sukkur in response to their email (which had 350 complaints). The DEO informed that 

he received Shahzadi’s new PIN code.  

 

4.B Client’s version 

 

According to Shahzadi, she went to the BDC Centre Moro on 3
rd

 December 2012 and 

registered her complaint about her erased PIN code. The staff asked for her mother’s name 

and took copies of her CNIC and BDC and told her (and the neighbouring women with 

similar complaints) that they would forward these complaints to the head office. They further 

said that she may receive her new PIN code after 15 days. However when she went to the 

BDC centre again, the representative advised and registered a new complaint and asked her to 

collect new PIN code after 20 days.  

 

Shahzadi learnt about the complaint registration procedure from the bank representative and 

she went to the BDC Centre with other women from her neighbourhood, which is 1 km away 

from her home. After a few days she went to the BDC Centre again and received her new PIN 

code. She informed that she was satisfied with the complaint registration/ resolution 

mechanism because her complaint had been registered without money and her PIN code 

problem was resolved in January 2013 when she could withdraw her cash grant. 

 

5. What We Learnt? 
 

 Shahzadi registered her complaint, and submitted her BDC and CNIC copies, at the BDC 

Centre Moro, District Naushero Feroze on 3
rd

 December 2012 from where it was e-mailed to 
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the Regional Manager Complaints (RMC) Office Sukkur. According to the Regional Office 

Sukkur they received this complaint on the same day along with other complaints (350 in 

total). The RMC office then forwarded this complaint to the ATM Operations in Karachi and 

after 10 days they received new PIN codes via TCS which were subsequently forwarded to 

the relevant BDC Centre however the BDC Centre did not have any record of Shahzadi’s 

case.  

 The BDC centre staff did not provide her with an acknowledgment slip or helpline number. 

The complaint had been resolved and the beneficiary got a new PIN code  

 BISP offices do not have a procedure to deal with (register and process) payment related 

complaints and they usually just refer the complainant to the relevant payment agency 

 The Regional Office has no communication with the BISP office regarding payment cases 

and once they forward them to the ATM Operations in Karachi, they do not have any 

mechanism to check the status of the complaint. 

 According to her payment details Shahzadi withdrew an instalment of Rs.3,000 from her 

BDC account on 8
th
 January 2013 from a PoS after her complaint was addressed.  

 

6. Recommendations 
 

 BISP beneficiaries should be trained to use their cards themselves and should also know the 

complaint registration procedure 

 BISP should develop a procedure to handle payment cases and a record of such cases should 

be maintained at the BISP office, instead of referring complainants to the payment agency 

 BISP should have mechanism to follow beneficiary’s payment complaints and should 

enhance and improve its communication channels with payment agencies and resolve all type 

of complaints efficiently. 
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Case study Number P-Q4-Sindh-02 

Nature of Case Non Payment due to Illegible PIN code 

Complainant/ Beneficiary Hajani 

Wife of Ghulam Rasul 

Complainant, if not beneficiary herself  

Address Ward No. 4. Noorani Colony, Tehsil Moro, District 

Noshero Feroze 

CNIC Number 4530339263556 

PSC form number 08652748 

Date Study Completed 17
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Hajani wife of Ghulam Rasul aged 48 years illiterate woman, she lives in Ward No. 4 Noorani 

Colony, District Noshero Feroz. She is a mother of nine children; five sons and four daughters. 

One of her sons works and earns Rs.200 per day, one of the daughters does embroidery, for which 

she earns about Rs.1, 200 per month. Hajani’s husband deals in wooden things, for which he earn 

Rs.200 per day. Hajani, herself, does embroidery too and earns about Rs.1, 200 per month. The 

total household income is about Rs.12,000 per month.  

 

She lives in her own house made of clay/mud and consisting of a single room, a washroom and 

courtyard but no kitchen. One corner of the courtyard is used as kitchen. In her house, water is 

obtained through a hand pump. Noorani Colony has 60 houses. It has a primary school but no 

health facilities are available in the village. In case of illness, patients are taken to the Civil 

Hospital Moro. The main road is 2 minutes away and BDC Centre Moro is 3 km away from the 

village. 

 

2. Relationship with BISP 
 

Hajani was not a beneficiary in the Parliamentarian Phase of BISP. The PSC survey was carried 

out in November 2010 in her village; the survey team visited her house and filled her PSC form. 

The survey team gave her a PSC slip for future reference. The PSC survey team had also given 

her a brochure with the PSC slip. Her neighbours told her that her name had been included and 

she would get BISP instalments. Her neighbours also informed that this is Benazir’s programme 

and poor people would get money through the programme. She said that as the BISP cash grant 

was given to the poor therefore she should get it too. She informed that the instalments she 

received till now were spent on buying groceries and clothes for her children. According to her 

payment details on the BISP website she received 9 out of 10 payments through the Pakistan Post. 

The first instalment was received in February 2012 and the 10
th
 instalment was generated in June 

2012 but has not been delivered yet.  

 

She received her payments through the post office but in June 2012 her payment mode changed 

and the postman told her that she would not receive cash by post anymore. Six months ago she 

got a BDC from the BDC centre. She went to the bank but received no payment. The bank is 3 km 

away and it takes 10 minutes to reach there costing Rs.30 for the round trip. Her BDC number is 

6006481423280000 and she also has the BDC with her. One BDC instalment was deposited in her 

account on 4
th
 October 2012 but she could not withdraw it due to erased PIN Code.  
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3. How did the complaint emerge? 
 

She went to the BDC Centre, Moro in September and got her BDC, when she came back to her 

village and showed it to her relatives; she came to know that the PIN code was not legible. The 

next day she went to the bank to withdraw her cash grant, but the bank staff told her that the PIN 

code was erased, and advised her to visit BDC centre for the resolution of her problem.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the site in-charge of the bank at the BDC Centre, they have been instructed by 

the Regional Headquarter Sukkur that complaint related to BDC should be sent to the RMC 

Sukkur, and so was the complaint of Hajani; hers was one of 350 complaints sent collectively 

to the RMC. Out of those complaints, 200 PIN codes were received by the RMC Sukkur and 

those included Hajani’s PIN code, but she had not come to collect it yet. They said that they 

have no means to inform the beneficiary that her PIN code has been received by the BDC 

centre Moro. 

 

This complaint was received from the BDC centre, Moro through email on 3
rd

 December 

2012 by the Regional Manager HBL Branch Sukkur. According to the details of the 

complaint, when the card was received for the first time, the PIN code was erased. HBL 

Sukkur had instructed the BDC Centre staff that whenever a beneficiary brings forward a 

complaint related to BDC, they should collect it and send it on a weekly basis to the Regional 

Manager Complaints (RMC) through email. According to the RMC, on 3
rd

 December 2012 he 

got 350 complaints from the BDC Centre through email. These included their CNIC numbers, 

parents’ names, BDC numbers and remarks. According to him, when a complaint is filed the 

beneficiary is not given an acknowledgement slip.  

 

According to RMC Sukkur, Hajani’s complaint of illegible PIN code was received by Moro 

BDC Centre along with the other 350 complaints through email on 3
rd

 December 2012, after 

which it was sent to the office of ATM Operations Department Karachi through a forwarded 

email on the same day. He said that such complaints are sent to the ATM Operation 

Department through email, and the latter department sends a duplicate PIN code through 

courier (TCS) within 10 days. The PIN code is then forwarded to the Regional Office Sukkur, 

after which the same parcel is forwarded through TCS to the BDC Centre or the relevant bank 

branch. The bank has no record of receipt for Hajani’s PIN code, or of any other beneficiary, 

because whichever PIN code is received here is directly sent to the BDC centre or relevant 

bank branch. 

 

4.B Client’s version 

 

She went to the BDC Centre the following day, where the staff said that her complaint would 

be sent to the higher authorities. She was asked to give her CNIC number and BDC number. 

She was told to come again after a month. When she did, they said they had not received her 

PIN code yet, therefore she should file a complaint again. After that she registered another 

complaint in November 2012. Her CNIC number and BDC numbers were noted again. She 

was told to come back after a month, as the complaint was being sent to Islamabad. When she 

went after a month, the staff reported that her problem had not been solved yet and the branch 

had given no reply. She was told to come again after a week and get a new PIN code. When 

she went again, they took a copy of her CNIC and thumb impression and gave her a new BDC 

PIN code. When she went to the bank the next day, she again could not withdraw her 
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instalment. They said that her PIN code was incorrect. She did not go after that, the bank staff 

told her to go where she got the card from and register another complaint, after which 4 

months ago she registered another complaint but her problem had still not been solved. 

 

Hajani said that the reason she filed an application in BDC Centre Moro was that the bank 

staff had told her to do so; she filed her complaint around 4-5 months ago in 

November/December 2012 (she does not remember the exact date). The people at the Town 

Office had written the application for her. She had attached a copy of the BDC and her CNIC 

along with the application. They did not give her any acknowledgment slip after registering 

the application. BDC Centre Moro is 3 km away from the village. She had travelled in a 

rickshaw which took 20 minutes to reach there and charged her Rs.50. After filing the 

application, she went there twice. The staff informed that they would issue a new PIN code.  

 

Even after she received a new BDC PIN code her problem was not resolved. She went to the 

bank a lot of times too, but they said that her PIN code was incorrect. She hopes that her 

complaint would be addressed and she would be able to withdraw the cash grant.  

 

5. What We Learnt? 
 

 According to the Regional Manager Complaints, applications sent through email to the ATM 

Operation Department, get no reply and the ATM Ops Dept. simply sends new PIN codes 

directly to the Regional Office 

 Except for the beneficiary’s receiving statement, the BDC Centre staff has no other record of 

the beneficiary’s receipt of PIN code 

 The BDC centre does not inform the beneficiary to come and collect their PIN codes when 

these are delivered from the bank so there is no communication mechanism between the BDC 

centre and the beneficiary.  

 

6. Recommendations 
 

 RMC Sukkur needs to send the BDC PIN code list to ATM Ops department on time for swift 

resolution of complaints 

 The bank staff at the BDC Centre needs to activate the BDCs before handing them over to the 

beneficiary, or they need to provide a helpline number so that the beneficiary is aware of the 

complaint mechanism in case the card does not work. 
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Case study Number P-Q4-Sindh-03 

Nature of Case Non Payment due to Exchanged BDC 

Complainant/ Beneficiary Musamat Aisha 

Wife of Abdul Shakoor 

Complainant, if not beneficiary herself  

Address Near Gota Market, Ghotki 

CNIC Number 4510285823934 

PSC form number 08183751 

Date Study Completed 24
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Musamat Aisha wife of Abdul Shakur is a resident of Ghota Market, Ghotki. She is an illiterate 

woman who stays busy with her household chores. She is a mother of three sons and three 

daughters. One of her daughters has studied till 8
th
 grade, but no longer goes to school. Two of her 

sons go to school; one is in 3
rd

 grade and the other in 6
th
 grade. Her husband has not been working 

since his leg got fractured. Aisha’s father-in-law provides financial support enabling her to live 

honourably; he works in a grease shop where he gets Rs.250 each day. Sometimes her brother- in-

law also supports her with financial aid. She  lives in a joint family system; her parents-in-law and 

six brothers-in-law live with them, two of her brothers-in law are married and four are still 

unmarried. Their rooms and cooking arrangements are separate, and Aisha lives with her children 

in a separate room.  

 

She lives on a 200 sq. ft house; all facilities are available in the house, except proper drainage 

system.  She lives in an urban area where the primary government school is at a walking distance. 

The hospital is at a distance of 10 to 15 minutes and the main road is 5 to 10 minutes away, while 

the BISP Tehsil office is at a distance of 2.5 km. 

 

2. Relationship with BISP 
 

Aisha has been a beneficiary of the Parliamentarian Phase of BISP. She informed that the PSC 

survey took place in her locality in January/February 2010. The survey team filled the form at her 

doorstep with the help of her brother-in-law. They had given a PSC slip for future reference. She 

believed that she was a beneficiary of BISP, and she had learnt about this from the internet café 

from where she got her slip checked. Aisha was aware that the cash grant is from the Benazir’s 

fund. She heard about this from the women in her neighbourhood. Aisha does not have any 

knowledge about the beneficiary eligibility criteria, but believes that she deserves the money, she 

informed that her husband was unemployed and she and her family is fully dependent on the 

financial support of her father-in-law, therefore she is poor and deserve government support. She 

further explained that with the BISP cash transfers she pays her children school fee, buy clothes 

for them and sometime gives some pocket money to her husband as well. 

 

Aisha received 10 instalments of the Parliamentarian Phase of BISP through post office. 

According to her payment detail, 2 instalments (June 2012 and September 2012) of the PSC were 

being shown as generated which but not delivered to her by the post office. In September 2012, 

her payment mode changed and in November 2012 she got her BDC from the BDC Centre 

Ghotki. According to her payment details, instalment had been deposited into her account on 4
th
 

December 2012. She was informed about where to collect her BDC by her neighbourhood 

women. The staff at the BDC Centre had told her that she should go to the bank after 2 days to 

collect her money. Aisha considered the BDC her property and kept it with herself. 
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3. How did the complaint emerge? 
 

In November 2012 when Aisha got her BDC from BDC Centre Ghotki she went to collect her 

instalment from ATM at Bank AlFalah Ghotki on the next day. She gave her card to the security 

guard standing there and he checked at the ATM and informed her that her instalment had not 

been deposited in her account. When she went to the BDC centre the next day, and showed the 

card to the staff there, they told her that her BDC had been exchanged. The BDC she was now 

carrying was issued in someone else’s name. When she gave her card at the ATM to the guard, he 

had other BDCs in his hands too; so her card was exchanged with some other card. The staff at 

the BDC centre told her that she should get a new BDC from the BDC centre. 

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

On 15
th
 January 2013, the beneficiary visited BDC Centre Ghotki to register her complaint 

about an exchanged BDC. The staff at the centre received her complaint; according to the 

bank staff at the BDC centre, they only noted the beneficiary’s CNIC number and BDC 

number in a register. This complaint reached the district coordinator of Bank Alfalah in 

February 2013 but no acknowledgement was given; it was registered in a manual register. 

According to the BDC Centre Ghotki’s DCO, if any beneficiary comes with a complaint 

about an exchanged card, they verify the card through the beneficiary’s CNIC in their system 

and if the card has been exchanged, they immediately call the helpline, the helpline operator 

verifies it through the beneficiary’s CNIC number and deactivate the card and forward a 

request for the issuance of a duplicate BDC. They normally receive the duplicate of the 

beneficiary’s BDC in 15-20 days through TCS. This complaint was resolved on 4
th
 February 

2013. 

 

4.B Client’s version 

 

Aisha lost her BDC at the Bank Alfalah ATM in November 2012 and the guard at the ATM 

told Aisha that she should register her complaint from where she got her BDC i.e. BDC 

Centre Ghotki. She visited the BDC Centre and referred to the bank counter, bank staff took 

her CNIC copy and registered her complaint, but did not give any acknowledgement. The 

Bank Alfalah staff present at the BDC centre, made the complainant talk to the helpline 

operator. The operator asked her name and her mother’s name for verification. Aisha 

informed that she got a new card in February 2013, from the BDC Centre Ghotki. She 

informed that the BDC centre gave her a new card and took her thumb impression on a paper 

and took the previous card from her and said that they would return the card to whomever it 

belonged. In February 2013 she withdrew her first instalment of Rs.3,000 through her new 

BDC.  

 

BDC Centre Ghotki is at a distance of 2.5 km from Aisha’s home, and she went there on foot. 

After registering the complaint, she went to collect her BDC card once and got her new BDC 

thus her problem was resolved in less than a month’s time. Aisha was satisfied about the 

complaint registration procedure. She was happy that her complaint was resolved in a 

reasonable time and the bank staff talked to her nicely and did not charge her for the 

registration/resolution of her complaint.  
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5. What We Learnt? 
 

 The beneficiary got her BDC in November 2012. In the same month she found out that the 

card had been exchanged and she went to the BDC centre many times. However, the staff 

present at BDC centre instead of filing her complaint asked her to come after some time. 

 Her complaint was eventually registered on 15
th
 January at the BDC Centre Ghtoki and she 

was told to come back after 15-20 days. The complaint was subsequently resolved on 4
th
 

February 2013 and she received a new card, from which she withdrew an instalment of 

Rs.3,000 on the same day 

 The payment agency (Bank Alfalah) did not share the record of this complaint with BISP, nor 

did the staff of BISP ask for any record from the payment agency 

 In Ghotki, Bank Alfalah makes extra efforts and takes initiatives to resolve BDC related 

complaints but there is no coordination between BISP and Bank Alfalah 

 After this complaint was recorded, it was resolved in only 15 days, but BDC Centre staff took 

3 months for filing of this complaint. . 

 

6. Recommendations 
 

 Beneficiaries should be given awareness about using the BDC so that they can use it 

themselves and do not have to rely on anyone to use thereby potentially minimizing chances 

of losing or exchanging the card and defrauding  

 BISP should maintain a record of BDC related complaints at their BDC centres 

 The CNIC number or the beneficiary’s name should be printed on the card so that in case of 

an exchange, the card can easily be retrieved with the help of the name or number on it. 

 

 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 1 - Payment Case Studies 

P-Q4-Sindh-04 
 

J40252715 

GHK Consulting Ltd. 176 

Case study Number P-Q4-Sindh-04 

Nature of Case Non Payment due to Lost PIN code 

Complainant/ Beneficiary Iqra 

Wife of Khan Mohammad Chandio 

Complainant, if not beneficiary herself  

Address Village 38 Dad, Post Office Imam Bux Murree, Tehsil 

Nawabshah, District Shaheed Benazirabad. 
CNIC Number 4540253728292 

PSC form number 09321679 

Date Study Completed 1
st
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Iqra w/o Khan Mohammad Chandio is a 21 year old primary level educated woman who is a 

resident of Village 38 Dad, Post Office Imam Bux Murree, Tehsil Nawabshah, District Shaheed 

Benazirabad. Iqra told us that her husband Khan Mohammad Chandio is a driver and earns 

Rs.4,000 per month. She does not workand a house wife. in a joint family system  in her father-in-

law’s house with her 4 brother-in-laws. Two of her brothers-in-law are unmarried and 2 are 

married; one has 5 daughters and 1 son while the other has only 1 son. There is only one room in 

the house and the structure of the kitchen and bathroom is katcha. They have access to electricity 

and gas. According to Iqra, the village has approximately 100 houses and mostly Chandio 

families live here. There is a government primary school but no hospital in the village; the nearest 

hospital is 18 km away in Nawabshah. 

 

2. Relationship with BISP 
 

She was not a beneficiary in the Parliamentarian Phase of BISP. According to her the PSC survey 

was conducted in her area in December 2010.  She said that the survey team did not come to her 

house and her form was filled out by her father- in- law at the village autaq; he was given a PSC 

slip in receipt. She does not have any information about the eligibility criteria of BISP. According 

to Iqra, she received this cash grant from the Benazir Scheme – she heard about this scheme from 

other village residents. She informed that she had also received a brochure from BISP. According 

to her BISP amount goes to the poor and rich people both. Iqra believes that she is eligible for the 

BISP scheme and she told us that she uses this money on clothes and household necessities. After 

the PSC survey she received 2 instalments through the Pakistan Post; one was delivered in 

December 2011and the second one in March 2012.After this her payment mode was changed in 

April 2012 and she did not receive any change of payment mode letter. She said that other village 

women informed her about the BDC and then 8 or 9 months ago she visited the BDC Centre 

Nawabshah with other neighbourhood women and received her BDC. 

 

On 17
th
 April 2012 Iqra received her first BDC instalment from the ATM at HBL (she went with 

her husband) and also received a second instalment from the same ATM on 8
th
 January 2013. 

According to her payment details her third instalment was issued on 15
th
 February 2013. She said 

that the BDC Centre staff did not provide her any information about the BDC; they just told her 

that she could collect cash from the bank. Iqra does not know how to use her BDC so she asked 

the bank security guard to withdraw cash from the ATM; she gave him her PIN code.  

 

3. How did the complaint emerge? 
 

Iqra informed that in around December 2012 she tried to obtain her second instalment. She gave 

her BDC to her brother-in-law who went to ATM at HBL Nawabshah, he noticed there that the 

PIN code was erased. He met the HBL branch manager and told him that the PIN code was 
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erased; the bank manager asked him to submit an application regarding this problem and then he 

would receive a new PIN code. She informed that her brother in law registered her PIN code 

complaint at HBL Nawabshah and the bank representative collected her CNIC and BDC copies 

from him and told him that they would receive a new PIN code after one month. 

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

On 7
th
 December 2012, the beneficiary’s complaint was registered at HBL Masjid Road 

Branch, Nawabshah and according to the details she complained that her PIN code had been 

erased so she requested a new PIN code. The application was submitted at HBL along with 

copies of the beneficiary’s CNIC and BDC; she was not given any acknowledgement slip. 

The complaint was kept in a manual file for official record. The HBL Operations Manager 

informed that he was directed by the Regional Head Office Hyderabad that if he receive 

complaints related to BDC from beneficiaries he was supposed to forward them on a weekly 

basis to the Regional Manager Complaints (RMC) Hyderabad. He also informed that he 

received 350 complaints, including Iqra’s PIN code complaint, on 7
th
 December 2012 and he 

forwarded these complaints through email to RMC Hyderabad on the same day. After the 

verification process, the manager said that he received 200 new PIN codes through courier 

(TCS) from RMC Hyderabad. He informed that Iqra’s PIN code complaint was resolved 

within a month but he did not remember the exact date because record of complaints is not 

maintained here; but when the beneficiary’s complaint was resolved, a list of new PIN codes 

with the beneficiaries’ names was pasted on the bank wall for their convenience.  

 

4.B Client’s version 

 

According to Iqra, one month after her brother-in-law registered her complaint at the bank in 

December 2012, he went again in January 2013 to inquire about her application. The bank 

staff told him to check for her name on the list of beneficiaries’ pasted outside the bank to 

find about status of her complaint. When he checked the list, Iqra’s name was not on it so the 

bank manager told him that they could obtain instalment from a PoS outlet because those do 

not require PIN code entry for  

 

withdrawal of payments. Iqra’s brother in law was not informed when the complaint would be 

resolved, instead he was told to obtain the money from  PoS at HBL, Daulatpur. Subsequently 

he withdrew 2 instalments from PoS, located inside the HBL Daulatpur Branch; one in 

January 2013 and another in February 2013.  

 

5. What We Learnt 
 

 According to our observation, the Operational Manager of HBL Masjid Road Branch, 

Nawabshah deals with BDC complaints as well as provides commercial banking services, 

thus he is unable to maintain a proper record of beneficiaries’ complaints 

 BISP Divisional Office Nawabshah does not maintain any record of beneficiaries’ payment 

complaints 

 HBL Nawabshah was not observed to inform beneficiaries about the outcome of their cases 

individually; instead they put up a list of renewed PIN codes outside the bank 

 There is a discrepancy in between the provider’s version and the client’s version; according to 

the HBL Operations Manager, Iqra’s complaint was resolved within a month of being 

registered and a new PIN code was received by this bank branch. However, according to the 

client’s version, Iqra was not informed that her complaint had been resolved and a new PIN 
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code issued for her. Instead, the bank staff told her brother in law to withdraw her payments 

from a PoS and not an ATM 

 Iqra’s brother in law withdrew 2 instalments of Rs.3,000 each from the PoS at HBL Daulatpur 

branch, on 8
th
 January 2013 and 15

th
 February 2013. However, her payment details on the 

BISP website, as checked on 9
th
 April 2013, show that the withdrawal on 8

th
 January 2013 

was from an ATM while the 15
th
 February 2013 withdrawal was from a PoS.  

 

6. Recommendations 
 

 BISP and partner organization should provide awareness to the beneficiaries about the usage 

of BDCs at ATM 

 HBL should appoint a separate officer for complaint registration who deals only with BDC 

related complaints 

 HBL Nawabshah should maintain a proper manual record of beneficiaries’ complaints so that 

beneficiaries do not have to make repeated trips 

 HBL should inform beneficiaries regarding complaint outcomes through phone calls or by 

post and for this HBL should register beneficiaries’ contact numbers and home addresses 

 HBL Operational Manager told us that HBL management should resolve BDC complaints at 

the Regional Office Nawabshah so that the maximum number of beneficiaries’ complaints 

can be resolved in the shortest possible time 

 BISP should update the payment details on its website to reflect the latest and most accurate 

information. 
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Case study Number P-Q4-Sindh-05 

Nature of Case Non Payment due to Erased PIN code 

Complainant/ Beneficiary Zainab Bibi 

Wife of Muhammad Haroon 

Complainant, if not beneficiary herself  

Address Village Muhammad Usman Brohi, Post Office 48 Dad, 

Tehsil Nawabshah, District Shaheed Benazirabad. 
CNIC Number 4540252147696 

PSC form number 09320180 

Date Study Completed 25
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Zainab Bibi, wife of Muhammad Haroon, lives in the Village Muhammad Usman Brohi, Post 

Office 48 Dad, Tehsil Nawabshah, District Shaheed Benazirabad. Her age is 33 years and she is 

an illiterate woman. She mostly stays home and does her household chores. She is a mother of 

two children: one son and one daughter, son goes to school and is in 1
st
 grade while daughter is 

not of school going age. her husband is a farmer on ten acre land-holding of Khan Muhammad 

Jhokio, he earns about Rs.112,000 in a year. She is living in a joint family system with her 

parents-in-law, one sister-in-law and four brothers-in-law also live in her house.  

 

Her house was destroyed last year because of heavy rains. They now live in two broken rooms, no 

washroom and for water they have a hand pump in their house. Electricity is available in her area 

but there is no gas. Village Usman Brohi has around 50 households. All the people living there 

are of the Brohi caste. There is no school in the village. The children go to a school in the adjacent 

village, which is 1 km away. The hospital is 3 km away from the village. 

 

2. Relationship with BISP 
 

Zainab Bibi was not a beneficiary of the BISP Parliamentarian Phase. Her PSC form had been 

filled in December 2010. Her husband had helped the survey team fill the form, and as an 

acknowledgement she received a PSC slip and BISP brochures also. She does not know much 

about BISP, all she knows is that poor women are given cash grant through the “Benazir 

Scheme”, she heard about it through other women in the village. She told us that in 2012 she 

received two instalments of the BISP cash transfers through the postman who had come to deliver 

them at her home. After that, around a year ago, in April 2012, the postman informed that the 

instalments would not be delivered through money orders and she would have to go get her BDC 

from BDC centre. In April 2012, she went to the BDC Centre Sakrand and received her BDC. She 

received her first instalment of Rs.3,000 through BDC which her husband got from ATM in 

Nawabshah. She had the BDC but she did not know how to use it. Zainab informed that the 

instalment she received was utilized by her to buy clothes for her children and was used for other 

household expenses. 

 

3. How did the complaint emerge? 
 

According to Zainab, almost a year ago she received her BDC and a couple of days later her 

husband went to Nawabshah and withdrew her cash grant from ATM. Then around 5 months ago, 

she went to Nawabshah to collect the second instalment along with other women of the village. 

Upon reaching the ATM, she came to know that the PIN code had been erased. The women who 

had come along advised her to go to the HBL Masjid Road Branch. When she went there, the 

bank official told her to write an application and give it to him so that he could forward it to the 

higher authorities. She got the application written by an agent outside an internet cafe. Along with 
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the application she submitted a copy of her BDC and CNIC to the bank staff. She was told to 

come back a month later to know status of her complaint. 

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

The Assistant Complaint (AC) at the BISP Divisional Office Shaheed Benazirabad said this 

office does not deal with BDC related complaints. If any beneficiary comes to them, they are 

referred to the HBL branch. 

 

According to the Operations Manager of the HBL Masjid Road Branch, they do not have a 

record of the date on which Zainab Bibi came to file a complaint regarding her erased PIN 

code. She submitted copies of her CNIC and BDC along with her application. All complaint 

applications are maintained in a register. On 7
th
 December 2012, along with the details and 

remarks of 300 other beneficiaries, they made an attachment and emailed Zainab’s complaint 

to the Regional Manager Complaints (RMC) Hyderabad. They forwarded it here because they 

have been instructed to do so by the Regional Office Hyderabad. They have been told that 

whenever a beneficiary comes with a complaint regarding BDC PIN code, it should be sent to 

the Regional Office Hyderabad on a monthly basis after noting the details. Out of the 300 

applications sent in, HBL Nawabshah received 200 PIN codes, 2 months later, among which 

Zainab’s PIN code was also included. She collected her new PIN code but bank did not have 

a record of the date. The Operations Manager informed that they checked the beneficiary’s 

original CNIC when she receives her PIN code. 

 

4.B Client’s version 

 

Zainab Bibi informed that she had filed a request for new PIN code in November 2012 at the 

HBL Nawabshah Branch along with copies of her BDC and CNIC. The staff told her to come 

a month later. Almost one and a half month later when she went to find out about the 

complaint, she was told that her PIN code had not arrived, and that she should come again 20 

days later. When she went again, she received her PIN code, but still did not get her 

instalment. She went on the same day to the bank where the staff told her to call the helpline 

and get the card activated. She called the helpline but nobody picked up her call. She was 

satisfied that she at least got the PIN code of her BDC. She spent around Rs.500-600 on 

repeated trips to the bank. 

 

5. What We Learnt? 
 

 The Operations Manager of the HBL Masjid Road Nawabshah branch was not able to 

maintain the records or dates of the complaints of beneficiaries because of the work load at 

their branch 

 The BISP beneficiaries are not given an accurate date by the HBL branch due to which the 

beneficiaries have to visit repeatedly. The bank staff probably does not provide accurate dates 

because they themselves do not know. 

 BDC related complaints are not filed at the BISP Divisional Office Shaheed Benazirabad. 

 Zainab Bibi received her new PIN code more than two months after she registered her 

complaint, however, according to her payment details on the BISP website, as checked on 15
th
 

April 2013, she was not able to withdraw any payments after receiving her new PIN code 

despite the fact that two further instalments were deposited into her account on 30
th
 October 

2012 and 6
th
 February 2013.  
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6. Recommendations 
 

 The management of HBL need to appoint one or two officials at the HBL Regional Office 

Nawabshah so that they resolve the BDC complaints. Time will be saved and the work of the 

other branch will not be disrupted. 

 The staff of the HBL Nawabshah branch needs to maintain a record of BDC related 

complaints so that beneficiaries do not have to make repeated visits to their branch 

 The payment agency (HBL) does not share the results of payment complaints with BISP 

 BISP should evolve a mechanism to register payment complaints at their offices, on the CMS, 

so that beneficiaries do not have to visit banks to register their complaints and can do so at 

their nearest BISP office 
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Case study Number P-Q4-Sindh-06 

Nature of Case Non Payment due to BDC Captured by ATM 

Complainant/ Beneficiary Zohra 

Wife of Hazoor Bux 

Complainant, if not beneficiary herself Farooq 

Address Mohalla Dhobi Ghat Goth Santa Singh, Tehsil Nawabshah, 

District Shaheed Benazirabad 
CNIC Number 4540290982816 

PSC form number 10778878 

Date Study Completed 23
rd

 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Zohra, wife of Hazoor Bakhsh, is a resident of Mohalla Dhobi Ghat Goth Santa Singh, Tehsil 

Nawabshah, District Shaheed Benazirabad. She is a 39 years old illiterate woman who is a mother 

of seven children: 3 sons and 4 daughters. The eldest of the daughters is married and lives with 

her husband. The eldest son and 2 daughters go to school while the other 2 sons and one daughter 

live with her at home. Her husband is a painter and earns around Rs.500 per day. Zohra herself 

work as a maid at other people’s homes and earns around Rs.3,000 per month. She lives in her 

husband’s house which is  built on 120 sq. feet plot. The house is made of bricks and cement and 

has 2 rooms. Electricity and gas is available at her house and they have done boring for water 

outside her house. The Mohalla Dhobi Ghat of Goth Santa Singh has around 200 houses. Three 

tribes known as Brohi, Magsi and Sheikhs live here. The high school and hospital are near her 

locality. 

 

2. Relationship with BISP 
 

Zohra was not a beneficiary of BISP Parliamentarian Phase. Zohra informed  that the PSC survey 

team had come in December 2010 and had filled her form at her house. She, with her husband, 

had helped them fill the form. The enumerator had given them a PSC slip as proof. Zohra did not 

know much about the BISP. All she knew was that women got this money through the “Benazir 

Scheme”. She further said that poor women received this money, but so did the rich. She said that 

she received her BDC from the BDC Centre Nawabshah. Her son-in-law and neighbours had told 

her to collect the BDC. After receiving the card she received the first instalment a month ago. Her 

son-in-law, Farooq, withdrew her instalment from the ATM at HBL Nawabshah. She confessed 

that she did not know how to use the ATM herself therefore her son-in-law helped her. This was 

also the reason why the BDC was kept with Farooq, because he knew how to use it. She also 

mentioned that out of the Rs.3,000 she got in the first instalment, Rs.2,000 has been kept by her 

for the VC (informal savings committee) which she will use to get second her daughter married. 

The other Rs.1,000 was spent on household expenses. 

 

3. How did the complaint emerge? 
 

According to her son-in-law Farooq, on 18
th
 March 2013, he took his mother-in-law’s BDC to the 

HBL Masjid Road branch to check whether her instalment is deposited in her account or not. 

When he inserted the card in the ATM to check, the machine did not accept the card, he tried 

repeatedly to withdraw her instalment, the ATM captured her BDC. He went inside and informed 

the Bank’s Operations Manager about the captured BDC, who told the staff to take the BDC out. 

The Operations Manager asked for the beneficiary’s CNIC, he immediately submitted her CNIC’ 

copy. 
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4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the Operations Manager at HBL Masjid Road, whenever they get a complaint of 

any beneficiary’s card being captured, they ask for the beneficiary’s original CNIC, and 

verify it. After the verification they return the card to the beneficiary, a copy of the CNIC is 

kept with them. In relation to Zohra’s captured card, the Operations Manager informed us that 

the date as to when this complaint was registered was not available. Nor is there any record of 

what date her card was received or by whom. They only checked the beneficiary’s original 

CNIC and verify the BDC, a copy of her CNIC is kept. The work of the Operations Manager 

is primarily to look after commercial banking. 

 

4.B Client’s version 

 

According to the beneficiary and her son-in-law (Farooq), on 18
th
 March 2013, when Farooq 

went to HBL with the card, after repeated tries it was captured by the ATM. He immediately 

went inside and informed the Operations Manager about it. The original CNIC of the 

beneficiary was requested by the Operations Manager. He verified the CNIC through his 

system and at the same time returned the captured BDC, he submitted a copy of Zohra’s 

CNIC when he collected her BDC. Farooq said that the way the complaint was handled by the 

bank staff was very satisfactory. They resolved his problem immediately and the staff’s 

behaviour was cooperative. 

 

5. What We Learnt? 
 

 The HBL Masjid Road branch has no proper mechanism of recording BDC related 

complaints. The staff handles captured card cases immediately, but according to the banking 

rules, the captured BDC are to be given to the beneficiaries personally. Complete 

documentation is to be maintained in a manual register or an excel sheet but this is not being 

done 

 As there is no awareness about the BISP cash transfer programme, Farooq went to collect the 

second instalment a month after he had received the first instalment. This is why his card got 

captured. 

 The Operations Manager deals with the BDC related problems at the HBL Masjid Road 

branch, but a greater priority is for the commercial banking. That is why BDC complaints are 

usually not recorded 

 According to her payment details on the BISP website, Zohra withdrew one instalment of 

Rs.3,000 from an HBL ATM on 6
th
 February 2013 and no further payments have been 

generated for her thus far 

 According to the CMS website, as checked on15th April 2013, Zohra’s household is listed as 

an ‘eligible household with discrepancy’ but it does not state what the discrepancy is.  

 

6. Recommendations 
 

 The HBL Masjid Road Nawabshah branch needs to keep proper record of BDC related 

complaints and their redressal. 

 BISP needs to create awareness amongst the beneficiaries about their instalments. Also, they 

need to give them a schedule of payment so that they do not visit repeatedly to see whether 

their instalments are deposited in their accounts or not 

 The HBL management needs to provide PoS machines at all branches 
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 The HBL management needs to make sure that in one branch of District Shaheed 

Benazirabad, a separate official is hired who resolves the beneficiaries’ BDC related 

problems. 
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Case study Number P-Q4-Sindh-07 

Nature of Case Non Payment due to Lost PIN code 

Complainant/ Beneficiary Musamat Hajra 

Wife of Abdullah Brohi 

Complainant, if not beneficiary herself  

Address Village Muhammad Raheem Brohi, 48 Dad, Tapal Ghar 

Imam Bux Murree, Tehsil Nawabshah, District Shaheed 

Benazirabad. 
CNIC Number 4540250782148 

PSC form number 9320099 

Date Study Completed 25
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Musamat Hajra w/o Khan Abdullah Brohi is a 56 year old illiterate woman who is a resident of 

Village Muhammad Raheem Brohi, 48 Dad, Tapal Ghar Imam Bux Murree, Tehsil Nawabshah, 

District Shaheed Benazirabad. She is a mother of six children: four sons and two daughters. Two 

of her sons and one of her daughters are married. Two of her sons go to primary school: one is in 

3
rd

 grade and second is in 2
nd

 grade. She told us that her unmarried daughter does not go to school. 

Her younger son works as a labourer and earns Rs.100 per day and her husband is a agricultural 

labourer. Musamat Hajra and her husband grow cane crop and earn about Rs.200,000 annually. 

She told us that she usually stays busy with household chores and also has cattle in the house so 

she cuts grass for them as well.  

 

She lives in her own house with her husband and children. The house they live in has a total area 

of 400 sq. yards. The structure of the house is katcha. There is only one room in the house along 

with an open kitchen but they do not have a bathroom. They have access to electricity but do not 

have access to gas. They obtain water using a hand pump installed inside the house. She informed 

that the village has approximately 50 houses, there is no hospital in the village and in case of 

illness they go to Taluka Sakrand hospital which is approximately 4 km away from her house and 

it takes one hour to reach there. 

 

2. Relationship with BISP 
 

She was not a beneficiary of BISP Parliamentarian Phase. She informed that the PSC survey team 

had come in December 2010 and her brother-in-law had filled her form at Haji Raheem’s autaq. 

The enumerator had given them a PSC slip as proof. She believes that she is eligible for the BISP 

scheme and informed that eight months after her form was filled she received BISP cash transfers 

through the post office in August 2011. She received Rs.9,000 in cash transfers through four 

money orders. According to her BISP website payments details her 5
th
 instalment was also 

generated in June 2012 but not delivered. She informed that she used the BISP amount to buy her 

children clothes and groceries. She does not have any information about the eligibility criteria of 

BISP. According to her she received this amount from the Benazir Scheme and she just heard 

about the scheme from the postman. She told us that in October 2012 she received her BDC from 

BDC Centre Nawabshah and she was informed by the post man that now she could get BISP cash 

transfers through the BDC. She received her BDC but did not receive any cash transfers through it 

yet. 

 

  



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 1 - Payment Case Studies 

P-Q4-Sindh-07 
 

J40252715 

GHK Consulting Ltd. 186 

3. How did the complaint emerge? 
 

Musamat Hajra informed that in October 2012 she received her BDC from BDC Centre 

Nawabshah and was told by the staff member that next day she could receive instalment from 

ATM.  So the next day she went to the ATM of HBL Nawabshah to obtain cash. She asked a man 

to help her withdraw cash and gave her ATM but she was told by the man that her PIN code had 

been blocked. She contacted the bank staff who told her that she should submit copies of her 

CNIC and BDC then they would forward her PIN code complaint.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the Operations Manager at HBL Masjid Road Nawabshah branch Musamat 

Hajra registered her complaint regarding a new PIN code at the bank on 7
th
 December 2012 

along with copies of her CNIC and BDC. The beneficiary was not provided with any 

acknowledgement slip. According to the Manager they registered her complaint in a manual 

file for official record. The manager informed that he was directed by the Regional Head 

Office Hyderabad that if he receive complaints related to BDC from beneficiaries he should 

note the details of the complaints and forward those on a weekly basis to the Regional 

Manager Complaint (RMC) Hyderabad. They received Musamat Hajra’s complaint on 7
th
 

December 2012 along with 350 other beneficiaries’ complaints and on the same day he 

forwarded these complaints through email to RMC Hyderabad. The manager told us that he 

received Musamat Hajra’s new PIN code along with PIN codes of 200 beneficiaries through 

TCS. The Manager informed that Musamat Hajra’s complaint had been resolved but she had 

not yet come to the bank to collect her new PIN code. The manager also informed that they 

had pasted a list of resolved complaints on the bank window.  

 

4.B Client’s version 

 

Musamat Hajra submitted copies of her CNIC and BDC and the staff member at the bank told 

her that she should check the status of her complaint after one month. In November 2012, one 

month later, Musamat Hajra visited the BDC centre to inquire about her complaint and the 

BDC staff told her that they did not receive her PIN code yet so she should submit a new 

application. Musamat Hajra informed that she spent Rs.100 for a new computerized 

application and also attached copies of her CNIC and BDC again and submitted it to the bank 

and staff member asked her to check back at the centre after one month 

 

She was very disappointed and came back home. Musamat Hajra informed that she was not 

satisfied with the behaviour of HBL staff because her complaint had not been resolved yet 

and she also spent Rs.500 on travelling during the complaint registration process.  

 

5. What We Learnt? 
 

 Musamat Hajra’s PIN code was blocked so she registered her complaint twice at the bank but 

did not get her new PIN code yet. According to her, the bank staff did not behave well and 

also did not resolve her complaint efficiently due to this she had not yet withdrawn her 5
th
 

instalment of cash transfers. According to the BISP website Musamat Hajra’s 5
th
 cash transfer 

was generated in June 2012 

 HBL does not provide beneficiaries with acknowledgement slip upon registration of their 

complaints 
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 According to the Operations Manager, Musamat Hajra’s complaint was resolved but they did 

not inform her to get her PIN code 

 According to TPE team observation at HBL Masjid Road branch Nawabshah, only the 

Operations Manager deals with BDC complaints and also provides commercial banking 

services so the bank’s priority is commercial services and due to this they do not maintain a 

proper record of beneficiaries’ complaints 

 According to the Operations Manager, BISP beneficiaries are not aware of how to use BDC at 

ATM due to which many complaints emerge 

 BISP Divisional Office Nawabshah does not maintain any record of beneficiaries’ payments 

 According to her payment details on the BISP website, as checked on 15
th
 April 2013, 

Musamat Hajra’s cash transfer instalment of Rs.3,000 was generated on 30
th
 June 2012 but 

she cannot withdraw it till now.  

 

6. Recommendations 
 

 BISP beneficiaries should be taught how to use their BDCs themselves.  

 Payment agencies should recruit enough staff to deal with payment complaints efficiently. 

 BISP offices and payment agencies should maintain proper manual record of beneficiaries’ 

complaints. 

 BISP and payment agencies should setup regional offices which deal with payment 

complaints and resolve them swiftly. 

 BISP should inform beneficiaries about their complaint status on phone as it may save the 

money and time of the beneficiaries. For this BIS needs to improve its CMS to deal with 

Payment related complaints also. 
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Case study Number P-Q4-Sindh-08 

Nature of Case Non Payment due to Illegible PIN code 

Complainant/ Beneficiary Reshma 

Wife of Ghulam Asghar Zardari 

Complainant, if not beneficiary herself  

Address Ward No. 12, Village Ganhwar Khan Chandio, Taluka 

Moro, District Naushero Feroze 
CNIC Number 4530335993024 

PSC form number 08656008 

Date Study Completed 19
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Reshma, wife of Ghulam Asghar Zardari, is a 30 years old illiterate woman. She lives in Ward 

No. 12, Village Ganhwar Khan Chandio, Taluka Moro, District Naushero Feroze. She is a mother 

of five children: three sons and two daughters. One of her daughters, Kulsoom, is in primary 

school and the other one is young and does not go to school. Among the sons, two of them go to 

school while the third is not of school going age. According to Reshma, her husband sells snuff 

(naswar) and earns around Rs.200 per day. Reshma takes care of the household work. She is 

living in a joint family system; her father and mother-in-law; four brothers-in-law (one of whom 

is married) live with her family in the same house. The house is built on a plot of 200 sq. yards, it 

consists of one room; with a kitchen in one corner of the house and a bathroom made of mud, 

electricity is available in the house and drinking water is also available through the hand pump 

installed inside the house. They do not have a drainage system for the house. There are around 

250 houses in the village, in which two kinship groups known as Zardaris and Machhis live. The 

civil hospital is in Soro Shadham, where they go in case of an illness. The school too is in the city 

which is at some distance from their village. 

 

2. Relationship with BISP 
 

Reshma was not a beneficiary of the Parliamentarian Phase of BISP. According to her, the PSC 

form had been filled in December 2010. The enumerator had filled the form at her house, and as a 

proof had given her a PSC slip. She did not know much about BISP, just that the cash grant is 

from “Benazir Scheme” and the government pays the amount. The postman had told her about it, 

and she said that the BISP cash grant was given to rich and poor women. She was poor therefore 

deserved the BISP cash transfer. Reshma informed that she started receiving the BISP cash 

transfers almost 8 months after the survey took place. She got 3 instalments till March 2012 

through the postman. The amount she received was utilized on household expenses and on buying 

clothes for her children. Reshma had received the BDC 5 months ago from the BDC Centre Moro, 

she went there with other village women.  

 

3. How did the complaint emerge? 
 

According to Reshma, she got her BDC from the BDC Centre Moro almost 5 months ago. The 

staff at the BDC Centre had informed her that she should go to the bank a week later and get her 

instalment through BDC. When a week later she gave her BDC to her mother-in-law, Jannat, she 

was told that her PIN code had been deactivated. She then went with her mother-in-law to the 

BDC Centre Moro. The staff at BDC Centre Moro told her to get her PIN code activated through 

the HBL helpline. She called the helpline, using her husbands mobile. Reshma’s aunt talked to the 

operator, but the PIN code was not activated. Then she went to an HBL ATM again after a few 

days, and the guard outside the ATM told her that her PIN code was erased so she should register 

a complaint from where she received this BDC.  
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4. Processing of the complaint 
 

4.A Provider’s version 

 

The beneficiary did not visit any BISP office. 

 

According to the Regional Manager Complaints (RMC) of HBL Sukkur Regional Branch, he 

received an email from the BDC Centre Moro on 3
rd

 December 2012. He said that they have 

instructed the BDC centre staff that if beneficiaries come with BDC related complaints, they 

should collect and forward these on a weekly basis via email to the RMC. He informed that 

they received 350 complaints via email including beneficiary’s name, CNIC, BDC number 

and remarks were also received. He sent this list to the ATM Operations Department Karachi 

via email. He forwarded it to the Karachi office because the Regional Manager Operation has 

instructed him to forward the complaints received from the BDC Centre to the main ATM 

Operations Department. He said that when they send a complaint to them [ATM Ops Dept.], 

they send a duplicate PIN code through TCS to the Regional Office, from where we forward 

that parcel to the relevant branch or BDC centre through TCS again. But, we have no record 

of receiving Reshma’s PIN code or of any other PIN code because when it is received it is 

forwarded to the relevant BDC centre. No information about the status of her compalint was 

given to Reshma. 

 

4.B Client’s version 

 

She went with her mother in law to the BDC Centre in November 2012. She showed her 

CNIC and the BISP tracking form. The staff told her that her complaint would be sent to the 

higher authorities and she should get her PIN code in 20 to 25 days.  

 

Reshma went to the BDC Centre Moro twice after registering her complaint but she did not 

receive her PIN code. Reshma had not received her PIN code yet even though she had 

registered her complaint in November 2012.  

 

5. What We Learnt? 
 

 Reshma got her BDC from BDC Centre Moro almost 5 months ago but when she gave her 

card to her mother in law to get her cash withdrawn she was informed by her that the card was 

blocked. Reshma went to BDC Centre Moro with her mother in law to get her BDC activated 

but she was told there to call the HBL helpline. She called the helpline but could not get her 

PIN code activated 

 Reshma went to the BDC Centre Moro with her mother in law in November 2012 and 

registered her complaint twice but did not receive a new PIN code.  

 The RMC at HBL Sukkur received Reshma’s complaint from BDC Centre Moro on 3
rd

 

December 2012, as part of a list of 350 beneficiaries’ complaints regarding invisible PIN 

codes. He forwarded this list to the HBL Karachi ATM Operations Department 

 HBL Regional Office Sukkur does not maintain a list of PIN codes that are received back 

from the ATM Operations Department Karachi and these are simply forwarded to BDC 

Centre Moro. The bank staff at the BDC Centre often has to make the list themselves 

 The BDC Centre staff informed that the cards they distribute in Moro usually have two 

problems: firstly, their PIN code may not be visible and secondly, it is not activated, and the 

beneficiary has to get that done on her own.  

 According to the BISP website, as checked on 15
th
 April 2013, Reshma’s cash transfer of 

Rs.3,000 was deposited on 1
st
 October 2012 in her account but she has yet to withdraw it 

because she has not received a new PIN code.  
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6. Recommendations 
 

 Payment agency (HBL) should distribute activated BDCs from the outset, or inform the 

beneficiary through their helpline about how to activate their cards 

 Payment agency, (RMC) Sukkur needs to send the BDC PIN codes along with the list to HBL 

Karachi ATM Operations Department in time 

 BISP offices and payment agencies should maintain proper manual record of beneficiaries 

complaints; based on the RMC’s statement it is clear that the payment agency is registering 

duplicate versions of the same complaints which indicates poor and inefficient record-keeping 

 BISP and payment agencies should set up regional offices which deal with payment 

complaints and resolve them in a short span of time.  

 BISP and payment agencies should set up a proper helpline to solve PIN code related 

complaints 

 

 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 1 - Payment Case Studies 

P-Q4-Sindh-09 
 

J40252715 

GHK Consulting Ltd. 191 

Case study Number P-Q4-Sindh-09 

Nature of Case Non Payment due to misappropriated BDC 

Complainant/ Beneficiary Asoodi 

Wife of Sohrab Ali 

Complainant, if not beneficiary herself  

Address Goth Jahan Khan Bhangwar, Post Office Kandhkot, Tehsil 

Kandhkot, District Kashmore 
CNIC Number 4350305653024 

PSC form number 12521249 

Date Study Completed 29
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Asoodi, wife of Sohrab Ali is a 44 year old illiterate woman, a resident of Goth Jahan Khan 

Bhangwar, Post Office Kandhkot, Tehsil Kandhkot, District Kashmore. She is a housewife who 

stays busy with her household chores. She is a mother of five sons and three daughters, one 

daughter is married. One of the sons studied till 5
th
 grade then left school, the second son is in 3

rd
 

grade and the third in 2
nd

 grade. Her husband works as a construction labourer and earns Rs.700 

per day. When there is no work, he works as a hunter on half of the landlord’s land and Asoodi 

helps her husband,  for which annually they get 6-7 maund wheat and 7- 8 maund rice which is 

used at home. 

 

She is living in a joint family system, her three brothers-in-law also live in the same house with 

their families but in different rooms and cook their food separately.  She lives with her children in 

a separate room. The house is their own, and has 4 rooms in it but no kitchen; one corner of the 

courtyard is used as a kitchen. They do not have access to gas. This area is considered rural and 

has primary schools 20 minutes away from the house. There is a BHU in the village that is also 20 

minutes away from the village. The main road is at a distance of 3.5 km and BISP Tehsil office is 

6 km away.  

 

2. Relationship with BISP 
 

Asoodi was not a beneficiary of BISP Phase 1 (Parliamentarian Phase). The PSC survey took 

place in her area in December 2010 and a survey team had filled  her form outside her house with 

her husband's guidance. As a proof they gave them a PSC slip. She considered herself in need of 

the BISP. She further said that her brother in law had told her that her name had been approved 

for BISP and she would get the BISP cash transfers. She heard from the women in her 

neighbourhood  that BISP was Benazir’s cash and now they are getting it,. Asoodi has very little 

knowledge about the BISP eligibility criteria. She said that whose name comes up in the PSC slip, 

those women get  cash transfers and her name had come in the PSC slip (patti) that is why she got 

the Benazir Card too. She informed that the cash transfers she got from BISP were spent on food 

at her house. 

 

After the PSC survey, she got four instalments through Pakistan Post, first instalment of BISP 

cash transfers was received in August 2011 and the last in March 2012. In April 2012, her 

payment mode changed, for which she got no letter from BISP. The people in the village told her 

husband that they should get a Benazir card and that they would no longer get money orders 

through the postman. Asoodi went with her husband in May 2012 to the BDC Centre Kandhkot to 

get her BDC but she couldn’t get it.  
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3. How did the complaint emerge? 
 

Asoodi went with her husband to collect the BDC from the BDC Centre Kandhkot in May/June 

2012. After due process she got a NADRA token, that token was taken by a policeman in the 

BDC centre, he told them to stay outside while he would obtain her BDC. He came an hour later 

and informed that her token had been exchanged so she would not get the BDC. Asoodi, herself, 

went to the bank counter with the policeman, bank staff informed that her token had been 

exchanged and she had some other woman's token, they told her to come next day and they would 

give her a new token. When she went the next day, they told her to come back after 20 days 

because there was no electricity at that time and the other woman's token that she had was also 

taken by the bank staff and informed that she would get a new token, and then the BDC. When 

she went again after 20 days, she was neither given the card nor the token. 

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the Data Entry Operator (DEO) they do not have any facility in Kandhkot to 

register complaints. If any beneficiary comes to their bank to register complaint they send her 

to the BISP office Kandhkot.  

 

Asoodi came to the BISP Tehsil Office Kandhkot around 4-5 months ago with her complaint 

about the BDC. According to the details of complaint, her problem was of her token 

exchanged at the BDC Centre. Due to the exchange of tokens, the staff deactivated her first 

BDC and filed a request for a new card and emailed it, but the Assistant Director (AD) did not 

remember the date on which it was mailed; that email had been deleted. For this complaint, 

her CNIC number and token number were manually noted down at the BISP counter of the 

BDC centre in a register. This complaint was officially forwarded for investigation and 

according to the AD, whatever complaints related to BDC come here are stored on an excel 

sheet on the computer and this sheet is emailed every 15 days to the DFO who sits at the BISP 

Headquarters. He then forwards it to the Head Office of Tameer Bank.  

 

No joint inquiry of this complaint (by BISP and Tameer Bank) was conducted, nor was any 

feedback given to BISP about this case. There is no record of when this complaint was sent 

back from the payment agency. According to the AD as a result of this complaint, they 

received Asoodi's new BDC through TCS via the Regional Office of Tameer Bank Sukkur, 

but the date is not recorded. On 6
th
 March 2013 Asoodi’s husband came to the Tehsil Office 

with her CNIC copy, and he was given the new card. The acknowledgement was taken on a 

list and the BDC and PIN code were present in the envelope.  

 

4.B Client’s version 

 

In May/June 2012, she went to the BDC Centre to register her complaint about the exchanged 

NADRA token for BDC, but the bank staff present at the BDC Centre told her that she should 

apply for a a new card. The staff at the BDC Centre used to call her 3-4 times each month 

with the assurance that she would get a new card, but they neither gave her a token nor a new 

BDC. When the women in the village started receiving their second instalments, she gave her 

CNIC to her husband and told him to check whether her instalment was credited in her 

account or not, he went to the BDC centre and got it checked and found that her instalment 

was withdrawn. Asoodi and her husband kept trying from May/June 2012 to March 2013 to 

get her BDC. In February 2013 her husband saw a list on the wall of the BDC centre. This list 

mentioned that her card was received at the BDC centre. 
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Her husband read her name and after 3 days took her to the BDC centre in March 2013. They 

gave her the card and told her to go to the bank to withdraw her instalment. After giving the 

card they took her thumb impression on a paper. The complaint was registered around 10 

months ago at the BDC centre, because she knew only about this centre. The bank staff 

present at the BDC centre had received her complaint and had taken the CNIC copy and the 

incorrect/exchanged token. No acknowledgment was given to her. 

 

This BDC centre was at a distance of 6 km from her house and it takes 30 minutes to reach 

there. After registering the complaint in May/June 2012, Asoodi kept going continuously for 

the follow-up of her complaint. In March 2013 she got her new BDC and withdrew the first 

instalment of Rs.3,000 rupees. This complaint was resolved in more than nine months.  

 

She was not satisfied with the complaint resolution mechanism or the attitude of the staff. In 

March 2013 after getting her BDC, she received her first instalment from a mobile phone 

franchise in Kandhkot which was 6 km away and took 30 minutes to reach there. While 

giving the BDC, the BDC staff told her to withdraw her instalment after two days. 

 

Asoodi did not know how to use the BDC. She had given the envelope having BDC and PIN 

code to the person at the franchise shop for the withdrawal of her BISP instalment.  She keeps 

BDC with herself and considers it her private property.  

 

5. What We Learnt? 
 

 This complaint was registered in May/June 2012 but resolved in March 2013. 

 According to her payment detail, one of Asoodi’s BDC instalments was deposited in Tameer 

Bank on 12
th
 June 2012 and was withdrawn on the same day by some one else. The next 

instalment was deposited on 1
st
 November 2012 and withdrawn on 4

th
 November 2012. Both 

these instalments were probably gone only because her old BDC was not deactivated till that 

time. 

 According to our observation, the policeman who took the tokens from the beneficiaries and 

the staff of Tameer Bank could be involved in the misappropriation of these two instalments. 

 The BISP Tehsil Office Kandhkot did not have any record of the beneficiary’s visits to the 

office, even though the beneficiary kept going there many times every month. 

 Three days before our visit to Kandhkot the BISP Tehsil office was established there. Earlier 

BISP staff used to sit in the room with the NADRA counter at the BDC centre 

 According to Asoodi’s payment details on the BISP website, as checked on 16
th
 April 2013, 

Asoodi’s third BDC instalment of Rs.3,000 was generated on 7
th
 February 2013 and 

withdrawal took place on 6
th
 March 2013.  

 

6. Recommendations 
 

 The name and CNIC number of the beneficiary should be written on the BDC 

 There should be a PoS machine in every Tehsil Office and the responsibility of the cash 

distribution should be handed over to the BISP staff.  

 Awareness should be provided to the beneficiary about how to use an ATM 

 BISP should immediately deactivate BDCs of beneficiaries who have exchanged or lost them, 

as soon as possible. BISP should inform beneficiaries about the deactivation of BDC 

 BISP should guide beneficiary about registration of complaints. Payment agencies should also 

register any such complaint themselves too 

 BISP should instruct payment agencies and their tehsil offices to register and resolve 

complaints efficiently and should inform beneficiaries through phone. 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 1 - Payment Case Studies 

P-Q4-Sindh-10 
 

J40252715 

GHK Consulting Ltd. 194 

Case study Number P-Q4-Sindh-10 

Nature of Case Non Payment due to Lost BDC 

Complainant/ Beneficiary Saira Khatoon 

Wife of Altaf Hussain 

Complainant, if not beneficiary herself Altaf Hussain  

Address Goth Abdul Samad Kharani. Post Office Jacobabad, Taluka 

and District Jacobabad. 
CNIC Number 4310256863568 

PSC form number 12568209 

Date Study Completed 29
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Saira Khalid, wife of Altaf Hussain, is a 31 year old illiterate woman, who lives in village Abdul 

Samad Kharani, District Jacobabad. She is a housewife who stays busy with household chores and 

taking care of her four daughters and one son. None of her children go to school as they are not of 

school going age. Her husband is a labourer and works on daily wages and earns Rs.200-300 per 

day. She herself does embroidery work at home and earns Rs.200-300 in one or two months. 

 

She lives in a joint family system, her mother-in-law and two brothers-in-law are also living with 

her family in the same house.  The house they live in is her own, comprising three rooms but no 

separate kitchen in the house; therefore one part of the courtyard is used as a kitchen. They do not 

have access to gas..  Her village is near the city without any government; the school is in the other 

village Faiz Muhammad Kharani, which is 10 to 15 minute walk away. There is no hospital; 

therefore they go to Jacobabad Civil Hospital which is 30 minutes away from her village. The 

main road is at a walking distance and Tehsil HQ is 5-6 km away. There are around 400-500 

houses in the area. 

 

2. Relationship with BISP 
 

Saira was not a beneficiary of BISP Phase 1 (Parliamentarian Phase). According to her the PSC 

survey took place in her area in December 2010. The survey team filled her form at a school in 

the village, a boy from the village had helped them fill the forms. As a proof, they had given a 

PSC slip. Saira thought she was in need of BISP and had learnt about it from the women in the 

village that it is Benazir’s money for poor women that they are getting through BISP. About the 

beneficiary’s eligibility criteria, she was aware that poor women get cash transfers because it is 

their right and she considered herself a poor and needy woman. She said the money received from 

the BISP cash transfers was used by her to get groceries and medicines for her children. She 

received four instalments through the Pakistan Post, the first was received in August 2011and the 

last one in March 2012. In April 2012 her payment mode changed for which she got no letter. She 

had learnt about this through the villagers that they would get a BDC. Six months ago she went to 

the BDC centre and collected her BDC. After getting the card, she withdrew the first instalment 

from an HBL ATM which is at a distance of 4.5 km from her house. It took them an hour to reach 

there. The first instalment of BDC was withdrawn by her husband who gave her Rs.3,000, out of 

which she gave him Rs.1,000 to spend. Saira kept the BDC with her but did not know how to use 

it.  

 

3. How did the complaint emerge? 
 

In November 2012, when people were receiving their second instalment, her husband took her 

BDC to get her instalment. When he reached the bank it was crowded, and the BDC probably fell 
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somewhere in the bank, he searched a lot for it but could not find it. Someone advised that she 

should go to the place from where she got the card initially.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

This complaint of Lost BDC was received by the Regional Manager Complaints (RMC) 

Sukkur via email on 12
th
 December 2012.  A duplicate BDC needed to be issued. The 

complaint was filed in the BDC Centre Jacobabad. According to RMC Sukkur, they have 

instructed the BDC centre staff that when a beneficiary comes to the BDC Centre with her 

complaint, her details should be noted and sent to the RMC, HBL Sukkur on a weekly basis. 

Along with the complaint, the beneficiary’s CNIC number, BDC number, mother’s name and 

remarks were also received. As soon as this complaint was received on 12
th
 December 2012 

via email, the email was saved. The data of the complaint is saved in RMC Sukkur’s official 

ID inbox. No acknowledgement of the complaint was given. When this complaint went 

through an investigation process, RMC Sukkur informed that her complaint about lost card 

was received with 7 other complaints. The complaint was forwarded to the ATM Operations 

Department Karachi on the same day via email. He said that they have been instructed by 

their Regional Manager Operation that any complaint received by the BDC Centre should be 

forwarded to the ATM Operations Department. When a complaint is sent to the ATM 

Operations Department, they forward the duplicate cards to the Regional Office Sukkur via 

TCS within ten days. After that, they send that parcel by TCS to the relevant branch or BDC 

centre. The record of Saira’s duplicate card, however, was not present, nor is any record of 

other duplicate cards kept. This is because whichever duplicate cards come here from the 

ATM Operations Department Karachi are forwarded to the BDC centre or the relevant branch 

immediately. 

 

4.B Client’s version 

 

According to her, in November 2012, her husband had registered a complaint about her lost 

BDC. This was submitted at the BDC Centre Jacobabad and the staff there had taken her 

CNIC number, BDC number and mother’s name from her husband and written it in a register. 

They told him to come back after 30 days to find out about the card. When her husband went 

after 30 days, they told him that the card had not arrived and he should come again after 15 

days. When 15 days passed and he went for the third time, they said that they had not 

received her BDC. He was told to come on 1
st
 March 2013 and on the given date he was 

advised to come after 10
th
 March. The BDC Centre staff gave no slip upon registration of the 

complaint. 

 

Her husband went in a Suzuki to submit the complaint at the BDC Centre Jacobabad. This 

was 7 km away that took him 45 minutes to reach there. Her husband went umpteen times to 

file/follow up of her complaint at the BDC Centre.  She was not satisfied with the complaint 

registration/resolution mechanism because her problem had not yet been resolved. The staff at 

the BDC centre does not talk much because it is usually crowded, they only send her back by 

saying that the card has not arrived. The staff at BDC centre did not charge money to register 

her complaint. She informed that her complaint was not resolved till now and despite passage 

of more than four months she was still waiting for her BDC to withdraw her BISP 

instalments. 
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5. What We Learnt? 
 

 Saira Khatoons’s card was lost in November 2012 and right after that she registered a 

complaint at the BDC Centre Jacobabad. It has been 4 months since it happened but she still 

has not gotten a duplicate card. The beneficiary’s husband visited the BDC centre 4-5 times 

and it cost Rs.100 per round trip 

 When this complaint was sent to RMC Sukkur on 12
th
 December 2012, they did not deal with 

it properly. No filing was done and there was no record of whether the beneficiary got a 

duplicate card or not.  

 According to her payment detail, one of her instalment was withdrawn on 1
st
 November 2012, 

even though the beneficiary claims that she only took the first instalment, and since then no 

instalment has been collected by her. Her third instalment of Rs.3,000 has been deposited on 

12
th
 February 2013, but she has not withdrawn it yet because she does not have a BDC. 

 Apart from the BDC Centre she visited the HBL Jacobabad 3-4 times, but she got no reply 

from them either. All they said was that she should find out about the card from where she 

received it and where the complaint had been filed. 

 The beneficiary was hopeless and she was not sure whether she would get her card or not 

 RMC Sukkur got the email from BDC Centre Jacobabad on 12
th
 December 2012, but sent 

back no reply. The email sent by RMC Sukkur to the ATM Operation Department Karachi for 

the duplicate BDC had no date or record saved. Thus they were not able to tell status of the 

case 

 This problem is still unresolved due to the negligence of the payment agency, the beneficiary 

had to come and check for the card again and again 

 According to RMC Sukkur, they had dispatched Saira’s card, but she visited the HBL 

Jacobabad branch on 28
th
 March 2013 and they said her card was not received by them. 

 According to Saira Khatoon’s payment details on the BISP website, as checked on 17
th
 April 

2013, the second instalment of cash transfers of Rs.3,000 was deposited on 30
th
 October 2012 

and withdrawal took place on 1
st
 November 2012 (probably through the BDC that her 

husband dropped at the bank). The third instalment of her cash transfer of Rs.3,000 was also 

deposited on 12
th
 February 2013 but she has yet to withdraw it. 

 

6. Recommendations 
 

 BISP should maintain a record of beneficiaries’ visits to the office and also inform 

beneficiaries about the status of their complaints. 

 BISP should provide acknowledgement to the beneficiaries when they register their 

complaints and should also demand acknowledgement slip from payment agencies. BISP 

should also instruct payment agencies to resolve BDC related complaints as soon as possible 

 BISP should develop efficient communication mechanism between BDC centres and payment 

agencies offices. BISP should instruct their regional offices and regional payment agency 

offices to inform beneficiaries about their complaint status on time 

 Payment agencies should provide duplicate cards as soon as possible and it should be handed 

over to the beneficiaries at their door steps 
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Case study Number P-Q4-Sindh-11 

Nature of Case Non Payment due to captured BDC by ATM 

Complainant/ Beneficiary Rubal Khatoon 

Widow of Muhammad Suleman 

Complainant, if not beneficiary herself  

Address Goth Gulab Machhi, Jacobabad. 

CNIC Number 4310266749732 

PSC form number 12617000 

Date Study Completed 30
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Rubal Khatoon w/of Suleman is a 60 year old illiterate woman who is a resident of Goth Gulab 

Machhi, Jacobabad. She is a mother of five children: four sons and a daughter. Her husband has 

died and she lives with her children in a separate room.  

 

They live in their own pakka/cemented house constructed on a plot of 500-600 sq. yards. There is 

no proper kitchen in the house and one side of the veranda is used as a kitchen, they have access 

to tap water for drinking. Rubal Khatoon informed that her husband’s other wife also lives in the 

same house and is a mother three sons, one of them is married and has 8 children while the second 

step son got married recently. They all live together within one boundary and each family has 

their own one room. All of Rubal Khatoon’s children do not go to school due to poverty and one 

of her daughter is mentally challenged. She informed that her sons are younger so all of them are 

unmarried. Rubal Khatoon does embroidery work at home and usually earns Rs.40 per day. Her 

son works as a vendor and earns Rs.100-150 per day and this income supports the house hold.  

 

Her house is situated in an area which is considered urban and has 300-400 houses. Most of the 

residents of the area consist of the Machi and Brohi kinship. The government primary school and 

a government hospital are situated near her village and it takes 10 minutes to reach there. Tehsil 

Head Quarters are 0.5 km away from the village. 

 

2. Relationship with BISP 
 

Rubal Khatoon was a beneficiary in the Parliamentarian Phase 1 of BISP. According to her the 

PSC survey was conducted in her area in January/February 2011. The survey team came to her 

house and her form was filled with the help of a local influential and she received an 

acknowledgement slip from the survey team. She considered herself a beneficiary of BISP and 

she was told by Safeer Manjhoo, the local influential that her BISP form was approved and she 

would receive instalments from BISP.  She only knew that the BISP is Benazir’s scheme which 

provides money to poor women and she heard about this from the area’s women. She did not 

know about the eligibility criteria of BISP. According to Rubal Khatoon the BISP money 

distribution depends on government choice and lucky women are beneficiaries of BISP cash 

transfers. She said that she uses the money received from BISP on her children’s medical 

treatment, clothes and for groceries. She told that from February 2009 to April 2011 she received 

11 instalments from BISP Phase 1 through the Pakistan Post. After the PSC survey she was again 

considered eligible for BISP and received 4 instalments from August 2011 to March 2012. Her 

payment mode was changed and she received her first instalment through BDC on 21
st
 June 2012. 

Her second and third instalments have already been deposited in her account on 30
th
 October 2011 

and 12
th
 February 2012 respectively but she could not withdraw these.  
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According to Rubal Khatoon, the community worker Fahmeeda informed her about the BDC 

payment mode. So she went to the BDC Centre Jacobabad 7-8 months ago and got her BDC. 

Rubal Khatoon said that the bank was about 3 km away from her house and its takes 20 minutes 

to reach there. She did not visit the bank herself to get her first instalment. She asked her brother 

in law’s son to withdraw her payment.  

 

3. How did the complaint emerge? 
 

According to Rubal Khatoon, her BDC was captured in the ATM twice. Two months ago in 

December 2012 her cards got captured twice at the HBL ATM .She informed that she gave her 

BDC to a relative to get her cash transfer but it got captured twice. So she submitted an 

application at HBL earlier and was able to retrieve her card. She informed that the bank officers 

handed over her BDC after taking her thumb impression on a paper and checking her CNIC 

number on the computer. 

 

In February 2013 her BDC was captured for the third time at the ATM of Bank al-Habib and this 

time also her relative used her BDC to withdraw her BISP instalment. 

 

4. Processing of the complaint 
 

4.A Providers’ Version 

 

Rubal Khatoon came to HBL Branch of Jacobabad on 24
th
 February 2013 to register her 

complaint about a captured BDC. The HBL branch manager received this request and asked 

the beneficiary for her CNIC copy and a written application. According to the branch manger 

HBL, he received this complaint on 24
th
 February 2013 and it was registered by the 

beneficiary herself but he did not provide any acknowledgement slip to the beneficiary. HBL 

branch manager Jacobabad maintained a manual file of this complaint for official record and 

did not forward it to any office for investigation because it was processed in the same office. 

 

According to the HBL branch manager if he receives any appeal for captured BDC from 

beneficiaries he entertains them here and ask them for their CNIC copies. They verify data 

from their computer. He informed that if the beneficiary’s card was captured in his branch 

they obtain the card and if the card is captured at another HBL branch ATM in Jacobabad 

then the very next day they receive the card through TCS and hand it back to the beneficiary. 

He said in Rubal Khatoon’s case her card was captured at the ATM of Bank al Habib, and 

they did not have any information about the date. The manager told that Bank al Habib sent 

her card through TCS to HBL Jacobabad. He said that on 24
th
 February 2013 when Rubal 

Khatoon came to their bank to register her complaint, they verified that her BDC was present 

in this branch. They told her to submit an application to get her BDC. According to the bank 

manager they collected her CNIC copy and took her thumb impression on paper as a 

receiving and handed over her BDC thus resolved the complaint in a single day. 

 

4.B Client’s version 

 

Rubal Khatoon informed that her card was captured in HBL ATM twice earlier and the third 

time her card was captured in Bank al Habib ATM. She told us when she visited HBL to 

obtain her card back the bank officer asked her to submit a written application. She told that 

for a written application she found help from a clerk out side the DCO office and it cost her 

Rs.60 to have it written. In her application she mentioned that her card was captured in the 

ATM and on the same day she submitted this application to the HBL bank manager.  She told 

that the bank manager verified her data through her CNIC and took a thumb impression on a 
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paper and also submitted her application along with a copy of her CNIC and finally gave her 

BDC. 

 

She also asked the bank manger why she was continually facing this card captured problem. 

The bank manager replied that for this problem she should call the help line in Islamabad so 

15 days ago she made a call on the helpline, they just asked her name and her mother’s name. 

She told that she also faced difficulty in contacting the Islamabad helpline and spent Rs.500 

to make calls on the help line but did not get any positive response. 

 

She said that she was informed by the security guard at the bank about the complaint 

registration mechanism. Rubal Khatoon registered her complaint, the bank was 2 km away 

from her house and takes 20 minutes to reach there. She went to the bank by rickshaw and it 

cost her Rs.60. She said that her complaint was resolved within a day and she was satisfied 

with complaint registration /resolution mechanism. She was also satisfied with the behaviour 

of the staff as they dealt her with politely and did not charge any amount to register her 

complaint. 

 

5. What We Learnt? 
 

 Rubal Khatoon did not know how to use an ATM so she got help from someone else to 

withdraw her instalment. Her card was captured thrice by the ATM and the last time her card 

was captured by the ATM in February 2013 

 Rubal Khatoon registered her complaint in HBL branch at Jacobabad on 24
th
 February 2013. 

She went there by rickshaw and it cost her Rs.60 but her complaint was resolved in a single 

day and she received her BDC 

 Rubal Khatoon was satisfied with the complaint registration/resolution mechanism and also 

with the behaviour of the bank staff. She was not satisfied with the bank helpline because she 

called there many times but did not get any response and it cost her Rs.500 to make all these 

calls 

 According to Rubal Khatoon’s payment details on the BISP website, as checked on 17
th
 April 

2013, the last instalment of cash transfer of Rs.3, 000 was deposited on 12
th
 February 2013 

but she has yet to withdraw it.  

 

6. Recommendations 
 

 BISP should provide proper guideline to the beneficiaries about the use of ATM 

 BISP and payment agencies should search for a sustainable solution for such complaints 

 Whenever the beneficiary tried to use BDC at the ATM she faced difficulty due to capturing 

of her card by the ATM and this problem may create other problems like blockage of card pin 

code so payment agency should resolve this problem urgently 

 BISP should provide acknowledgement to the beneficiaries when they register their 

complaints and should also demand acknowledgement slip from payment agencies. BISP 

should also instruct payment agencies to resolve BDC related complaints as soon as possible 
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Case study Number P-Q4-Sindh-12 

Nature of Case Non Payment through BSC  

Complainant/ Beneficiary Husna 

Wife of Sikander 

Complainant, if not beneficiary herself  

Address Village Khumbri, Post Office Mirwah Gorchani, Tehsil and 

District Mirpurkhas. 

CNIC Number 4410363380360 

PSC form number 0312176 

Date Study Completed 5
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Husna is a 41 year old illiterate housewife; she is a resident of Village Khumbri, Post Office 

Mirwah Gorchani, Tehsil and District Mirpurkhas. She mostly remains busy with her household 

work. She is a mother of five children; three sons and two daughters. Her husband is disabled and 

can’t walk. Her eldest son does tigaari labour (cement mixing) through which he manages to earn 

Rs.200 daily. The second son studies in 4
th
 grade, and the youngest one washes cars at the taxi 

stand through which he manages to earn Rs.100 daily. Out of her daughters, the eldest one studies 

in 5
th
 grade while the younger one studies in 2

nd
 grade. Her mother-in-law lives with her. The 

house she lives in is owned by her husband and has an area of 120 sq. yards. Its structure is katcha 

and consists of two rooms, a katcha bathroom and an open kitchen. Electricity is available in the 

house but no gas. For water, a hand-pump is installed in the house. The village of Kambri consists 

of around 600 households and accommodates people from Memon, Laghari, Sheedi, Lashari and 

Khaskeli kinship groups. The main road is at a distance of 10 km from this village. There is a 

middle school and a Basic Health Unit in the village.  

 

2. Relationship with BISP 
 

Husna was a beneficiary of the BISP Parliamentarian Phase from the year 2009 till June 2010. 

According to her, her PSC Survey was conducted in 2009 although she does not remember the 

month. The enumerator had filled the PSC form at her house; she and her husband together had 

given the necessary information to fill the form, as an acknowledgement, they were given a PSC 

Slip. She considers herself as a deserving beneficiary for this cash grant. She knows that the 

amount she receives is through the “Benazir Scheme”; she figured this out by looking at the 

picture (of Benazir) printed on the BSC Cards the women of her village had received. She said 

that the cash grant was for poor women but some of the rich women were also receiving it. Prior 

to receiving the BSC, she used to receive money orders through the post office. She received her 

BSC in 2010 from the NADRA centre which was then established in the Mirpurkhas High 

School. Up till now, she has received the BISP instalments through her BSC; every month, she 

travels to the Omni Shop in Mirpurkhas herself to collect her instalment. She has also received six 

months of training in tailoring through BISP’s Waseela-e-Haq programme. According to Husna’s 

payment details on the BISP website, she has received the following payments: Rs.15,000 in 5 

instalments of the Parliamentarian Phase; in 2010, two BISP PSC instalments through Pakistan 

Post and the remaining are being received through the BSC; all of this in addition to Rs.12,000 in 

2 instalments through the Waseela-e-Haq programme. She said that she spends the BISP 

instalments on household needs and clothes for her children. 
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3. How did the complaint emerge? 
 

According to Husna, she received Rs.12,000 between November 2012 and January 2013 through 

Waseela-e-Haq programme. During the training, her monthly salary was of Rs.6,000. When she 

went to the Omni Franchise in the Mirpurkhas municipality to collect her monthly BSC 

instalment of Rs.1,000, the shopkeeper at the Omni franchise told her that her monthly instalment 

was not deposited in her account. When she returned to the Omni franchise twenty days later, she 

got the same answer; that her money was not deposited. On her third visit to the franchise, the 

shopkeeper advised her that as her instalments are not deposited in her account, she should submit 

an application at the BISP Office. According to her, she was receiving the Rs.6,000 monthly 

instalments with reference to Wasila-e-Haq programme but Rs.1,000 regular monthly instalments 

which she used to get through the smart card stopped since November 2012. 

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the Assistant Complaints (AC) at the BISP Divisional Office in Mirpurkhas, 

they received Husna’s complaint of not receiving her BISP instalments on 27
th
 March 2013, 

and this complaint was submitted by the beneficiary herself. She submitted a copy of her 

CNIC along with the application. The staff maintains the applications in a file manually. On 

the same day (27
th
 March 2013) they forwarded the complaint to the Director of Payments 

and Director of Field Operations at the BISP Headquarter. On 29
th
 March 2013, the Director 

of Payments replied to the complaint, informing that all the payments sent to Husna’s card 

had already been withdrawn by her and that she would receive an instalment whenever 

payment would be generated. 

 

According to the Omni in-charge at UBL Mirpurkhas, they do not register any complaints 

related to BSCs at this branch. If a beneficiary comes to them with a BSC related complaint, 

they refer her to the BISP Divisional Office in Mirpurkhas because, they feel, it is BISP’s 

responsibility.  

 

4.B Client’s version 

 

She submitted an application, along with a copy of her CNIC, at the BISP office in March 

2013; this application was written by the staff at the office. 

 

According to Husna, her complaint was about not receiving Rs.1,000 regular BISP monthly 

instalments through the BSC from October 2012 onwards. In November 2012 and January 

2013, she received instalments of Rs.6,000 each through Waseela-e-Haq programme; this 

amount was given to her as salary for her training. She did not get the remaining five 

instalments from BISP and she went to the Omni Franchise thrice to find out about the cash 

grant only to find out that it was not deposited in her account. The Omni Shop owner told her 

to submit her complaint at the BISP office. In March 2013, she went to the BISP Divisional 

Office in Mirpurkhas and had her complaint registered. Her application was written by the 

BISP staff there. She had attached a copy of her CNIC along with the complaint. In her view, 

submitting a complaint has not yet resulted in anything. She was told by the staff that if they 

get a reply to her complaint, they would tell her over the phone. In submitting the complaint, 

it cost her Rs.150 to travel to the BISP office. 
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5. What We Learnt? 
 

 Despite our request, the email pertaining to this case (which was sent by the AC at the 

Divisional Office) was not shown to us. We were only made to note that the email was sent to 

the Director of Payments on 27
th
 March 2013 

 Ever since BISP launched BDCs, their management and Partner Organization’s interest in 

resolving complaints related to BSCs has diminished 

 The complaint that the staff at the BISP Divisional Office Mirpurkhas wrote said that Husna 

had some amount in her card/account but she was unable to get it. Whereas, the complaint she 

had was that she had not received five instalments of the BISP cash transfers and that those 

were not being deposited into her BSC account at all. 

 

6. Recommendations 
 

 BISP should disburse Husna’s five remaining BISP cash transfer instalments as soon as 

possible 

 BISP should launch BDCs in Mirpurkhas as soon as possible 

 The Assistant Complainant at the BISP Divisional Office Mirpurkhas should first verify the 

complaint and then register it because according to the BISP website, Husna’s instalments 

were not deposited after January 2013.  
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Case study Number P-Q4-Sindh-13 

Nature of Case Non Payment due to Lost BSC 

Complainant/ Beneficiary Sampa 

Wife of Jeve Raj 

Complainant, if not beneficiary herself  

Address Goth Hameer Khaskheli, Post Office Tori, Makhan 

Samoon, Taluka Mirpurkhas, District Mirpurkhas. 
CNIC Number 4410342855062 

PSC form number 316428 

Date Study Completed 10
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Sampa w/o Jeve Raj is a 53 year old illiterate housewife who is a resident of Goth Hameer 

Khaskheli, Post Office Tori, Makhan Samoon, Taluka Mirpurkhas, District Mirpurkhas. Sampa is 

a mother of seven children: five sons and two daughters, both of her daughters are married while 

three sons are also married, all her married sons and daughters live separately in their own homes. 

 

The house where she lives with her family belongs to the village landlord. Her two sons live with 

her in a katcha room. There is only one room in the house and the structure of the house is katcha. 

They have an open kitchen and an open bathroom in the house but there is no drainage system for 

the house. They do not have access to electricity and gas. They obtain drinking water using hand 

pump installed in landlord’s agricultural land and it takes one hour to reach there to fill water. Her 

husband works for the village landlord as a farmer and gets 1-2 maund of wheat annually and also 

earns Rs.200 per day. Sampa informed that she also works as an agricultural labourer with her 

husband in the cotton fields and during the season she earns Rs.150-200 per day.  

 

Goth Hameer Khaskheli is a rural area and has approximately 15 houses. The residents of the 

village consist of mostly Kohli and Khaskheli kinship groups. There are 2 government primary 

schools in the area and it takes 10-15 minutes to reach there from the village. The main road is far 

from the village and it takes half an hour to reach there. There is no hospital in the village and the 

nearest hospital is at a distance of 4 km in Makhan Samoo. Tehsil Headquarter Mirpurkhas is 10 

km away from this area. Most of the residents of the village work as agriculture labourers on the 

landlords’ land. 

 

2. Relationship with BISP 
 

Sampa was not a beneficiary of BISP Phase I (Parliamentarian Phase). According to her the PSC 

survey was conducted in her area in 2009. The survey team came to her home; her husband had 

filled her form and also received an acknowledgement slip from them. She did not know much 

about the BISP except that BISP is Benazir’s scheme for poor people which she heard from her 

neighbouring women. Sampa is a beneficiary of BISP, as informed by the postman when she 

started receiving her payments. She did not know about the eligibility criteria but she was aware 

that the programme is for the poor but rich people also get cash transfers. Sampa received money 

through the Pakistan Post and after the PSC survey had been conducted she received 4 instalments 

of the PSC phase and the last instalment of this phase was received in June 2010. Her payment 

mode was changed after getting four instalments from PSC phase and she received her first 

instalment through the BSC on 21
st
 July 2012. According to Sampa’s payment details she 

received her last instalment in May 2012 from BSC and two instalments of July and October 2012 

have yet to be withdrawn. 
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Sampa was informed by other women of the village about the BSC and she got her BSC from the 

BDC centre Mirpurkhas two years ago.  She received her first BSC instalment from a mobile 

phone franchise in Mirpurkhas which is 18 km away from her house and she travelled for one 

hour to reach there. Sampa first checked from computer regarding her instalment then went with 

other women of village by local transport to collect her first instalment and it cost her Rs.80 for a 

trip. Sampa does not know how to use the BSC; she asked a man at the franchise shop for help to 

get withdrawal of her cash transfer. 

 

3. How did the complaint emerge? 
 

According to Sampa ten months ago, in May 2012 she visited a mobile phone franchise in 

Mirpurkhas to get her instalment. When she was coming back to her home after getting her cash 

transfer some one snatched her cash and BSC. She came back home empty handed and told her 

husband about this incident. Her husband asked the landlord about getting a new card. She said 

that the landlord advised her husband that he should register an NC report and after this also 

submit an application to the BISP office. Sampa told that 15 days after this incident her husband 

registered an NC at a local police station and then 3 days after that he went to the BISP Divisional 

Office Mirpurkhas and registered a complaint and it cost him Rs.80 to travel there. He also 

submitted her CNIC copy along with the NC report and application .The staff at the BISP office 

told him that they would inform when Sampa’s new card would be received.  According to 

Sampa, she did not receive a card and then after two months in September 2012 her husband went 

again to the BISP office and registered a new complaint. Her husband was informed that she 

would receive a card within a month or two. 

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

On 14
th
 November 2012 the beneficiary registered her complaint about card snatching at the 

BISP Divisional Office Mirpurkhas. Sampa’s complaint was registered on 14
th
 November 

2012 along with a written application, copy of her CNIC and copy of her BSC; she was not 

given any acknowledgment slip in return for this. According to the AC they maintain a 

manual file of complaints for official record and also register complaints on the computer. 

They have records of complaints in the AC’s email inbox. According to the AC, this 

complaint was processed on 3
rd

 December 2012 because he was on leave. This complaint was 

forwarded to the Director Payments and Director Field Operations on 3
rd

 December 2012 via 

email. According to the AC he forwarded this case attached with the beneficiary’s copies of 

CNIC and BSC with his remarks but the BISP Divisional Office did not receive any feedback. 

 

When we visited the UBL branch at Mirpurkhas to track Sampa’s case we were informed by 

the UBL Omani franchise in-charge that they did not register complaints related to the BSC 

and did not resolve these problems. According to the in-charge at Omni they refer 

beneficiaries to the BISP office Mirpurkhas so they did not have any record of complaints. 

 

4.B Client’s version 

 

According to Sampa in September 2012 she registered her complaint again at the BISP 

Divisional Office Mirpurkhas along with copies of her CNIC and BSC. The staff at the BISP 

office told her that she would get a new card within two months. They also said they would 

call her to inform about her complaint status but she did not receive a phone call from the 

BISP office. She said that her husband learnt about the complaint registration mechanism 

from the landlord. She went with her husband to the BISP Divisional Office Mirpurkhas and 
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registered her complaint because this office was nearest to her house. According to Sampa, 

the BISP Divisional Office is at a distance of 18 km from her house and it took one hour to 

reach there. Sampa went to the BISP office with her husband by local transport and it cost 

them Rs.160 for the round trip. After registering this complaint her husband visited the BISP 

office again to inquire about their complaint status but the BISP staff told her husband that 

they had not received a new card yet. According to Sampa and her husband their complaint 

had not yet been resolved because they did not receive a new card. 

 

5. What We Learnt? 
 

 The beneficiary’s BSC and money was snatched at the franchise on 12
th
 May 2012 and she 

registered her first complaint in July 2012 and then in September 2012 she registered her 

second complaint at the BISP Divisional Office Mirpurkhas. According to Sampa, her 

problem had not yet been resolved 

 BISP Divisional Office Mirpurkhas emailed Sampa’s complaint on 3
rd

 December  2012 to the 

Director Payments and Director Field Operations but did not receive any feedback 

 BISP Mirpurkhas did not have any case documentation and did not show the TPE team the 

email; they just informed that they had sent this complaint on 3
rd

 December 2012 

 According to the BISP, the payment agency is responsible to register and resolve 

beneficiaries BSC complaints 

 BISP did not take any serious action to resolve this issue and did not inquire why this 

complaint was not resolved 

 BISP told Sampa  that they would inform her by phone call regarding her complaint status but 

she did not receive any call from them 

 BISP Divisional Office Mirpurkhas is at a distance of 18 km from Sampa’s village and she 

went there with her husband and it cost them Rs.160 for a trip 

 According to the AC at the BISP Divisional Office Mirpurkhas, the partner agency’s 

behaviour is not good and they do not cooperate with the Divisional Office of BISP 

 The AC further told that after launching the BDC in Mirpurkhas, partner organisations and 

BISP management do not take an interest in resolving issues related to the BSC 

 According to Sampa’s payment details on the BISP website, as checked on 18
th
 April 2013, 

Sampa’s last two instalments of Rs.1,000 and Rs. 3,000 were generated on 12
th
 July 2012 and 

22
nd

 October 2012 respectively but both are yet to be withdrawn 

 

6. Recommendations 
 

 BISP should inform beneficiaries about status of their complaints 

 BISP should instruct payment agencies to registerbeneficiaries’ complaints related to the BSC 

payment mode 

 BISP should resolve beneficiaries complaint as soon as possible 

 Director Payments should take action on this complaint as he received this application from 

BISP and also send feedback to BISP and facilitate beneficiaries and try to reduce problems 

 BISP should evolve efficient communication system among BISP and payment agencies and 

should also maintain check on complaints registration / resolution mechanism 

 BISP and payment agency should resolve BSC related complaints efficiently and should 

guide beneficiaries properly about the compliant registration mechanism. 
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Case study Number P-Q4-Sindh-14 

Nature of Case Non Payment due to Erased PIN code 

Complainant/ Beneficiary Haleema 

Wife of Khair Muhammad 

Complainant, if not beneficiary herself  

Address Goth Faqeerji Khoohi, Nawabshah, District Shaheed 

Benazirabad. 

CNIC Number 4540263194326 

PSC form number 09317929 

Date Study Completed 7
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Haleema wife of Khair Muhammad is a 33 years old illiterate housewife, lives in Goth Faqeerji 

Khoohi, Nawabshah, District Shaheed Benazirabad. She stays busy with her household chores. 

She is a mother of  two sons. She lives with her children in her parent’s house that is built on 120 

sq. yards. She lives in a room that is made of mud. There was another room in the house that was 

also made of mud but was washed away in rains last year. Now her parents have given her one 

room to live in, while they themselves live in another room. They do not have access to gas. Her 

sons are not of school going age. Her husband works as a labourer and earns Rs.300 each day. 

She does embroidery at home, and makes one gilla per month for which she gets Rs.400-500. The 

room in which her parents live is shared by 2 of her sisters and one brother. They cook food 

separately.  

 

The area is considered rural and has 400-500 households. Chandio, Magsi and Brohi kinship 

groups live in her village. The boy and girls government primary schools are at a walking distance 

of 5 minutes. There is no hospital in the village. They go to Nawabshah Civil Hospital in case of 

an emergency which is 3 km away. Tehsil Head Quarter is also at a distance of 3 km. 

 

2. Relationship with BISP 
 

Haleema was not a beneficiary of BISP Phase 1 (Parliamentarian Phase). According to her the 

PSC survey took place in December 2011 and the survey team had come to her house to fill the 

form. As a proof they had given her a PSC slip. Haleema informed that she considered herself a 

beneficiary of BISP when the postman told her about it and delivered her first instalment. 

Haleema knew that BISP was Benazir’s scheme that give cash grant to women, she learnt about it 

from the women in her neighbourhood. Haleema knew about the BISP beneficiary eligibility 

criteria that amount is given to poor women and as she was poor she deserved to get it too. She 

said that the cash transfers were utilized for buying groceries for the house.  

 

After the PSC survey, Haleema got her first instalment through Pakistan Post in March 2012. In 

April 2012 her payment mode changed, she was told about this by the women in her area that the 

Benazir card was now being distributed. In May 2012, Haleema got her BDC.   The women in the 

neighbourhood had informed her to collect her instalment as they had withdrawn their 

instalments. She went there fivedays after collecting here card and the first instalment was 

withdrawn from HBL ATM, 2.5 km away from her place. She, herself, went to collect her 

instalment and it took 30 minutes for the round trip. 

 

According to her payment details, her two instalments are still deposited in the bank, which she 

has not withdrawn. One was deposited on 30
th
 October 2012 and the other on 6

th
 February 2013. 

Haleema does not know how to use her card. When she went to collect the first instalment she had 
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given the card to the guard at the ATM and told him her PIN code. Haleema considers the BDC 

her possession and keeps it with herself. 

 

3. How did the complaint emerge? 
 

In October 2012, she went to HBL Nawabshah to collect her 2
nd

 instalment. She gave her BDC to 

the guard at the ATM and requested him to withdraw her instalment from ATM for her as she did 

not know how to use it. The guard told her that the PIN code had been rubbed off, and that now 

she would have to file a complaint at the bank.  

 

4. Processing of the complaint 
 

4.A Provider’s version  

 

On 7
th
 December 2012 the beneficiary with the complaint of the erased PIN code went to 

HBL Masjid Road branch. The Operations Manager present there received her complaint. 

According to the details of her complaint the PIN code had been rubbed off and needed to be 

issued again. The beneficiary submitted an application with copies of her CNIC and BDC. No 

acknowledgement was given for the complaint. This complaint was maintained along with 

other applications in a manual register. According to the Operations Manager HBL 

Nawabshah, they have been instructed by the Regional Office Hyderabad that whenever a 

BDC related complaint comes, its details should be noted and forwarded via email to the 

Regional Manager Complaints (RMC) on a weekly basis. Along with 200 complaints, 

Haleema’s complaint was forwarded as well on 7
th
 December 2012.  

 

A month after the complaint was sent, a TCS was received from RMC Hyderabad that had 

PIN codes of other beneficiaries and of Haleema. The beneficiary however had not come to 

collect her PIN code. The date and month of when the problem was resolved is not available 

because no record is maintained. To convey the result, a list has been pasted on the wall of the 

bank with PIN codes of the beneficiaries. 

 

4.B Client’s version 

 

In October 2012, she filed the complaint and the staff at the bank took copies of her CNIC 

and BDC. They said that she would get the PIN code as soon as it comes.  

 

In December 2012, Haleema went to find out about her PIN code for the second time. The 

HBL staff told her that they had sent her complaint to Islamabad, but no reply had arrived 

from there. They said that whenever her PIN code arrived they would let her know. The 

security guard present at the ATM at HBL had told her to file the complaint. It had been 

almost 5 months since she had registered her complaint at the bank. The bank was near her 

house. She had submitted copies of her CNIC and BDC. No acknowledgment had been given 

for the three times she filed her complaint. The bank was at a distance of 3 km from her 

house. It took her 20 minutes to reach there. She went there by foot. After filing her complaint 

twice, Haleema went to the bank in February 2013 to find out about the PIN code. The staff 

told her that when it would arrive they would tell her themselves. According to Haleema her 

problem has not yet been resolved and they have kept her waiting. She was not at all satisfied 

with the complaint registration mechanism.  

 

The complaint had been filed thrice by her but not a single reply had been received. She was 

not satisfied with the behaviour of the bank staff. The last time she went, they had scolded her 
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and told her to go back. They said she would be informed when the PIN code comes and that 

she should not come to file the complaint again. 

 

5. What We Learnt? 
 

 The beneficiary had filed a complaint regarding her BDC PIN code thrice in the past five 

months. No PIN code was received, even though it can be received in a day through the bank 

helpline 

 The bank staff told her that they had sent her complaint to Islamabad, even though they had 

sent it to the RMC Hyderabad 

 No specific time was given to the beneficiary, even though she had been trying since more 

than five months. Her problem had not yet been resolved 

 On 7
th
 December 2012, the her new PIN code was received, but when in February 2013 the 

beneficiary came, she was scolded and told to go back. On the other hand, according to the 

bank staff, the beneficiary had not come to collect the PIN code 

 According to her payment detail, 3 of her instalments have been deposited but she could 

withdraw only one and has not been able to make a withdrawal of the latest two as her 

complaint has not been addressed.  

 There was no communication between the payment agency and BISP 

 The beneficiary was not satisfied with the complaint procedure or the behaviour of the staff 

 

6. Recommendations 
 

 BISP should instruct payment agencies to maintain a record of beneficiaries’ visits to the 

bank and also inform beneficiaries about the status of their complaints 

 BISP should instruct payment agencies to provide acknowledgement to the beneficiaries 

when they register their complaints and. BISP should also resolve BDC related complaints as 

soon as possible 

 BISP should instruct payment agencies to develop efficient communication system among 

different offices of payment agencies and also develop system of communication between 

BISP and payment agencies 

 The bank staff should not misguide the beneficiary. When the beneficiary went with the 

complaint of the PIN code the staff should have called the help line and obtained the PIN 

code 

 The bank staff took more than five months to get her PIN code, even though they had 

received the PIN codes in December 2012 by RMC Hyderabad. It was their responsibility to 

give it to the beneficiary when she came in February 2013 

 The HBL Nawabshah should have a PoS machine so that those having problems with the PIN 

codes can get their money from there. 
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Case study Number P-Q4-Sindh-15 

Nature of Case Non Payment due to BDC captured by ATM 

Complainant/ Beneficiary Maqsooda Akram 

Wife of Muhammad Akram 

Complainant, if not beneficiary herself  

Address Village Saif ul Khan Kolachi, Post Office Bhattioon, Tehsil 

and District Ghotki. 

CNIC Number 4510225491416 

PSC form number 08204023 

Date Study Completed 15
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Maqsooda Akram, wife of Muhammad Akram, is a 38 year old woman who is a resident of a 

Village Saif ul Khan Kolachi, Post Office Bhattioon, Tehsil and District Ghotki. Maqsooda is an 

illiterate housewife and usually stays busy with household chores. She has 7 children: 3 sons and 

4 daughters. Her eldest son helps his father in his work. Two of her sons are in 1
st
 grade while her 

daughters stay at home and do nothing because of cultural barriers. Maqsooda’s husband and her 

eldest son sell vegetables in Ghotki city. They earn approximately Rs.400 in a day. 

 

 She lives in a joint family system and the house where she lives is also a joint property of her 

husband and his brothers. Her seven brothers-in-law live with her family in the same house. Six of 

her brother-in-laws are married and they cook their food separately. The total area of the house is 

500 sq. yards. There are four rooms in the house and also a court yard. There is a kitchen and a 

bathroom in the house as well. Maqsooda and her family have only one room in the house. They 

have access to gas and electricity. They obtain water using a hand-pump installed inside the 

house. Village Saif ul Khan Kolachi has 150 houses and its population is approximately 1,500 

people. There is a primary school in the village but there is no hospital. Ghotki city is 2 km away 

from the village. 

 

2. Relationship with BISP 
 

Maqsooda Akram was not a beneficiary of BISP Parliamentarian Phase. According to her the PSC 

survey was conducted in her village in December 2011. Her brother-in-law had filled her form on 

the street and also received an acknowledgement slip from the PSC survey team. Maqsooda did 

not know much about BISP except that they receive money from Benazir’s scheme which she 

heard from the women of the village and TV as well. Maqsooda informed that poor women 

receive this cash transfer. According to Maqsooda, 8-10 months after the PSC survey had been 

conducted, she received her first instalment. According to her payment details on BISP website, 

she received six instalments of the cash transfers totalling Rs.15,000 from August 2011-

September 2012.  According to the payment details, two instalments only show up as generated 

but not delivered, but according to the beneficiary she received all of those. Maqsooda informed 

that she received her BDC from BDC Centre Ghotki. She said that she went to the BDC centre at 

the Government College Ghotki with other women of the village to collect her BDC. Two days 

after she received her BDC, her brother in law withdrew her first instalment from a bank at 

Ghotki.  

 

3. How did the complaint emerge? 
 

According to Maqsooda, when her brother-in-law, Amanullah, went to Ghotki to withdraw her 

instalment, the card got captured by the ATM. He went to the bank to get it back but he was told 
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by the staff that he should come next day to collect the card. On the very next day he went to the 

bank to get the BDC back but he was told by the staff that he should visit the BDC centre to 

collect her card.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the District Coordinator Office (DCO) at Bank Al-Falah (in-charge at BDC 

Centre Ghotki), Maqsooda came to BDC Centre Ghotki on 15
th
 February 2013. Her complaint 

was about her captured card. According to the DCO, they took a copy of her CNIC and 

verified it through their system. After verification, they called the helpline from a mobile 

phone and registered her complaint for new BDC. Then the representative at the helpline 

talked to the beneficiary to verify her and her mother’s name. After completion of the 

verification process, the representative deactivated Maqsooda’s old BDC and registered her 

request for the issuance of a new BDC. The representative at the helpline told the staff that 

they would receive the BDC within 15-20 days. According to the DCO, they received her 

BDC after 15 days. They delivered the BDC to Maqsooda on 6
th
 March 2013. They called the 

helpline for the activation of her BDC. For this, the representative at the helpline talked to the 

beneficiary again to confirm her and her mother’s name.  

 

After completion of the verification she finally got her card activated. The DCO said that they 

took a copy of the beneficiary’s CNIC and thumb impression as receiving.  

 

4.B Client’s version 

 

According to Maqsooda, she went to the BDC Centre at Ghotki with her brother in law one 

month ago and registered her complaint about a captured BDC. She registered her complaint 

through the helpline and the representative at the helpline asked her about her and her 

mother’s name while the remaining details were provided by the staff at the BDC centre. She 

went to the BDC centre on a motorcycle and it cost her Rs.100 for the round trip. She was 

told by the staff at the BDC centre that she may collect her BDC after 20 days from the same 

centre. According to Maqsooda, after 20 days she visited the BDC centre again to get her 

card. The staff at BDC centre called the helpline again and the representative from the 

helpline confirmed her and her mother’s name. The staff at the BDC centre took a copy of her 

CNIC and her thumb impression on a paper and finally handed over her BDC. Maqsooda 

could not withdraw her next instalment despite receiving her BDC back as it has not been 

generated yet, however, she was satisfied that she received her BDC.  

 

5. What We Learnt? 
 

 The staff at the BDC centre appointed by Bank Alfalah maintained the complaint record 

properly  

 If the name and CNIC number were printed on the BDC, the staff at the BDC centre could 

easily hand over the card to the beneficiary by matching the name and CNIC number 

 Due to lesser information about the payment schedule provided by BISP, the brother in law of 

Maqsooda went to the ATM before the instalment was generated and this resulted in the card 

being captured 

 Maqsooda went to the BDC centre at Ghotki with her brother in law  and it cost them Rs.100 

to travel there. The staff at the BDC centre helped her to register her complaint via the 

helpline. She got back her captured card within 20 days 
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 Maqsooda was satisfied with the behaviour of the staff at BDC centre and they did not charge 

money to register complaint 

 Maqsooda received her captured BDC on 6
th
 March 2013 from the BDC Centre Ghotki, 

however, according to her payment details on the BISP website, as checked on 19
th
 April 

2013, her payment has not been generated yet. She withdrew her last instalment of Rs.3,000 

on 4
th
 December 2012 from an ATM.  

 

6. Recommendations 
 

 BISP should instruct payment agencies to provide PoS machines at every branch 

 BISP should guide the beneficiaries about the usage of BDC  

 Payment agencies should register payment related complaints at their branches as well 

 Payment agencies should provide BDCs to the beneficiaries at their door steps as it may save 

the beneficiaries’ time and money as well. 
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Case study Number P-Q4-Sindh-16 

Nature of Case Non Payment due to Erased PIN code 

Complainant/ Beneficiary Sahib Khatoon 

Wife of Sher Muhammad 

Complainant, if not beneficiary herself Jan Muhammad (son) 

Address Goth Ghulam Ali Chandio, 38 Nusrat, Post Office Imam 

Mari, Taluka Dour, District Shaheed Benazirabad. 
CNIC Number 4540405888122 

PSC form number 09321679 

Date Study Completed 1
st
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Sahib Khatoon wife of Sher Muhammad is a 58 years old illiterate woman, lives in Goth Ghulam 

Ali Chandio, 38 Nusrat, Post Office Imam Mari, Taluka Dour, District Shaheed Benazirabad. She 

is a mother of seven sons and two daughters. Three of her sons are married and have separate 

living and cooking arrangements. She lives with her four sons and two daughters in a room in her 

house made of mud. In one room, Sahib Khatoon, her husband and her unmarried children live, 

and because there are no more rooms, one of her married sons lives in the same room too. There 

is no kitchen facility available and one corner of the courtyard is used as kitchen. They obtain 

drinking water using a hand pump installed inside the house. Three of her sons and a daughter go 

to school. The daughter is in 1
st
 grade, one son in 5

th
 grade, another in 6

th
 grade, and the third son 

is in 3
rd

 grade while one does not go to school. Her husband is old therefore he does not work. 

The son who does not go to school is 16 years old and he is the sole bread earner of the house. He 

sells fruit and earns around Rs.100-150 each day. Sometimes the married sons help with the 

expenses too. This area is considered rural and has around 100-150 households. The main road is 

1 km away and the primary school is also one km is away. There is no government hospital. In 

case of an illness or an emergency, they go to Nawabshah which is 18 km away. Tehsil Head 

Quarter Nawabshah is also at a distance of 18 km. 

 

2. Relationship with BISP 
 

Sahib Khatoon was not a beneficiary of BISP Phase 1 (Parliamentarian Phase). She told that the 

PSC survey took place in her area in May/June 2011. The survey team had filled the form outside 

her house, her husband helped them fill it. As proof, they had given a PSC slip. Sahib Khatoon 

considered herself a beneficiary of the BISP. She had learnt about it from an internet cafe in her 

area, when she had her PSC slip checked. What she knows about BISP is that it is Benazir’s 

money that is given to the poor women. She heard about this from the women in her 

neighbourhood. The PSC survey team had not given them any IEC Material. 

 

About the BISP beneficiary criteria, Sahib knows that the money is given to poor women, and as 

she was poor she believed she should get it too. She said that the amount that she received was 

utilised on household expenses for food etc. She used to get the money from Pakistan Post and 

she had received a total of 11 instalments. This period was from February 2009 till April 2011. 

After this, the PSC survey was conducted and she got 4 instalments from August 2011 to March 

2012. In April 2012 her payment mode changed and she was not informed through any letter by 

BISP however, she learnt about it from the women in her village. Around 6 months ago she had 

collected her BDC from the BDC Centre Nawabshah. The first of these instalments was taken out 

through the HBL Nawabshah’s ATM that is 18 km away from her place, and it took them 30 

minutes to go there. Sahib Khatoon does not know how to use the card herself. She gives the card 

and PIN code to her son whenever the money needs to be withdrawn. She keeps the BDC with 
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herself and considers it her possession. She got her second instalment on 8
th
 January 2013, and her 

third instalment on 15
th
 February 2013. 

 

3. How did the complaint emerge? 
 

When the women in the village were getting their second instalment, Sahib gave the card to her 

son so that she would get her money too. When he went to the HBL Nawabshah ATM, he found 

out that the PIN code had been erased. He immediately went inside and asked the branch manager 

what he was supposed to do now. The HBL branch manager told him that he would submit an 

application and he would get a new PIN code.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

On 7
th
 December 2012, the beneficiary went with her complaint about an erased PIN code to 

HBL (Masjid Road, Nawabshah). According to the detail of her complaint, her PIN code had 

been erased and she needed a new one. Along with the application, a copy of her CNIC and 

BDC was also submitted. No acknowledgement slip was provided as receipt. The record of 

this complaint, the application and the PIN code receipt was maintained manually in a 

register. The complaint was sent for investigation. According to the Operations Manager at 

this HBL branch, they have been instructed that whatever a BDC related complaint submitted 

here, the details of it should be noted and it should be sent via email to the Regional Office 

Hyderabad on a weekly basis. This complaint was received on 7
th
 December 2012, and 

forwarded along with 200 complaints to the Regional Manager Complaints (RMC) 

Hyderabad via email. According to the result of processing of this complaint, a month after 

Sahib Khatoon’s complaint was sent to the RMC Hyderabad, the PIN code was sent along 

with 365 beneficiaries’ PIN codes. The beneficiary has not come to collect the PIN code yet. 

The date and month when the problem was resolved is not known because no record is 

maintained. To convey the result to the beneficiaries’, list has been put up on the wall. 

 

4.B Client’s version 

 

Three months ago, Sahib Khatoon’s son went and submitted an application at HBL 

Nawabshah. The request was printed at an internet cafe. Along with the application, the HBL 

staff asked for Sahib’s CNIC copy and a copy of her BDC. Her husband was told that he 

would get the new PIN code a month later. 

 

Sahib informed us that one month ago when her son went to HBL, the people there told him 

that there was a list of PIN codes put up on the wall, and that he should go check his mother’s 

name there. When he checked, her name was not on the list. So he went inside and asked the 

bank manager why her name was not there on the list, and how her instalment had been 

deposited in her bank account. He asked how they could get the instalment when they did not 

have the new PIN code yet. The bank manager told him that till the new PIN code is received, 

he could go to Daulatpur and get the money from the bank PoS there. With the PoS machine, 

the money is withdrawn simply by swiping the card, so no PIN code is required. Her son then 

went to Daulatpur the next day and got an instalment of Rs.3,000 withdrawn from there. 

 

The ATM security guard told Sahib Khatoon’s to file a complaint in the bank. The complaint 

had been filed by her son because she herself was busy with household chores. The complaint 

had been registered 4 months ago, in December 2012, at the HBL Masjid Road Nawabshah 

branch, because that was the nearest to them. Copies of Sahib Khatoon’s CNIC and BDC 
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were also submitted with the complaint as asked by the staff. The bank branch was 18 km 

away from her home. It took them 45 minutes to reach there. Her son went in a car; the car 

fare had cost him Rs.400. After filing the complaint he had to go to the bank once again 

because they had told him to come again in a month. According to the result of this complaint 

they did not get the new PIN code, but they received an instalment through the bank in 

Daulatpur. She said that she was not satisfied by the complaint registration/resolution process 

because she did not get a new PIN code. She was however satisfied with the attitude of the 

bank staff and because they did not charged any money to file her complaint. 

 

5. What We Learnt? 
 

 It has been 4 months since the complaint was submitted, yet the beneficiary has not received 

her PIN code. Sahib Khatoon’s complaint of erased PIN code was registered in the bank on 

7
th
 December 2013 but had not been resolved yet. 

 According to her payment details, she received her first instalment in April 2012. 

 Any BDC PIN code can be obtained from the HBL Helpline in minutes, but when she tried to 

contact them she got no response. 

 Because they had not received their instalments since 4 months, they had to collect it from the 

bank’s PoS. 

 After filing the complaint they were told that they would get the PIN code in a month, but 

when they went to find out, they did not get it. 

 According to the Operations Manager at HBL Masjid Road Branch Nawabshah, Sahib 

Khatoon’s complaint was resolved after a month of being received by the bank. He said that 

the beneficiary had not come to the bank to collect her PIN code but Sahib Khatoon told that 

she went to the bank at the stipulated date but she was told by the bank staff that her PIN code 

had not arrived yet 

 The bank did not inform Sahib Khatoon about the arrival of her new PIN code 

 According to her payment details on the BISP website, as checked on 19
th
 April 2013, Sahib 

Khatoon withdrew her 2
nd

 instalment of Rs.3,000 from her BDC through ATM HBL on 8
th
 

January 2013 while a 3
rd

  instalment of Rs.3,000 was deposited in her account on 6
th
 February 

2013 and withdrawal took place on 15
th
 February 2013 from a PoS. 

 

6. Recommendations 
 

 BISP should maintain coordination with payment agencies at local level 

 The beneficiary’s name and CNIC number should be printed on the BDC 

 The payment agencies should hire enough staff in their branches or maintain a separate 

counter to deal with BISP BDC related problems 

 BISP should instruct payment agencies that they should register the complaints of 

beneficiaries as soon as possible and should also resolve them efficiently 

 BISP should instruct payment agencies that they should inform beneficiaries about their 

complaint status and should also send the PIN code or new BDC to their doorsteps 

 The payment agencies should resolve PIN code related problem via their help lines. 
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Case study Number P-Q4-Sindh-17 

Nature of Case Non Payment due to Damaged BDC  

Complainant/ Beneficiary Hawa 

Wife of Lakhadino Chandio 

Complainant, if not beneficiary herself  

Address Village Yar Muhammad Chandio Sheikhpur, Post Office 

Lunwari Shareef, Tehsil and District Badin.  
CNIC Number 4110188556038 

PSC form number 09243033 

Date Study Completed 15
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Hawa wife of Lakha Dino Chandio is a 53 year old woman who is a resident of Village Yar 

Muhammad Chandio Sheikhpur, Post Office Lunwari Shareef, Tehsil and District Badin. Hawa is 

an illiterate housewife and usually stay busy doing her domestic chores. She has 7 children: 4 

sons and 3 daughters. Two of her sons and two of her daughters are married. One of her daughters 

left school after 5
th
 grade while 2 of her sons are in 10

th
 grade. Her husband works on the landlord 

Yaar Muhammad Chandio’s lands as a share cropper and gets one fourth share of wheat crops 

annually which is usually 20-25 maund. During the cotton crop season they usually earn 

Rs.10,000-15,000 per month. Hawa herself makes rillis and usually makes one rilli in two months 

and earns Rs.300 through it. 

 

She lives in a katcha room within the boundary of a 200-300 sq. yards plot, with her children 

including her 2 married sons. The married sons have got their own separate rooms within the 

same boundary. They have a separate katcha kitchen and a washroom. They do not have access to 

gas, electricity and drainage at their house. They obtain drinking water from a nearby canal which 

is located at a 5 minutes walk from their house. Goth Yaar Muhammad Chandio is considered 

rural and has 25 households. The residents of the village consist of the Chandio kinship group. 

There is a primary school which is situated at walking distance from the village. There is no 

hospital in the village and in case of illness or emergency they go to Civil Hospital Badin which is 

at a distance of 18 km from the village.  

 

2. Relationship with BISP 
 

Hawa was not a beneficiary of BISP Phase I (Parliamentarian Phase). According to her the PSC 

survey was conducted in her area in March/April 2010.  She said that the survey team filled her 

form at her house and provided them with a PSC slip as acknowledgement. She considered herself 

a beneficiary of BISP, which the post man informed her about. She only knew that the BISP is 

Benazir’s scheme which provides money to women and she heard about this from the area’s 

women. She had no information regarding the BISP beneficiary eligibility criteria. She perceives 

that this is the money which has been given to poor women and as she is one of them so she 

should be given this amount as well. She said that she uses the money received from BISP on 

food and on her children’s clothing. Hawa received 4 instalments of the PSC phase through the 

postman, among which 2 instalments were shown as generated which were not yet withdrawn. 

Her first instalment after the PSC survey was generated in August 2011 while the last one was 

generated in September 2012. After this her payment mode was changed although she did not 

receive any letter about the change in her payment mode. The post man told her that now she 

would receive the BDC which she collected around 3 months ago from the BDC Centre at Badin. 

She could not withdraw her first instalment through her BDC. She went to the Bank Agent (PoS) 

with other women from her neighbourhood in order to withdraw this money as she had received 

the card. The PoS is at a distance of 19 km from the village, therefore, they hired a rickshaw 
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which charged them Rs.200 and it took 1 hour to reach there. At the time of handing over the 

card, the agent at the BDC Centre told her to go and collect the money from the bank. Hawa could 

not use her BDC so in order to withdraw her instalment she gave her card and PIN code to 

someone else. Otherwise, she kept her card with herself.  

 

3. How did the complaint emerge? 
 

According to Hawa, she received her BDC from the BDC Centre Badin. She went to HBL Badin 

and handed it over to the guard sitting outside the ATM and asked him to withdraw her 

instalment. She said that the guard put the card into the ATM and said that the machine was not 

accepting the BDC as it had scratches on it. She said that the guard advised her to take the card to 

the place from where she got it.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

She went to the BDC centre at Badin for her damaged card complaint where a Tehsil 

Coordinator Officer (TCO), who had been appointed by the Bank Al-Falah, received her 

complaint. They did not have any record of the dates. They did not ask her for any additional 

documents and in return did not provide her with any acknowledgement about the complaint. 

The BDC receipts are maintained in a manual file. About the investigation of this complaint, 

the TCO said that they have been instructed by their management that if any beneficiary 

comes to them for complaints regarding their misplaced card, card damage or BDC exchange, 

they have to take their card first, then to register their complaint on the help line and at the 

same time to submit a request for a new card. According to the TCO, whenever a complaint is 

submitted they want the helpline to note it down; they connect the beneficiary to the helpline 

and verify her mother’s name. He said that we ourselves provide the remaining details as the 

beneficiary does not have that much awareness to provide phone banker with their complete 

details. He said that they registered this complaint according to the same process. He said that 

as they do not maintain the dates, they give a period of 40 days to the beneficiary for 

receiving their new card. According to the TCO, they handed over Hawa’s new BDC to her 

on 2
nd

 March 2013, which they received from ATM Operations Karachi through courier 

(TCS). The status or result of this complaint has not been shared with BISP.  

 

4.B Client’s version 

 

She said that she then went to the BDC Centre Badin after a week. According to Hawa, the 

BDC centre agents told her that they would keep her card with them and would call for her 

new BDC from Islamabad. She said that they made her talk on the helpline and the operator 

asked for her and her mother’s names. She said that they kept her card and told her that she 

may collect her new card after a month. After one month she called the BDC agent Ali 

Murad, whom she knew and asked for her new BDC. Ali Murad told her that they had 

received some new cards and asked her to come and collect her card. Hawa said that she went 

to BDC Centre Badin the very next day but she could not get her card because of the crowd 

over there.  After a week she called Ali Murad again for her card and he told her to go and 

collect her BDC. 

 

Hawa went to the BDC Centre Badin in the first week of March 2013 to collect her new card. 

At the BDC centre the bank staff made her talk to the helpline representative. The helpline 

representative just verified her and her mother’s name while the remaining details were 

provided by the staff at the BDC centre.  
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She got the information about the complaint registration mechanism from the guard outside 

the ATM. Hawa went to the BDC Centre Badin to register her complaint around two months 

ago. The staff at the BDC centre took her old card and kept it with them and they did not 

provide her with an acknowledgment slip. This centre is at a distance of 18 km from her 

house so she went there by rickshaw and it cost her Rs.200 for a round trip. Hawa went to 

collect her card one month after she registered her complaint. As a result of her complaint 

registration she received her new card in March 2013 and on the same day she withdrew her 

first instalment of Rs.3,000. Hawa was satisfied with the complaint registration process as she 

received her new card. She was satisfied with the behaviour of the staff as well as she was not 

charged anything to register her complaint.  

 

According to Hawa, she received her card within 10 minutes and they took her thumb 

impression on a page and told her to withdraw her instalment on the same day. Finally, on the 

same day, Hawa went to a Bank Alfalah ATM and received her instalment.  

 

5. What We Learnt? 
 

 The beneficiary’s card was damaged and there were scratches on its barcode and because of 

that the ATM was not accepting it 

 The beneficiary received her damaged card around 3 months ago in December 2012 and it 

took her two and a half months to receive her new card 

 The date of complaint and its record was not maintained by the staff at the payment agency  

 The beneficiary was not given any acknowledgement slip  

 Her old card was deactivated at once as a request was placed on the helpline for a new card 

and because of that she received her first instalment immediately as she received her new card 

 The payment agency neither shared any record related to this complaint at the official level 

with BISP nor did BISP inquire about this 

 The staff at the BDC centre did not provide any record even after we insisted. They did not 

even let us see it; they just asked the TPE team to note its details 

 The BDC centre did not have any record related to BDC complaints except the receiving of 

the beneficiary  

 According to our observation, if the beneficiary’s name does not match with BISP and 

NADRA’s record, the BDC centre staff ask them to make this correction otherwise they do 

not issue them the BDC because then it becomes complicated to resolve any problem with the 

card. 

 According to her payment details on the BISP website, as checked on 19
th
 April 2013, Hawa 

withdrew an instalment of Rs.3,000 from her BDC on 2
nd

 March 2013 from a PoS. This 

payment was deposited in her account on 2
nd

 January 2013. 

 

6. Recommendations 
 

 The payment agency should share the record of any BDC related complaint officially with 

BISP and BISP should also ask the payment agencies for this record 

 There should be a PoS machine at every BISP Tehsil Office and the responsibility of the cash 

transfer distribution should be given to the BISP staff. In doing so, there will be a decline in 

the beneficiaries’ problems about the BDC and there will be less chances of facing defrauding 

and loss of cards etc. 

 Beneficiaries should be provided with awareness regarding the usage of their BDC 

 The beneficiary’s name and CNIC number should be printed on the BDC 

 Payment agencies should note the complaints regarding BDC and should maintain a record of 

these. 
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 BISP should also, if in case any beneficiary goes to them, note her BDC related complaint 

and fulfil its responsibility by resolving it. 
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Case study Number P-Q4-Sindh-18 

Nature of Case Non Payment due to Damaged BDC 

Complainant/ Beneficiary Razia 

Widow of Abdul Hameed 

Complainant, if not beneficiary herself  

Address Ward No. 4, Korai Mohalla, Badin. 

CNIC Number 4110126403592 

PSC form number 9221013 

Date Study Completed 12
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Razia, widow of Abdul Hameed is a 42 year old illiterate woman; she is a resident of Ward 4, 

Korai Mohalla, Tehsil and District Badin. She mostly remains busy with her domestic chores and 

taking care of her children. She is a mother of nine children; four sons and five daughters. Her 

eldest son is a tailor but has stopped doing work since the last five months; the second has passed 

10
th
 grade and looking for a job; the third son studies in 9

th
 grade while the fourth one is in 1

st
 

grade. Out of her daughters, the eldest is married while the two after her are grown up and help 

their mother at home; the fourth and the fifth daughters are in 5
th
 and 4

th
 grades respectively. Her 

living and household expenses are borne by her nephew who also lives with them along with his 

wife and a daughter, he has a wholesale confectionary shop. 

 

She lives in her own katcha-pakka house built on a plot of 200 sq. yards and has a kitchen and a 

bathroom. There is electricity and gas available and the water is available through water line. The 

Korai Mohalla consists of around 250 houses and consists of the Abbasi, Khatri (Dhobi), Korai 

and Memon kinship groups. The civil hospital and high school are located at a distance of 1 km 

from her area.  

 

2. Relationship with BISP 
 

Razia was a beneficiary of the BISP Parliamentarian Phase from March 2009 to April 2011 and 

received Rs.34,000 in 12 instalments during this period. Razia’s PSC form was filled in October 

2010, which her brother-in-law had filled. Due to incomplete information, this form was 

discrepant. Her re-survey was conducted in May 2012 and she had this form filled herself at her 

house. The enumerator gave her a PSC slip as acknowledgement. She does not know much about 

BISP except that it is “Benazir’s Scheme” through which poor women receive monetary aid. She 

came to know of this through the women of her neighbourhood and by the picture of Benazir 

printed on the BDCs. She said that this money was originally intended for poor women but the 

rich women are also taking it. She received her BDC three months ago from the BDC Centre in 

Badin. The women of her neighbourhood had gone to the centre to collect their cards and she 

went along so that she could find out about hers. She does not know how to use the BDC, nor 

does she know how to withdraw cash from an ATM. 

 

3. How did the complaint emerge? 
 

According to Razia, when she received her card from the BDC Centre in Badin three months ago, 

she asked her brother-in-law to withdraw the cash through her BDC. When he went to the ATM 

and tried to withdraw the money, the ATM did not accept the card. So, he went to the BDC 

Centre in Badin and was told by its staff that the card had been damaged/was dysfunctional and 

that he should revisit the centre with the owner of the card. The very next day Razia had to set out 

for Karachi because her mother, who lives there, fell ill. When she returned 15-20 days later, her 
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brother-in-law informed her that her card was not working and that she should submit a complaint 

at the BDC Centre.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the bank’s TCO present at the BDC Centre in Badin, Razia’s complaint was of a 

malfunctioning card but they did not have a record of when the complaint was registered. He 

said that they only have a record of the “receiving”/receipts. They are instructed by their 

management that if a beneficiary comes to them complaining about or talking of “misplaced” 

or “damaged” cards or “BDC exchange”, they should collect her card, have her complaint 

noted at the Helpline and register a request with the Helpline for a new card. This is why the 

mobile number of the BDC Centre in-charge was registered on the Helpline. So, whenever 

they register a beneficiary’s complaint on the Helpline, the operator/representative of the 

Helpline talks to the beneficiary and verifies her mother’s name. The rest of the complaint’s 

details are fed to the person at the Helpline by the bank’s staff. According to the bank staff, 

Razia’s complaint was registered through this process and, according to their ‘receiving 

record’, she was given her new BDC on 5
th
 April 2013, which they had received through TCS 

from the ATM Operations Department, Karachi. 

 

4.B Client’s version 

 

The following day, when Razia went to the BDC Centre, the staff there took her card from 

and called the helpline and submitted her complaint. The representative at the helpline talked 

to Razia and asked her for her and her mother’s names for verification. The rest of the 

complaint was informed to the phone banker by the staff at the bank.  

 

She had her complaint registered two months ago at the BDC Centre, Badin. The staff at the 

BDC Centre had her complaint registered on the Helpline and told her to come back forty 

days later to collect her card. When she revisited forty days later, they told her that her card 

had not arrived yet and that she should come back after twenty days. When she went back 20 

days later, she received her card. After she was handed the card, she was asked to talk to a 

representative on the Helpline and verify hers and her mother’s name.  

 

Following that, she was told that her card had been activated and she could withdraw her 

instalment. Later she gave the card to her son and who withdrew the instalment the same day. 

She was satisfied with the complaint registration mechanism. 

 

5. What We Learnt? 
 

 Despite our request, the staff at the BDC Centre in Badin did not give us a photocopy of the 

‘receiving (record)’ 

 If the beneficiary’s name does not match her name registered with NADRA and BISP, the 

staff at the BDC Centre asks the beneficiary to get her name corrected from NADRA and, in 

such cases, does not issue the beneficiary a BDC till that correction is made 

 The staff at BDC Centre in Badin does not maintain any records of complaint registration 

 It takes at least forty days to resolve a BDC related complaint, this process needs to be 

expedited so that the beneficiary receives her cash grant in time 

 According to our observation, around 250-300 damaged cards were issued to the beneficiaries 

which were not being accepted by the bank ATMs 
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 According to her payment details on the BISP website, as checked on 20
th
 April 2013, her 

first BDC instalment was generated on 17
th
 December 2012 and withdrawn on 5

th
 April 2013 

after her complaint was addressed. 

 

6. Recommendations 
 

 It should take as little time as possible to get BDC related complaints resolved so that the 

beneficiaries do not have to wait too long for their instalments. Most of the BDC complains 

could be addressed immediately via bank helpline. 

 The staff at the BDC Centre in Badin should maintain a complete record of receipt and 

redressal of complaints. 
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Case study Number P-Q4-Sindh-19 

Nature of Case Non Payment  due to Lost BDC 

Complainant/ Beneficiary Aanai 

Wife of Arab 

Complainant, if not beneficiary herself  

Address Kumbhar Colony, Ward 311, District Umerkot. 

CNIC Number 4440149965294 

PSC form number 08350599 

Date Study Completed 12
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Aanai w/o Arab is a 48 year old woman who is a resident of Kumbhar Colony, Ward 311, District 

Umerkot. Aanai is an illiterate housewife and is a mother of six children; 3 sons and 3 daughters. 

Two of her daughters and one of her sons are married. Aanai’s husband makes mud pots, at the 

sale of these pots they earn Rs.500-1,000. She lives with her husband and children in her own 

cemented house which has a total area of 200 sq. yards. They obtain drinking water from a canal. 

They have access to electricity but do not have gas connection. There is a cemented washroom in 

the house.  

 

The street and road leading to her house are katcha as well. The Kumbhar Colony is considered a 

rural area and has 300 houses. There are 2 primary schools: one for girls and one for boys at a 

walking distance .There is no hospital in the village; in case of illness and emergency, the people 

of the village go to the hospital at Umerkot which is at distance of 1.5 km from this village. The 

main road is 2 km and the Tehsil Headquarter is 2.5 km away from this area as well. 

 

2. Relationship with BISP 
 

She was not a beneficiary of BISP Phase I (Parliamentarian Phase). According to her the PSC 

survey was conducted in her area in 2010. The survey team came to her home; her relative had 

filled her form and also received an acknowledgement slip from them. She only knew about the 

BISP that BISP is Benazir’s scheme for poor women which she heard from her neighbourhood 

women. She considered herself a beneficiary of BISP and knew this when received her BISP 

money order from the postman. She did not know about the eligibility criteria of BISP but she 

was aware that the programme is for the poor and she is poor. She informed that received 

instalments from BISP were used for household expenses. After the PSC survey she received nine 

instalments through the Pakistan Post.  She received her first instalment in April 2011 and last in 

March 2012. Then in April 2012 her payment mode was changed. She received the first 

instalment through BDC on 7
th
 May 2012 and 2

nd
 on 12

th
 February 2013 from Tamer Bank’s 

ATM. Aanai was informed by other women of the area about the BDC. She said that she received 

her BDC one and a half years ago from BDC Centre Umerkot. 

 

She received the first instalment of BDC from Tameer Bank’s ATM which is 2 km away from her 

house and it takes 30 minutes   to reach there. Aanai went with her neighbourhood women to 

withdraw her instalment from the ATM. She said that when she went to the BDC Centre to get 

her BDC the staff told her that she would get money after 5 days. She said that when other village 

women visited the bank to receive cash transfer, she also went with them and received her 

amount. She did not know how to use the BDC and gave her card to someone else, to withdraw 

money for her. She considered the BDC her property and kept it with herself. 
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3. How did the complain emerged 
 

In May 2012 when she was coming back home after getting her instalment from the ATM, her 

BDC and PIN code was lost. She tried a lot to find her BDC but to no avail. Her husband 

discussed this problem with their relative Arbab Ali after one month of this incident. According to 

Aanai, in July 2012 her husband and Arbab Ali went to the BDC Centre Umerkot to register a 

complaint of lost BDC.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the Assistant Director at BISP Tehsil Office Umerkot they do not have any 

record of the beneficiary’s complaint. 

 

According to the DEO of Tameer Bank, she came to the BDC centre at Umerkot to register 

her complaint of lost BDC. The DEO did not remember the date of her visit. According her 

complaint details, her BDC was lost and she lodged an application for a new card. He said 

that he submitted her application along with copies of her CNIC and BDC. The beneficiary 

did not receive any acknowledgement letter from them. This complaint was maintained in an 

excel sheet and forwarded for investigation. According to the DEO they were instructed by 

their higher management that they should register BDC related complaints via helpline. So, as 

he received the beneficiary’s complaint of lost card he called the helpline and registered this 

complaint. He informed that his number is registered in Tameer Bank’s helpline and he also 

has a call package for this process.  According to the processing result of this complaint, 

when they registered these types of complaints via helpline it was considered as issuance of 

new BDC or PIN code. The BDC centres received new card or PIN code within ten days as a 

result of complaint registration. According to the DEO he did not have any record of 

receiving Aanai’s card from Tameer Bank.  

 

According to the record available to him, he had delivered the card to Aanai on 28
th
 March 

2013. 

 

4.B Client’s version 

 

The field supervisor at the BISP office told them to register an N/C at a police station. Then 

Aanai’s husband and relative Arbab Ali registered an N/C at a local police station. They 

submitted copies of her CNIC and BDC along with a written application on stamp paper to 

the Field Supervisor at the BDC centre. The field supervisor then forwarded this application 

to the Director, Mirpurkhas and said that they should check back after 15 days. Aanai 

informed that after 15 days her husband called the field supervisor to know about the 

application status but he replied that he did not receive any feedback. She said after this they 

did not inquire about her complaint. Some days ago they learnt that the DEO at the BDC 

centre resolved beneficiaries’ card related complaints.  

 

According to Aanai her relative visited the BDC Centre Umerkot and told this problem to the 

DEO. He was told by the DEO that the beneficiary should come to the office to register her 

complaint. Then on the next day, in March 2013, she visited BDC Centre Umerkot with her 

relative and registered her complaint. The DEO took her CNIC copy, got her card verified and 

then called Tameer Bank’s help line. The help line officer talked to Aanai and confirmed her 

and her mother’s names. The DEO took her thumb impression on a paper and handed over her 

new BDC to her. Aanai said that she did not have any information about the complaint 
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registration process and the BISP field supervisor told her relative Arbab about the complaint 

registration mechanism. This BDC centre was nearest to her house and she also heard that in 

this centre her problem would be resolved so she registered her complaint there. The DEO of 

Tameer Bank received her application along with her CNIC number and her relative’s contact 

number. BDC centre Umerkot was 2 km away from her house and it took her 30 minutes to 

reach there.  

 

She received her BDC on the same date and also received an instalment from BDC. She was 

satisfied with the complaint registration mechanism. She was also satisfied with the behaviour 

of the staff. The staff did not charge money to register her complaint. 

 

5. What We Learnt? 
 

 In this case, one month after losing her card the beneficiary first submitted an application to 

the BISP field supervisor but did not receive any feedback from them so the beneficiary 

visited the BDC Centre again and registered her complaint with the DEO of Tameer Bank. 

 Beneficiary was not satisfied with the BISP complaint resolution mechanism because in this 

case she first had to register an N/C and then waited 8-9 months for her problem to be 

resolved. 

 The BISP Tehsil Office Umerkot did not have any arrangement of complaint registration. 

 DEO of Tameer Bank at the BDC centre resolved BDC related complaints. 

 Field Supervisor at the BDC Centre took their application with N/C but did not resolve this 

problem. 

 AD of BISP Tehsil Office Umerkot only collects BDC related applications but he does not try 

to resolve problems and does not forward them to the relevant agencies. 

 Payment agency DEO has the beneficiary’s card receipt but did not have the complaint 

record. 

 

6. Recommendations 
 

 BISP should register BDC related complaints in a manual file and should resolve these 

payment complaints. 

 BISP and the payment agencies should cooperate at the local level. 

 BISP should instruct payment agencies to resolve card related complaints efficiently. 

 Payment agencies should share BDC related complaint record with BISP and BISP should 

inquire about BDC related complaint status from payment agencies as well. 

 BISP should create awareness amongst beneficiaries about how to use BDCs. 

 Beneficiary name and CNIC number should be printed on the BDC so that they may easily be 

retrieved if lost. 

 Payment agencies should insure the availability of PoS at their branches. 
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Case study Number P-Q4-Sindh-20 

Nature of Case Non Payment due to Exchanged BDC 

Complainant/ Beneficiary Alam Khatoon 

Wife of Muhammad Rind 

Complainant, if not beneficiary herself Ahmed Rind (brother) 

Address Goth Muhammad Yousaf Rind, New Khipri, Post Office 

Shadipali, Tehsil Pithoro, District Umerkot. 
CNIC Number 4440379286070 

PSC form number 08435073 

Date Study Completed 12
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Alam Khatoon w/o Muhammad Rind is a 44 year old woman who is a resident of Goth 

Muhammad Yousaf Rind, New Khipri, Post Office Shadipali, Tehsil Pithoro, District Umerkot. 

She is an illiterate housewife and a mother of three children: two sons and a daughter. Her 

daughter is married and her other children do not go to school because there is no school in her 

village. She lives in her own house with her husband and children in a room and her parents-in-

law and brother-in-law also live in the same house. Her husband works as a sharecropper (50%) 

on 2 acre land of the village landlord. She said that during the wheat season they get 20-25 maund 

of wheat as a share for the cotton crop; they earn Rs.15,000-16,000 in a season. She said that she 

also does agricultural labour with her husband.   

 

The structure of the house is katcha. There are 4 rooms in the house. They have an open kitchen 

and an open bathroom. They obtain drinking water from a canal and it takes 20 minutes to reach 

there. They have access to electricity but do not have access to gas. The village Muhammad 

Yousaf Rind has approximately 50 houses. The residents of the village consist of the Rind, Bheel 

and Bujer kinship groups. There is no school in the village and the nearest school is at a distance 

of 3 km in another village, Salmanabad. There is no hospital in the village; in case of illness and 

emergency, the people of the village go to the Basic Health Unit (BHU) at Shadipali which is 25 

km away and the hospital in Mirpurkhas which is about 18 km away from this area as well. The 

main road is 0.5 km away and the Tehsil Headquarter is 18 km away from the village. 

 

2. Relationship with BISP 
 

She was not a beneficiary of BISP Phase I (Parliamentarian Phase). According to her the PSC 

survey was conducted in her area in 2009 but she did not remember the month. The survey team 

came to her home; her husband had filled her form. She only knew that BISP is Benazir’s scheme 

for poor women; she heard this from her neighbourhood women. She came to know that is a 

beneficiary of BISP when the postman told her about her eligibility and gave her first BISP 

money order. She did not know about the eligibility criteria of BISP but she was aware that the 

programme is for the poor and she is a poor woman. She informed that the received cash transfers 

from BISP were used to buy clothes for her children and on other household necessities.  

 

She received four money orders through the Pakistan Post after the PSC survey. In August 

2011she received her first instalment of the PSC phase and in March 2012 she received her last 

instalment through Pakistan Post,  after this her payment mode was changed. She received the 

first instalment of BDC from Tameer Bank’s franchise which is 20 km away from her house and 

she travelled for 3 hours to reach there. Alam Khatoon was informed by other women about the 

change of payment mode and BDC. She said she received her BDC one year ago from the BDC 

centre at Pithoro. She did not know how to use the BDC and she gave her card to someone else, to 

withdraw the cash for her. She considered the BDC her property and kept it with herself.  
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3. How did the complaint emerge? 
 

Around 4-5 months ago Alam Khatoon went with her brother to Tameer Bank’s ATM to collect 

her second instalment. She gave her card to the security guard at the ATM to withdraw the BISP 

instalment for her and he withdrew cash for her and gave her card back.  

 

When she visited Bank Al-Falah’s ATM to withdraw her 3
rd

 instalment she gave her BDC to the 

security guard but the security guard returned her card and informed that it was not working. The 

next day her brother went to the HBL ATM to withdraw cash but he did not receive any. So her 

brother asked the HBL bank manager why they were unable to withdraw cash from this card. The 

bank manager checked the card on the computer and told her brother that this card had been 

exchanged. He also advised him that he should register a complaint at the BISP office. 

 

4. Processing of the complaint 
 

4.A Provider’s version  

 

On 25
th
 February 2013 she came to the BISP Divisional Office Mirpurkhas to register her 

complaint of exchanged BDC. The Assistant Complaints (AC) at the BISP Divisional Office 

registered her complaint and took copies of her CNIC and BDC. The BISP office did not 

provide the beneficiary with an acknowledgement slip. According to the AC he maintains a 

manual file of beneficiary’s written applications. According to him, they received her 

complaint on 25
th
 February 2013 and they forwarded it to the Director Field Operations and 

also emailed it to the official ID of Tameer Bank, along with the beneficiary’s CNIC number 

and BDC number. There was no joint inquiry conducted in this case, between BISP and the 

payment agency. On 26
th
 February 2013 they received an email from Tameer Bank which 

consisted of Actual BDC number. According to AC they had not received any updates from 

Tameer Bank yet so this complaint had not resolved.  

 

4.B Client’s version 

 

Alam Khatoon informed that her brother went to the BISP office at Mirpurkhas to register her 

complaint.  The Director at the BISP office got her card checked and told him that card had 

been exchanged; both cards had the same PIN code but different serial numbers. Her brother 

was told by the Director that he should write an application which they would forward to 

Islamabad 

 

Her brother registered a complaint in the BISP Divisional Office Mirpurkhas. The staff at the 

BISP office told her brother after registering his complaint that he should come back after 10 

days to inquire about the complaint status. She said when her brother visited after 10 days he 

was told by the staff that the first application was incorrect so he should submit a new 

application. So her brother registered a new complaint on the next day but did not receive an 

acknowledgement receipt. According to her they spend Rs. 80 to get her application typed by 

a computer operator. Alam Khatoon informed that this BISP office is nearest to her house so 

she registered her complaint there. BISP Divisional Office Mirpurkhas is 18 km away from 

her village so her brother went there by rickshaw and it cost him Rs.160 for a round trip.  

 

Alam Khatoon’s complaint had not been resolved because she did not receive her card but she 

was hopeful. She further told that she was satisfied with the complaint registration 

mechanism. She was also satisfied with the behaviour of the staff as they did not charge any 

money to register her complaint. 
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5. What We Learnt? 
 

 According to Alam Khatoon she submitted two applications at the BISP Divisional Office 

Mirpurkhas but did not receive her card yet 

 Alam Khatoon did not know how to use her BDC and she gave her card to someone else, to 

withdraw cash for her. Around 4-5 months ago she went to the bank to withdraw her cash and 

gave her card to the security guard at the bank but after checking it he gave her card back and 

told her that it was not working. The next day her brother went to another ATM to withdraw 

cash for Alam Khatoon but faced the same problem 

 Her brother was advised by the bank manager to register a complaint at the BISP office 

 According to our observation, the payment agency was not blocking beneficiaries’ cards as a 

result of which beneficiaries who lost their cards were susceptible to fraud  

 Alam Khatoon did not register her complaint with the payment agency and only registered her 

complaint at the BISP Divisional Office Murpurkhas 

 On 25
th
 February 2013 the BISP Divisional Office forwarded her complaint to the Director 

Field Operations BISP and to Tameer Bank. BISP received a reply from Tameer Bank on 26
th
 

February but this complaint had not been resolved 

 The AC at the BISP Divisional Office Mirpurkhas did not have any case documentation. He 

did not show us the complaint details or the email which he had forwarded to the Tameer 

Bank. 

 

6. Recommendations 
 

 Beneficiaries should be given awareness about using the BDCs so that they can use it 

themselves and do not have to rely on anyone else to use thereby potentially minimizing 

chances of losing or exchanging the card and defrauding 

 BISP should maintain a record of BDC related complaints at their BDC centres and should 

also provide beneficiaries with an acknowledgement 

 BISP should instruct payment agencies to resolve complaints efficiently and also inform 

beneficiaries on time 

 BISP should establish an effective communication system with payment agencies.  
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Case study Number P-Q4-Sindh-21 

Nature of Case Non Payment due to Exchanged BDC 

Complainant/ Beneficiary Mai Rahila  

Wife of Muhammad Yousuf 

Complainant, if not beneficiary herself  

Address Village Changlani Sache Dino, Kalwar, UC Adilpur, Tehsil 

and District Ghotki. 
CNIC Number 4510281887154 

PSC form number 08197813 

Date Study Completed 16
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Mai Rahila wife of Muhammad Yousuf is a resident of Village Changlani Sache Dino, Kalwar, 

UC Adilpur, Tehsil and District Ghotki. She is 33 years old and has studied till 5
th
 grade. She is a 

mother of three children: one son and two daughters, one daughter and one son go to school. Her 

son is in 8
th
 grade and the daughter is in 2

nd
 grade. The second daughter is not of school going 

age. Rahila's husband is old and does not work. The household expenses are paid by her brother 

who is a taxi driver and his monthly income is Rs.8,000 rupees. Rahila also make rillis (traditional 

cloth) and she usually makes one rilli in a month and earns Rs.300 through that. Rahila told us 

that her husband's first wife lives with them too.  

 

She lives in the house that belongs to her husband. The house has one room, an open kitchen and 

a bathroom made of mud. They have access to electricity but do not have access to gas. They 

obtain water using a hand pump installed inside the house. Her village comprised about 300 

households, with a population of about 2,000 people. There is a primary school in the village. The 

nearest hospital is at a distance of 1 km in Adilpur. 

 

2. Relationship with BISP 
 

Mai Rahila was not a beneficiary of the BISP Parliamentarian Phase. According to her the PSC 

survey was conducted in her village in December 2010, and her husband had filled her form at 

home. The enumerator had given them a slip as proof. She thinks she is eligible for the BISP cash 

transfers. She does not know much about BISP except that the money is given to the poor women 

through the “Benazir Scheme”. She learnt about this from women in the village as well as the 

PSC survey team. Rahila informed that almost a year after the survey was conducted; she started 

receiving BISP cash transfers through the post office. She received Rs.12,000 in six instalments. 

She received her BDC in December 2012. She came to know about the card through the women 

in the village, she went to collect it from Ghotki with her brother. Rahila said that the amount she 

had received so far was used on household necessities. 

 

3. How did the complaint emerge? 
 

According to Rahila, she received her BDC in December 2012 from Ghotki and after around 5 

days she gave the card to her brother so that he could go to the city and get her BISP instalment. 

As the ATM was crowded, her brother gave the card to a man so that he could withdraw the cash 

and give it to him. After a while the man came and informed him that he tried inserting the card 

but it was not working. He advised her brother that he should find out about this issue from where 

he had received the card. Rahila's brother went to the BDC Centre at Ghotki and got the card 

checked from the staff. He was told by the staff there that this card had been exchanged; the 

owner of the card should come and register a complaint.  
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4. Processing of the complaint 
 

4.A Provider’s version  

 

According to the District Coordinator Office (DCO) of Bank Alfalah at the BDC centre, 

Rahila’s complaint of exchanged BDC was registered on 10
th
 January 2013 at their centre. 

According to the DCO, they have been instructed by their management that if a beneficiary 

come with a complaint about an exchanged card, verify the CNIC and if the card has been 

exchanged, they immediately call the helpline to verify the CNIC and deactivate the BDC. 

They then request the representative to issue a duplicate card. After that, the duplicate card is 

sent 15-20 days later through courier (TCS). The DCO said that according to their records 

they did not know when the card was received by their branch but as per their record, Rahila 

had received a BDC on 7
th
 February 2013 from their branch.  They called the helpline for the 

activation of her BDC. For this, the representative at the helpline talked to the beneficiary 

again to confirm her and her mother’s name.  

 

After completion of the verification she finally got her card activated. The DCO said that they 

took a copy of the beneficiary’s CNIC and thumb impression as receiving.  

 

4.B Client’s version 

 

Rahila went to the BDC centre with her brother. The staff asked her for her CNIC and 

verified it and made a call to the helpline and got her card blocked.  For issuance of a new 

card the staff registered her complaint via helpline. The representative on the helpline 

confirmed her and her mother’s name while the remaining details were provided by the staff 

themselves. She was advised that she would receive her card after 20 days. 

 

According to Rahila, she went to the BDC Centre at Ghotki in January 2013 and registered 

her complaint about exchanged BDC. She registered her complaint through the helpline. She 

was told by the staff at the BDC centre that she may collect her BDC after 20 days from the 

same centre. According to Rahila, she visited the BDC Centre after a month with her brother 

to get her card. The staff at the BDC centre called the helpline again and the representative 

from the helpline confirmed her and her mother’s name.  

 

The staff at the BDC centre took a copy of her CNIC and her thumb impression on a paper 

and handed over her BDC. She informed that a week later she got her instalment through the 

new BDC.  

 

5. What We Learnt? 
 

 According to the complaint details, Rahila did not know how to use a BDC so she gave it to 

her brother to withdraw cash for her. Her brother went to the ATM and due to the crowd over 

there he gave it to someone else to withdraw cash. During this Rahila’s BDC was exchanged.  

 Rahila went to the BDC Centre Ghotki with her brother; the staff at the BDC centre helped 

her to register her complaint through the bank helpline. She received a new card within a 

month, on 7
th
 February 2013, from the BDC Centre Ghotki 

 BISP gave no awareness to the beneficiary about how to use the BDC  

 Bank Al-Falah is solving the beneficiaries' problems but they are taking too much time to 

resolve these complaints  

 According to her payment details on the BISP website, as checked on 22
nd

 April 2013, she 

withdrew her instalment of Rs.3,000 on 13
th
 February 2013. This payment was generated on 

24
th
 December 2012 she did not withdraw it earlier due to her exchanged BDC. 
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6. Recommendations 
 

 BISP should guide the beneficiaries about the usage of BDC.  

 BISP should instruct payment agencies to provide PoS machines/ATMs at every BISP 

office/payment agency branch. 

 Payment agencies should provide BDCs to the beneficiaries at their door steps as it may save 

the beneficiaries’ time and money as well. 

 BISP should print the beneficiary’s name or CNIC number on the BDC so that it may easily 

be retrieved in case it is lost or exchanged.  
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Case study Number P-Q4-Sindh-22 

Nature of Case Non-Payment by the bank franchise (BSC) 

Complainant/ Beneficiary Musamat Dhano Laghari 

widow of Mazar Khan 

Complainant, if not beneficiary herself  

Address Post Office Khumrei, Meer Wah, Tehsil and District 

Mirpurkhas. 
CNIC Number 4410365351620 

PSC form number 0381160 

Date Study Completed 5
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Musamat Dhano Laghari widow of Mazar Khan, aged 52 years is a resident of Post Office 

Khumrei, Meer Wah, Tehsil and District Mirpurkhas. She is an illiterate woman who is a mother 

of seven children: four sons and three daughters. Two of her daughters are married while the other 

two live with her. The eldest son left school after 8
th
 grade and the younger one is in 8

th
 grade 

now, while the youngest is in 3
rd

 grade. The two daughters study in 6
th
 grade. She stays at home, 

remains busy in her domestic chores and taking care of her children. One of her sons is a gate-

keeper at the tribal head’s house; he gets around Rs.3,000 per month. The other son works as a 

labourer for which he gets Rs.100-150 in daily wages.   

 

Her house is built on a government owned 200 sq. yards plot. There is one katcha hut in the 

house, a katcha bathroom and an open kitchen at one corner of the courtyard. They have access to 

electricity but do not have access to gas. They obtain drinking water using a hand pump installed 

inside the house. This village has 150 households and the residents of the village consist of 

Maachi, Meghwar,, Manganhar and Laghari kinship groups. There are two primary schools here; 

one is for boys and the other for girls. There is a Basic Health Unit (BHU) in the village. 

 

2. Relationship with BISP 
 

Musamat Dhano Lagari was a beneficiary of the BISP Parliamentarian Phase. When the PSC 

survey was conducted in her village in November/December 2009, the survey team came to her 

house and she helped them to fill her survey form, and was given a PSC slip as acknowledgment. 

She was in need of money and she knew about BISP that the cash transfers are from the Benazir 

Scheme which she heard about from the women of the village. According to her, the BISP 

amounts are given to women who are either poor or widowed. She said she was eligible for these 

cash transfers since she was a widow and poor. She said the PSC team did not provide her with 

IEC material. She informed that the amount she received from BISP was used to buy groceries 

and clothes for her children. She received 5 instalments of the BISP Parliamentarian Phase and 2 

instalments of the PSC Phase through the Pakistan Post. In total she received 7 instalments from 

February 2009 to January 2010. The postman informed her that she needed to get her BSC from 

the Mirpurkhas NADRA Office which is located near the high school. She got her card from there 

in 2010.  

 

3. How did the complaint emerge? 
 

She received monthly instalments through the BSC which she got from a mobile franchise. Since 

the past 5 months she got no instalment from her BSC. She went to collect it from the mobile 

franchise 5 months ago, but she was told there that her instalment had not been credited to her 

account. She kept going for the next months as well. Then two months ago the people there 

informed her that her card had been blocked and that is why the instalments were not deposited in 
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her account. To unblock her card, she would have to go to the BISP office and submit an 

application because the code came from the higher authorities. Her daughter had received training 

at the Waseela-e-Rozgaar scheme for which she gets a salary of Rs.6,000 each month. She has 

received her payments for February and March 2013.  According to Musamat Dhano her daughter 

was getting her payments but she was not getting her instalments, therefore, she submitted an 

application. 

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the Assistant Complaint (AC) at the BISP Divisional Office Mirpurkhas, Dhano 

Lagari's complaint was registered on 27
th
 March 2013. The beneficiary had come herself to 

register the complaint. Her complaint was that she was not receiving cash through her BSC 

card since the last five months. Her complaint was received along with the copy of her CNIC 

and her BSC. According to the AC, they have kept the application in a file and the record of 

the email is in their inbox. According to the AC, after receiving the complaint they sent via 

email to the Director Payment (DP) and Director Field Operation (DFO) at the BISP 

Headquarters. The AC said that they have been instructed by the higher authorities that 

whenever they receive a BSC related complaint they should send it to the DP and then he 

forwards the application to the partner organization through email. About Musamat Dhano’s 

complaint the AC said that, they forwarded it along with copies of her CNIC and remarks. He 

also informed that the Musamat Dhano’s payment had been deposited in her account on 29
th
 

March 2013. 

 

According to the Omni in-charge at the UBL Mirpurkhas branch, they have no record of this 

complaint. He said that at UBL they do not register BSC related complaints. When people 

come with BSC complaint they are referred to the BISP Divisional Office Mirpurkhas 

because the complaint registration/resolution is their responsibility. 

 

4.B Client’s version 

 

According to Musamat Dhano, her son went to the BISP Divisional Office in early March 

2013 to know about her instalments. The staff took her CNIC copy and checked on their 

computer and told him that the money had been deposited in her account, but there was some 

problem with the BSC, as a result of which they could not withdraw cash. He was advised 

that he should submit an application. Almost 2 weeks later in the third week of March 2013, 

she went to the BISP office with her son and registered a complaint. The complaint was 

written by the staff at the BISP office and along with it they took her CNIC copy and phone 

number. The staff told her son that the complaint would be sent to Islamabad and as soon as a 

reply comes they would inform him on the given phone number. Musamat Dhano said that 4 

days ago her daughter also registered a complaint again at the BISP Office on behalf of her 

because she was ill.  

 

Musamat Dhano said that the BISP office was at a distance of 10 km from her house. She 

went there by bus and it cost her Rs.80 for the round trip. She registered her complaint along 

with a copy of her CNIC but the BISP office did not provide her with any acknowledgement. 

According to Musamat Dhano, she was told by the staff at the BISP office that whenever the 

problem would be resolved, they would call her. She said she was satisfied with the behaviour 

of the staff at the BISP office and they did not charge any amount to register her complaint.  
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5. What We Learnt? 
 

 Musamat Dhano did not receive five BSC instalments because her BSC was blocked. She 

registered her complaint at the BISP Divisional Office Mirpurkhas in March 2013 but her 

complaint had not been resolved till now. 

 Even though we asked for it, the email of this complaint was not shared with us by the 

Assistant Complaint at the BISP Divisional Office. We were not even shown this; they only 

informed us that they had sent the complaint by email to the Director Payment (DP) and 

Director Field Operation (DFO) at the BISP Headquarters on the same date as it was received 

i.e. 27
th
 March 2013  

 The real problem of the beneficiary was of her 5 months instalment but that had not been 

resolved 

 It was observed that ever since the BDC has been launched in Mirpurkhas, BISP and its 

partner organisations have lost interest in resolving BSC related complaints; BSC lost card 

and card damaged related complaints are not being resolved 

 The behaviour of the partner organisation/payment agency (UBL) with the BISP Divisional 

Office Mirpurkhas is non cooperative 

 BISP Divisional Office is at a distance of 10 km from Musamat Dhano’s house; she went 

there by bus and it cost her Rs.80 per round trip 

 

6. Recommendations 
 

 BISP should issue BDCs to all beneficiaries in Districts Mirpurkhas and Sanghar as soon as 

possible, so that problems related to the BSCs could be resolved. 

 Payment agencies should resolve BSC related complaints as soon as possible so that 

beneficiaries with overdue payments to them can receive these at the earliest 

 BISP should provide acknowledgement slips to beneficiaries upon registration of their 

complaints 

 BISP should inform beneficiaries about their complaint status via phone where possible so 

that they may begin collecting their payments at the earliest.  
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Case study Number P-Q4-Sindh-23 

Nature of Case Non Payment due to Lost PIN code 

Complainant/ Beneficiary Mai Rani Khatoon 

Wife of Hussain Bux 

Complainant, if not beneficiary herself  

Address Gul Sher Mohalla, Near Noorani Masjid, Tehsil Kandhkot, 

District Kashmore. 
CNIC Number 4350305655152 

PSC form number 12556425 

Date Study Completed 20
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Mai Rani Khatoon wife of Hussain Bux is a resident of Gul Sher Mohalla, near Noorani Masjid, 

Tehsil Kandhkot, District Kashmore. She is 57 years old and is an illiterate woman. She is a 

mother of eleven children; six sons and five daughters; five of her sons and four daughters are 

married and live separately in their own homes. One younger daughter and son live with her. Her 

husband is a TB patient and he does not work. Mai Rani Khatoon works as a domestic maid at 

other people houses and earn Rs.3,000 per month. The house she lives in belongs to her husband, 

structure of the house is katcha, an open kitchen but they do not have a bathroom. They have 

access to electricity but not to gas. They obtain drinking water from a hand pump installed inside 

the house.  

 

Gul Sher Mohalla has around 800 houses and residents of the Mohalla consist of the Mirani, 

Chachar and Malik kinship groups. The school and hospital are at a distance of only 1 km from 

their area. 

 

2. Relationship with BISP 
 

Mai Rani was a beneficiary of the Parliamentary Phase of BISP from July 2009 to April 201and 

received Rs.35,000 in12 instalments. She informed that the PSC survey was conducted in her area 

in December 2010, survey team filled her form in Allah Dino's autaq. She was in need of the 

BISP cash grant but she did not know much about it. All she knows is that poor women are given 

this money through the Benazir Scheme. She learnt about it through women in her village. She 

said that whatever amount she received so far, it had been used on household expenses and for her 

husband's medicines. After the PSC survey, she received money orders through the Pakistan Post. 

She got instalments till May 2012, and in the same month she got her BDC from the BDC Centre 

Kandhkot. The women in her neighbourhood had informed her about the BDC distribution. She 

got her first instalment from an ATM, where an agent had helped her withdrew the BISP 

instalment as she did not know how to use the card. 

 

3. How did the complaint emerge? 
 

She received her BDC in May 2012 and got her first instalment on the same day. Around 5 

months later, she heard from other women that the instalment had been deposited in their 

accounts. She went to the ATM and as it was crowded she gave her card to the agent so that he 

could withdraw her instalment from ATM. When he checked, he informed that the instalment had 

not been deposited yet. He gave her the card but not the paper that had the PIN code. She realized 

this when she returned home. The next day she went to the BDC centre to collect the PIN code. 

She was told by the staff that she would have to apply for a new PIN code. They took a copy of 

her CNIC and told her that they would send her complaint to the higher authorities, and that she 

should collect the PIN code a month later. 
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4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the Assistant Director (AD) at the BISP Tehsil Office Kandhkot, Mai Rani 

Khatoon’s complaint was of her lost PIN code. He was not aware of when this was registered. 

The complaint was emailed but he did not have it in his inbox. He informed that whenever a 

beneficiary comes with a complaint, they take a copy of her CNIC and enter the details in an 

excel sheet. It is then sent on a monthly basis to their DFO and to the Regional Manager 

Complaint (RMC) at Tameer Bank. Her complaint was also forwarded through the same 

process. According to the AD, on 3
rd

 February 2013 they received a TCS from Tameer Bank 

which had PIN codes of about 60 beneficiaries. It had Mai Rani Khatoon’s PIN code as well 

but she had not received it yet. The PIN code had arrived but her BDC was still blocked, 

according to the remarks. He said that to activate her BDC they would have to send a request 

to Tameer Bank once again.  

 

According to the Data Entry Operator of Tameer Bank at the BDC Centre, they do not deal 

with BDC related complaints. Whenever a beneficiary come with a complaint they refer her 

to the BISP staff present at the BDC centre. 

 

4.B Client’s version 

 

According to Mai Rani Khatoon, she had registered her complaint at the BDC centre 

Kandhkot, around 5 months ago in October 2012; the BISP Tehsil Office staff at the BDC 

centre received her complaint. She had submitted copies of her CNIC and BDC. They told her 

to come back after one month to find out about her complaint. Mai Rani Khatoon said she had 

visited the BDC centre four times since then. Each time she was told by the staff that they had 

sent her complaint to the higher authorities but they did not receive her PIN code. She was not 

satisfied with the complaint registration/resolution mechanism. The staff gave no proper 

replies; they made excuses instead and sent her back. The BDC centre is 2 km away from her 

house. It takes her an hour to reach there and it affects her work too. 

 

5. What We Learnt? 
 

 Mai Rani Khatoon lost her PIN code at the ATM in October 2012 when she went there to 

withdraw her cash. She went to the BISP Tehsil Office Kandhkot (located at the BDC Centre 

Kandhkot) and registered her complaint; the BISP staff received her complaint along with 

copies of her CNIC and BDC. She was told to check after a month. According to Mai Rani 

Khatoon, she visited the BDC centre more than four times but had still not received her PIN 

code 

 The staff at the BDC centre did not respond to her properly and with accurate information 

 The staff at the BISP Tehsil Office Kandhkot did not maintain a proper record of BDC related 

complaints 

 According to the AD they received Mai Rani Khatoon’s PIN code on 3
rd

 February 2013. BISP  

did not inform the beneficiary about the receipt of her PIN code 

 BISP Tehsil Office was established at Kandhkot around 5 days ago but they have no facilities 

such as computer and furniture. The AD uses his personal computer for office work 

 According to her payment details on the BISP website, as checked on 23
rd

 April 2013, her 

three instalment of Rs.9,000 have been generated from 29
th
 May 2012 to 7

th
 February 2013 

but she has yet to withdraw these 

 On 19
th
 April 2013, she informed TPE team that her problem had still not been resolved. 
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6. Recommendations 
 

 BISP should instruct their staff at BDC centres that they should maintain complaint record. 

 It should take as little time as possible to get BDC related complaints resolved so that the 

beneficiaries do not have to wait too long for their instalments. 

 BISP should provide complainants with acknowledgement slips upon registration of their 

complaints so that they may track the progress of their cases. 

 BISP should inform beneficiaries about their complaint status once they have been resolved 

and should also provide their PIN code at their door steps. 

 BISP should provide logistical and technical support to their Tehsil Offices. 
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Case study Number P-Q4-Sindh-24 

Nature of Case Non Payment due to Lost BDC 

Complainant/ Beneficiary Sakina 

Wife of Fazal Muhammad Laghari 

Complainant, if not beneficiary herself  

Address Village Ghulam Mustafa Laghari, Post Office Sajawal, 

Tehsil Sajawal, District Thatta. 
CNIC Number 4140898091660 

PSC form number 10485677 

Date Study Completed 10
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Sakina wife of Fazal Muhammad Laghari is a 34 year old illiterate woman who lives in Village 

Ghulam Mustafa Laghari, Post Office Sajawal, Tehsil Sajawal, District Thatta. She is a housewife 

and mostly keeps herself occupied with housework. She is a mother of five children; four 

daughters and one son. All her children are young and not of school going age. Her husband 

works at a fertilizer shop and earns an income of Rs.5,000 per month. Her husband's first wife 

also lives with them in the same house. The house where she lives is constructed on the landlord's 

land. It is a katcha house comprising one room. They obtain water using a hand pump installed in 

the house. They do not have access to electricity and gas. Ghulam Mustafa Laghari village has 30 

houses. The main road is at a distance of 3 km. The village has a primary school which has been 

closed for many years. The nearest hospital is situated at a distance of 5 km from the village.  

 

2. Relationship with BISP 
 

Sakina was not a beneficiary of the BISP Parliamentarian Phase. She informed that her PSC 

survey form was filled in 2010, through her brother in law, at her house. The enumerator gave 

them a PSC slip as proof. Sakina considers herself to be eligible for the BISP cash transfers. She 

doesn’t know anything about BISP, except that women are receiving cash grant through the 

'Benazir Scheme' –she heard about this from the women of her village. According to her, these 

funds are for poor women, but some rich women are also benefiting from them. After the PSC 

survey, Sakina started receiving money orders from January 2012. So far she has received four 

instalments through the post office. She got her BDC in October 2012 from the BDC Centre in 

Sajawal. She found out about the card distribution from her village women. She went to Sajawal 

with her husband to get the BDC. She does not know how to withdraw cash from an ATM, 

therefore her card remains with her husband.  

 

3. How did the complaint emerge? 
 

According to Sakina, six months ago, when the village women started getting their BDCs from 

the BDC Centre Sajawal, she also went to the centre to get her card and the same day she got her 

card from the BDC Centre Sajawal. On her way back in a 'Suzuki', she lost her card but only came 

to know about the loss upon reaching home. Her husband tried to locate the card for a few days 

from the Suzuki driver and the village people however, he was not able to find it.  
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4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the branch manager at UBL Thatta branch, her complaint was registered at their 

office on 12
th
 March 2013 under the category of 'Lost BDC'. All complaints they receive 

except those of the nature of beneficiaries' PIN code, are registered under the category of 'lost 

cards'. They verify the beneficiaries' CNIC numbers in their system and issue a new card 

immediately. Upon the issuance of a new BDC, the system automatically blocks the old card. 

They applied the same procedure in this case. They also have a set procedure of taking the 

beneficiary's thumb impression on the bank's pre-set form and keeping a copy of her CNIC.  

 

4.B Client’s version 

 

According to Sakina her complaint was about the loss of her BDC, which was misplaced in 

October 2012. For various reasons, including financial constraints, her husband's inability to 

take time off from work and her own inability to leave the house without her husband; she 

could not pursue the matter for five months. She went to the BDC Centre Sajawal to get her 

new card in March 2013. The staff told her that she would get her BDC from the UBL branch, 

Thatta. She went to UBL Thatta the same day and registered her complaint there. The staff at 

the bank took her CNIC number and after checking on computer, in about 10 to 15 minutes 

issued her a new card. They asked her to deposit a copy of her CNIC and took her thumb 

impression on paper. She got her instalment from the ATM on the same day.  

 

Sakina was satisfied with the method of registering a complaint because she got her card on 

the same day. She mentioned that she incurred a travelling expense of Rs.600 in relation to 

the process of registering her complaint.  

 

5. What We Learnt? 
 

 Sakina received her BDC from BDC Centre Sajawal in October 2012 but on her way back in 

a 'Suzuki', she lost her card. Due to her problems, it took her five months to be able to go with 

her husband to the BDC Centre Sajawal to get her new BDC. She was told that she would get 

the card from UBL at Thatta 

 Sakina registered her complaint at UBL Thatta on the same day and received her new card 

within 15 minutes 

 According to Sakina, she incurred a cost of Rs.600 on travelling during the process of 

complaint registration/resolution. 

 It is appreciable that UBL Thatta resolves beneficiaries' BDC related complaints within a day. 

However, it was observed that anyone who comes to them with the beneficiary's original 

CNIC can receive the BDC from them. 

 The beneficiaries are not given any guidance on the use of the BDC by BISP or its partner 

organisations. 

 According to Sakina’s payment details on the BISP website, as checked on 23
rd

 April 2013, 

Sakina’s first BDC instalment of Rs.3,000  was generated in her account on 23
rd

 October 

2012 and she withdrew it on 12
th
 March 2013.  

 

6. Recommendations 
 

 The staff at UBL Thatta should only issue new BDCs to the beneficiaries after duly verifying 

their identities 
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 BISP and POs should give awareness to and guide the beneficiaries about how to use their 

BDCs 

 BISP should instruct payment agencies to establish their branches or counters in Tehsil 

Sajawal, as this will save the time and money of the beneficiary. 
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Case study Number P-Q4-Sindh-25 

Nature of Case Non Payment due to Blocked BDC 

Complainant/ Beneficiary Rani 

Widow of Rooro 

Complainant, if not beneficiary herself  

Address Village Kamdar Oad, Kharooro Syed, Post Office Jageer, 

Tehsil and District Umerkot. 
CNIC Number 4440113918946 

PSC form number 08306243 

Date Study Completed 5
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Rani widow of Rooro is a resident of Village Kamdar Oad, Kharooro Syed, Post Office Jageer, 

Tehsil and District Umerkot. She is a 43 year old, illiterate woman with 4 children; 2 sons and 2 

daughters. The eldest daughter is married, the rest of the children live with her. Rani’s husband 

passed away 20 days ago due to asthma. Therefore, she now harvests on the landlord Bhao Shah’s 

3 acre land. There is also a responsibility on her of paying a debt of Rs.125,000. It is very difficult 

for her to make both ends meet. The house they live in has been built on the landlord’s land. It 

consists of a hut which has one room. There is an open kitchen and they do not have a bathroom. 

They do not have access to electricity or gas. They obtain water from the canal. Kamdar Oad 

village has 15 houses. The residents of the village consist of the Kohli kinship group. The main 

road is 2 km away from the village and there is no school in the village, nor is there a hospital, for 

any illness they have to travel 6 km away to Umerkot. 

 

2. Relationship with BISP 
 

Rani was not a beneficiary of the Parliamentarian Phase of BISP. The PSC survey was conducted 

in 2010 and she filled the PSC survey form with her husband at home. The enumerator gave her a 

slip as a proof. She was in need of the BISP money, but she does not know much about it, all she 

knows is that the money is given to poor women through a Benazir scheme, she heard about this 

from the women in her neighbourhood. After the survey, Rani started getting the money orders 

through the Pakistan Post. She received instalments of Rs.19,000 through the Pakistan Post. Rani 

got her BDC a year ago from the BDC Centre Umerkot. She informed that the women in the 

village were going to collect their cards so she also went along with them. After receiving the 

BDC she has withdrawn two instalments from an easy paisa franchise at Umerkot. She does not 

know how to use the BDC. She said that whatever money she has received thus far has been 

utilized on household expenses and before his death on her husband’s medical treatment. 

 

3. How did the complaint emerge? 
 

According to Rani, after receiving two instalments from the BDC, around 1 to 2 months later she 

sent her brother to get her instalment from the franchise at Umerkot. When he went to the easy 

paisa franchise, the staff informed that her PIN code was blocked. They advised to find out about 

it from where the beneficiary had received her BDC.  
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4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the Assistant Director at BISP Tehsil Office Umerkot they do not have any 

record of the beneficiary’s complaint. 

 

According to the Data Entry Operator (DEO) of Tameer Bank at the BDC Centre Umerkot, 

he did not know when Rani’s complaint about the PIN code was registered. He said that they 

have been instructed by the management that whenever a beneficiary comes with a complaint 

her complaint should be registered on the helpline. For that, his number has been registered 

with the helpline through the management. If a beneficiary comes with a complaint, they 

register the complaint on the helpline and the representative verifies it by asking the 

beneficiary her name and her mother’s name. The rest of the details are noted by the bank 

staff. For Rani’s complaint they carried out the same process. The date when Rani’s PIN code 

came through TCS is not known to them but they made her receive it on 21
st
 March 2013. As 

a proof they kept a copy of her CNIC and took her thumb impression as receipt. 

 

4.B Client’s version 

 

Her brother went to the BDC Centre Umerkot and shared the complaint with the staff. The 

staff told him to bring the beneficiary only then they would register the complaint. The next 

day Rani went to the BDC Centre Umerkot and the staff verified her CNIC and called the 

Tameer Bank helpline. They registered the complaint on the helpline and for verification 

phone banker talked to Rani and asked her name and her mother’s name. They verified her 

name and the BDC Centre staff told her to collect the card a month later. 

 

Almost ten days ago when she went to the BDC Centre in Umerkot to collect her PIN code, 

the staff gave her the PIN code. After giving it to her they asked for a copy of her CNIC and 

her thumb impression. Even though she has the new BDC, she has still not received her third 

instalment.  

 

She said she was satisfied with the complaint registration/resolution mechanism because at 

least she got her card back. The travelling process during this whole procedure cost her Rs. 

250. 

 

5. What We Learnt? 
 

 Rani tried to obtain her cash transfer from an easypaisa franchise in Umerkot when she learnt 

that her BDC was blocked so she launched a complaint at the BDC Centre Umerkot where the 

DEO of Tameer Bank registered her complaint through the help line. Her complaint was 

resolved in a month and she received a new PIN code 

 The payment agency did not know the  date of complaint registration but they said that they 

delivered Rani’s PIN code on 21
st
 March 2013 because they took a copy of her CNIC and 

thumb impression as receipt   

 According to Rani she had received her new PIN code but she had not yet received her third 

instalment 

 There is no proper BISP Tehsil Office established at Umerkot. There is only an AD present 

here 

 No official at the Tameer Bank verified as to whether the PIN code was really blocked or not 

 According to our observation, the BDC can be swiped at any franchise outlet. The PIN code 

is not required in this case at all 
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 According to the BISP website, Rani’s third instalment has been withdrawn. She does not 

know about this yet. It is possible that the easypaisa franchise staff have defrauded her of her 

money, or her own brother got the instalment but did not tell her 

 According to her payment details on the BISP website, as checked on 23
rd

 April 2013, Rani’s 

third BDC instalment was generated on 6
th
 February 2013 and withdrawn on 12

th
 February 

2013. 

 

6. Recommendations 
 

 BISP should instruct the payment agencies to end the Omni easypaisa franchise system and 

bank branches should have swipe machines so that fraud can be minimised and caught 

 BISP should provide a proper payment schedule to the beneficiary so that she knows when to 

visit the franchise to withdraw her money 

 Payment agencies should maintain manual records of complaint registration and inform 

beneficiaries when their complaints have been resolved. 
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Case study Number P-Q4-Sindh-26 

Nature of Case Non Payment due to  BDC Captured by ATM 

Complainant/ Beneficiary Rasheeda  

Wife of Abdul Salam  

Complainant, if not beneficiary herself  

Address Ward No. 6, Paro Gareebabad, District Badin. 

CNIC Number 4110143470694 

PSC form number 09237022 

Date Study Completed 18
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Rasheeda, w/o Abdul Salam, is a 39 year old woman who is a resident of Ward No. 6, Paro 

Gareebabad, District Badin. She is an illiterate woman and stays busy with her household chores. 

She has three daughters. Her eldest daughter left the school after 4
th
 grade while the other one is 

in 1
st
 grade. Her husband works with her father at his homeopathy (hikmat) shop. Rasheeda also 

makes rillis at home and earn Rs.200 in month. Her father in law, mother in law and 2 brother-in-

laws also live in the same house with her family. They have access to electricity, gas and tap 

water. She live in their own old house. There is no drainage system for the house. This area is 

considered as urban. Ward No.6 has 400-500 houses. The residents of the area consist of the 

Sooma, Umrani and Sheedi kinship groups. The road leading to their area is metalled and the 

main road is also at a walking distance. It takes 10 minutes to reach the primary school. The 

government civil hospital and Tehsil Headquarters are at a distance of 3 km from her area as well. 

 

2. Relationship with BISP 
 

Rasheeda was not a beneficiary of the Parliamentarian Phase of BISP. The PSC survey was 

conducted in her village in October/November 2010. The survey team filled her form at her door 

steps and also provided her with an acknowledgement slip. It was informed by the postman that 

she is a beneficiary of BISP. Rasheeda knew only about the BISP that women receive cash from 

Benazir which she had heard about from the PSC survey team. She said that when she received 

cash from BISP she used it to buy groceries and clothes for her children. Rasheeda received 

money orders through the post office and 11 instalments were generated for her from February 

2011 to September 2012 but she received only 9 instalments.  Her remaining two instalments are 

shown as generated but not delivered. Her payment mode was changed in 2012 and her first 

instalment in her account was deposited on 21
st
 November 2012. She did not receive any letter 

from BISP about change in payment mode from Pakistan Post to bank through BDC. She heard 

from the people around her about BDC. Rasheeda received her BDC from BDC Centre Badin. 

She does not know how to use the BDC so she gave it to her husband along with the PIN code to 

withdraw payment for her. The ATM is at a distance of 2 km from her home and it takes 20 

minutes to reach there.  

 

3. How did the complaint emerge? 
 

According to Rasheeda, 4 months ago she received her BDC from BDC Centre Badin. She gave 

her card to her husband to withdraw her payment. Her husband went to the bank to withdraw her 

payment but the card got captured by the ATM. Meanwhile, he went to the bank to get it back but 

he was told by the staff that he should go to the BDC centre from where they received the card.  
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4. Processing of the complaint 
 

4.A Provider’s version 

 

Rasheeda came to the BDC Centre Badin to register her complaint about her captured card. 

The TCO of Bank Al-Falah at the BDC centre received her complaint but he did not have a 

record of it. They did not submit any documents with the complaint. They manually maintain 

the receiving of BDCs. According to the TCO they have instructions from their management 

that when they receive complaints about misplaced cards, exchanged cards, damaged cards or 

captured cards they should register these complaints through the bank helpline. The 

representative at the helpline talks to the beneficiary and confirms her and her mother’s name 

and the remaining information is provided by the bank staff. The TCO informed about 

Rasheeda’s complaint that they followed the same process to register her complaint. The TCO 

said they did not maintain a record of complaint registrations. They usually give 40 days time 

to the beneficiary to receive her card.  

 

According to the TCO they delivered the card to Rasheeda on 28
th
 January 2013 which they 

had received from ATM operations Karachi.  

 

4.B Client’s version 

 

She went to the BDC Centre Badin to register her complaint around four months ago. She was 

made to talk on the bank helpline where she provided her name and her mother’s name. She 

was told to come back after a month to receive her BDC but when she went after a month she 

did not get her card. She was told by the staff that she should visit after 15 more days and 

when she visited again after 15 days she was once more told by the staff that she should come 

the next day. On the next day when she visited the centre, the staff at the BDC centre called 

the helpline again and the representative from the helpline confirmed her and her mother’s 

name. The staff at the BDC centre took her thumb impression on a paper and finally handed 

over her BDC. Rasheeda informed that she received her first instalment in January 2013 from 

the BDC.  She was informed by the staff at Sonari Bank about the complaint registration 

mechanism. The BDC centre was near her house. The staff at the BDC centre took a copy of 

her CNIC but did not provide her with an acknowledgement slip. This BDC centre is at a 

distance of 3 km from Rasheeda’s house and she went with her husband on a chingchi, it cost 

them Rs.150 for the round trip.  

 

Rasheeda said she visited the BDC centre thrice to get her card and she got her card after two 

months of the complaint registration. Rasheeda was satisfied with the complaint 

registration/resolution mechanism because she got her new card. She was also satisfied with 

the behaviour of the staff as they did not charge any amount to register her complaint.   

 

5. What We Learnt? 
 

 Rasheeda went to the BDC Centre Badin to register her complaint about her captured card. 

The staff at the BDC centre helped her to register her complaint via the helpline. She got back 

her captured card on 28
th
 January 2013 

 Rasheeda got her new card around 2 months after registering her complaint. She visited the 

BDC centre thrice to receive her card. The BDC centre is at a distance of 3 km from her 

house and she went there with her husband by Chingchi and it cost her Rs.150 per round trip 

 Rasheeda was satisfied with the behaviour of the staff at BDC centre as they did not charge 

any amount to register her complaint 

 BDC staff did not work efficiently and they took two months to resolve Rasheeda’s complaint  
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 Rasheeda received her captured BDC on 28
th
 January 2013 from the BDC Centre Badin; 

however, according to her payment details on the BISP website, as checked on 24
th
 April 

2013, she withdrew her first instalment of Rs.3,000 on 31
st
 January 2013.  

 

6. Recommendations 
 

 BISP should instruct payment agencies to provide PoS machines at every branch 

 BISP should guide the beneficiaries about the usage of BDC  

 Payment agencies should register payment related complaints at their branches as well 

 Payment agencies/ BISP should provide BDCs to the beneficiaries at their door steps as it 

may save the beneficiaries’ time and money as well 

 BISP staff should resolve beneficiaries’ complaints as soon as possible 
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Case study Number P-Q4-Sindh-27 

Nature of Case Non Payment due to Damaged BDC 

Complainant/ Beneficiary Fatima 

widow of Fateh Muhammad Shoro 

Complainant, if not beneficiary herself  

Address Goth Yaar Muhammad Bhurgeri, Post Office Nindo, Tehsil 

and District Badin.  

CNIC Number 4110110259774 

PSC form number 09226371 

Date Study Completed 17
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Fatima widow of Fateh Muhammad, is a 45 year old woman who lives in Village Yaar 

Muhammad Bhurgeri, District Badin. She is an illiterate woman who stays busy with her 

household chores. She is a mother of one son and seven daughters; 2 of her daughters are married 

and the rest of the children are unmarried. They do not go to school. Her son studied till grade 3 

but left school after that. Four months ago her husband passed away, now her son is the sole bread 

earner of the house. He works as a construction and agricultural labourer. When he gets work, he 

earns Rs.150-200 in daily wages.  

 

The house and land is her own. A room is made of mud and a second room is being constructed. 

Gas and electricity supply is not available in the house. One corner of the courtyard is used as a 

kitchen. There is an open facility for the bathroom. A hand pump is installed in her brother in 

law’s house from where they get water. The size of the plot is 300 sq. ft.  

 

Her area is rural and has 400-500 households. The main road is 0.5 km away. There are 2 

government primary schools; one for girls and the other for boys. There is no hospital, in case of 

illness, they go to the BHU which is 1.5 km away. Tehsil HQ is 14 km away. 

 

2. Relationship with BISP 
 

Fatima was not a beneficiary of the BISP Parliamentarian Phase. She said that the survey took 

place in her area in October/November 2010 and the PSC survey team had filled her form at the 

autaq in the village. Her nephew helped them fill the form, as a proof they had given a PSC slip. 

Fatima was in need of the BISP money and she learnt about her being a BISP beneficiary from an 

internet cafe when she got her PSC slip checked. Her neighbouring women informed her about 

BISP that this is Benazir’s cash grant and it is given to the poor women. Fatima did not know 

about the eligibility criterion but she believed that this amount was given to the poor women and 

being a poor widow she was selected for the programme. 

 

She never received instalment through Pakistan Post. She informed that she got the BDC four 

months ago. She heard from the people in the village that BDCs were being distributed. She went 

in December 2012 to collect her BDC. When she got the card, she went to the PoS at the bank. 

She went with the women in her neighbourhood in a rickshaw which cost them Rs.100. While 

giving the BDC, the staff at the BDC centre told her that she could collect her instalment. She did 

not know how to use her BDC and she gave the card to someone else to withdraw her payment. 

She had also given the envelope that contained the PIN code. She keeps the BDC with herself 

because she considered it her possession. 
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3. How did the complaint emerge? 
 

In December 2012, she went to collect her BDC from the BDC Centre Badin. Three days later she 

went to the PoS outlet of the bank which is inside the BDC Centre. She gave the card to the 

person at the PoS counter; he returned the card and said that there were scratches on the card so 

she could not get her instalment.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

The beneficiary came to the BDC Centre Badin, with her complaint about a scratched card. 

The TCO of Bank Al Falah present at the BDC Centre received her complaint but recorded no 

date. According to the details of her complaint, her BDC was damaged. There was a scratch 

on the barcode of the card. The staff at the BDC Centre took no documents from her and there 

was no record of the registration of her complaint. According to the TCO, they have been 

instructed by their management that whenever a beneficiary comes with a complaint of a 

misplaced, damaged, exchanged or captured card, they should take the card and get the 

complaint noted on the helpline. At the same time, a request should be made on the helpline 

for a new card. Whenever they register a complaint on the helpline, the representative talks to 

the beneficiary and they verify her mother’s name. The rest of the details are noted by the 

bank staff, because the beneficiary does not have enough awareness to note the details herself. 

This complaint went through the same process and it was registered but they do not maintain 

the registration date. They give the beneficiary 40 days’ time to come and collect her new 

card. They only have the record of the date of receipt, in Fatima’s case her receiving was done 

on 26
th
 February 2013, after the BDC centre received her card via TCS from the ATM 

Operations Department Karachi. 

 

4.B Client’s version 

 

Fatima informed that she registered her complaint at the BDC Centre around four months ago 

and 1.5 months after the complaint was registered she went to collect her new BDC at the 

BDC Centre Badin in February 2013. The staff there made her talk on the phone and took her 

thumb impression on a paper. Then they gave her the new card and told her to collect her 

instalment from an ATM. Fatima said she learnt about the complaint registration procedure 

from the BDC Centre. They took her first card from her and registered her complaint. The 

BDC Centre was at a distance of 14 km from her house and it takes 45 minutes to reach there. 

She went there in a local car, the fare for which was Rs.100.  

 

When she went to the BDC centre again after a month and a half, her problem had been 

resolved and she got her first instalment of Rs.3,000 in February 2013. She was satisfied with 

the complaint registration/resolution procedure and she was happy that she got her card. The 

staff talked to her nicely and took no money for lodging the complaint. 

 

5. What We Learnt? 
 

 All the BDCs that had been issued by the BDC centre were damaged since the beginning. 

There were scratches on the barcodes which is why the old card had to be given in and the 

new card was to be collected. 

 As soon as the complaint was filed, the old card was automatically deactivated 

 There was no coordination between BISP and the payment agency 

 The payment agency does not share the record of the BDC complaints with BISP 
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 The payment agency has no record of BDC complaint registration, apart from the receipt slips 

when beneficiaries collect their cards 

 Even though we asked for it, we were not given the copy of her receiving. According to the 

BDC staff they are not allowed by the higher authorities to provide any documents 

 According to her payment details on the BISP website, as checked on 24
th
 April 2013, her 

first BDC instalment was deposited in her account on 17
th
 December 2012, but because her 

card had been damaged, it was withdrawn from her new card on 26
th
 February 2013.  

 

6. Recommendations 
 

 BISP and its payment agencies need to enhance coordination at the local level 

 Every Tehsil Office should have a PoS machine, so that under the guidance of the BISP staff, 

the beneficiary can withdraw her cash transfers easily and by minimising the potential for 

fraud 

 BISP should handle payment complaints and establish a system to register them in the CMS 

 The name and CNIC number of the beneficiary should be printed on the BDC 

 The beneficiary should be given awareness about how to use the BDC. 
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Case study Number P-Q4-Sindh-28 

Nature of Case Non Payment due to Lost PIN code 

Complainant/ Beneficiary Bego 

Wife of Muhammad Misri 

Complainant, if not beneficiary herself Suleiman 

Address Goth Babra, Post Office Gharo, Taluka Mirpur Sakaro, 

District Thatta 

CNIC Number 4140660170850 

PSC form number 10461795 

Date Study Completed 18
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Bego, wife of Muhammad Misiri, is a 33 year old illiterate woman; she is a resident of Village 

Babra in District Thatta. She remains busy with her household work and taking care of her 

children. She is a mother of five children; two sons and three daughters. All of her children are 

young and do not go to school.  

 

The house she lives in consists of two katcha-pakka rooms; one of her unmarried brother-in-law 

lives in one of these rooms. The house is their own. There is no proper kitchen and a corner of the 

courtyard is used as one. They get drinking water from a communal hand pump in the village. 

There is no gas connection in the house, an open facility is used as a washroom and there is no 

drainage facility in the house. Her husband works as a share cropper and cultivate crops on one-

fourth share (1/4
th
) of a 3 acre portion of land. Annually, they manage to get 8-9 maund of wheat 

and 8-9 maund of rice, which is used for her family round the year. She also cultivate/ harvest 

crops with her husband. 

 

The area she lives in is rural and consists of around 60-70 houses. All of these households belong 

to the Jabra kinship group. The government primary school is at a walking distance, however, the 

school and the Basic Health Unit are not functional. In case of illness and/or emergency, they go 

to the hospital in Gharo which is at a distance of 11 km from the village. The main road is at a 

distance of 4 km while the Tehsil Headquarter is 25 km away.  

 

2. Relationship with BISP 
 

Bego was not a beneficiary of the BISP Parliamentarian Phase. According to her, the PSC survey 

was conducted in her area in December 2010. A survey team had filled the form at her house and 

her husband helped them in filling the survey form. As acknowledgement, she was given a PSC 

slip. She came to know that she is a beneficiary of BISP, when she got her PSC slip checked from 

the Internet Café. About BISP, she knows through the women of her neighbourhood that poor 

women receive “Benazir’s money” through it. Bego does not know about the BISP beneficiary 

eligibility criteria but she knows that poor women receive money through BISP. She did not 

receive any instalment through post office. She received her BDC a month ago from the BDC 

Centre in Mirpur Sakaro; she received no letter informing her for collection of BDC from BISP, 

women from her neighbourhood informed her that BDCs were being distributed. She had given 

her card to her neighbour, Maulvi Suleiman and asked him to withdraw her instalment from 

ATM. He went to the ATM at National Bank branch in Gharo which is 11 km away to withdraw 

her instalment. It had taken him 20 minutes to reach there. At the time of the card distribution, the 

staff at the BDC centre had told her to collect the instalment two days later. She does not know 

how to use her card and, for withdrawing money, she gives it to someone else along with the PIN 

code.  
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3. How did the complaint emerge? 
 

About a month ago, Bego had given her BDC to her neighbour, Maulvi Suleiman, and asked him 

to withdraw her instalment from an ATM. He went to the ATM at National Bank branch in Gharo 

to withdraw her instalment. The next day, he informed her husband that a digit of the PIN-code 

was missing/erased that is why the cash could not be withdrawn. He said that he would have to go 

to the BDC Centre, Mirpur Sakaro. The next day, Maulvi Suleiman went to the BDC Centre in 

Mirpur Sakaro with Bego’s BDC. There, he was told that he needed to go to the UBL branch in 

Thatta, from where he would get a new PIN and get the problem resolved.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

On 18
th
 March 2013, Bego went to the UBL branch at Thatta with her complaint regarding an 

erased digit of the PIN code. According to the Branch Manager (who received this 

complaint), complaints related to anything other than PIN codes are registered under the 

category of “Lost Cards”. Her complaint was received on 18
th
 March 2013, and an 

application, along with a copy of the beneficiary’s CNIC, was submitted with it. The written 

applications are maintained in a manual file. This complaint was not forwarded for 

investigation. Within ten minutes, the beneficiary’s CNIC had been verified and she was 

issued a new PIN. The complaint was thus resolved on the same date 

 

4.B Client’s version 

 

Bego’s neighbour, Maulvi Suleiman went to the UBL branch in Thatta a day after he had 

gone to the BDC Centre with her CNIC and BDC. He was told that he could register the 

complaint and get it resolved at the UBL branch in Thatta by the staff at the BDC Centre in 

Mirpur Sakaro. He himself collected her new card from the UBL branch in Thatta, withdrew 

an instalment of Rs.3,000 and gave the card to her on the same day. The reason Maulvi 

Suleiman got the complaint registered is because he know where the complaint would be 

registered and where the bank was. The UBL branch in Thatta is at a distance of 25 km and it 

took him one hour to reach there. He went on a motorbike and charged Bego Rs.500 for it. He 

did not return to the bank again because he received the card. As a result, she got her problem 

resolved and got a new card, through which she received Rs.3,000. She thinks the complaint 

registration mechanism was satisfactory because through it she got her PIN and because they 

talked to the complainant nicely. Maulvi Suleiman charged her Rs.500 which he subtracted 

himself from the Rs.3,000 of the instalment. He told her that the bank had charged her those 

Rs.500. She has received one instalment of the cash transfers, out of which she gave Rs.1,000 

to her husband and paid  

 

her debt with the remaining Rs.2,000. 

 

5. What We Learnt? 
 

 According to the Branch Manager at UBL Thatta, new cards are only issued to beneficiaries if 

they come with the complaints themselves. The aforementioned did not happen in this 

particular case and the new card was issued to the beneficiary’s neighbour who registered the 

complaint on her behalf 

 The payment agency is efficient that it resolves the beneficiary’s complaint as soon as 

possible 

 The payment agency does not share its record of BDC related complaints with BISP 
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 The payment agency manually records the BDC related complaints 

 Following the issuance of a new card, the system automatically blocks the old one. And no 

instalment is deposited until the beneficiary receives the new card.  

 According to the beneficiary’s payment detail on the BISP website, as checked on 24
th
 April 

2013, her BDC instalment had been deposited on 13
th
 March 2013 and she withdrew it on 18

th
 

March 2013. 

 

6. Recommendations 
 

 The payment agency should only issue new cards to the beneficiaries themselves. 

 The payment agency should maintain a record of complaint registration dates as well as 

resolution dates and provide acknowledgment receipts to the beneficiary so that these can be 

tracked by the beneficiary as well 

 The payment agency should share its record of BDC related complaints with BISP 

 BISP and the payment agency have no coordination between them. They should enhance 

coordination at the local level so that the beneficiary may register and track her complaint 

from her nearest BISP office. 
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Case study Number P-Q4-Sindh-29 

Nature of Case Non Payment due to Lost PIN code 

Complainant/ Beneficiary Gul Bano 

Wife of Leemo Jokhio 

Complainant, if not beneficiary herself  

Address Goth Haji Chagalo Jokhio, UC Gujo, Post Office Gujo, 

Taluka Mirpur Sakaro, District Thatta. 
CNIC Number 4140685961334 

PSC form number 10460044 

Date Study Completed 18
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Gul Bano wife of Leemo Jokhio is a 39 year old resident of Haji Chagalo Jokhio village, District 

Thatta. She is an illiterate woman and remains busy with her household work. She is a mother of 

eight children; six sons and two daughters. Her children do not go to school as they are young. 

Her husband cuts wood for a living and manages to earn around Rs.200-300 for 1maund of wood. 

She is an agricultural labourer, cleaning vegetables and gets a daily wage of Rs.100-150. They 

built a hut (jhonpri) on their own land. In the courtyard they have another hut, there is no proper 

kitchen and a corner of the courtyard is used as one, there is an open bathroom, they get drinking 

water from a communal hand pump in the village. There is electricity available in the house but 

no gas connection.  

 

The area she lives is rural and consists of 80 houses. The government primary school is at a 

walking distance. In case of illness and/or emergency, they go to the BHU in Gujo, which is at a 

distance of 2 km. The main road is 3 km and the Tehsil Headquarter is 21 km away.  

 

2. Relationship with BISP 
 

Gul Bano was not a beneficiary of the BISP Parliamentarian Phase. The PSC survey was 

conducted in her area in December 2010 and the survey team filled her form outside the mosque. 

Her brother helped in filling the survey form and she received a PSC slip as acknowledgement. 

She came to know about her eligibility as a beneficiary of BISP, when postman delivered her first 

instalment through money order, he also informed her about the programme. She also heard about 

the programme from the neighbouring women who informed that poor women receive money 

through it; She does not know about the BISP beneficiary eligibility criteria but she understands 

that the money received through it is intended for poor women and that she receives it because 

she is poor and in need of cash grants. She said that her husband took Rs.2,000 from the first 

instalment and the balance Rs.1,000 were spent on commuting to and fro to collect her BDC. A 

total of 6 instalments had been generated for her in the PSC phase, out of which 4 had been 

delivered to her; the other two instalments have not been delivered yet but they were generated as 

per the BISP website. After that, her payment mode changed. The first instalment in the BDC was 

deposited in her account on 11
th
 February 2013 and she withdrew it on 12

th
 March 2013. She 

received her BDC two months ago (in 2013) from the BDC Centre in Makli; she had not received 

letter informing her of it but women from her neighbourhood told her that the BDCs were being 

distributed, so she went with her neighbouring  women to get her BDC. To collect her instalment, 

she went to the bank agent (PoS) in Thatta with her husband; they travelled 2 km in a local car 

and it took them two hours to reach their destination. She was told about the bank agent by the 

staff at the BDC Centre Makli; they told her that she should go to the bank 8 days later to collect 

her money. She does not know how to use her card and, for withdrawing money, she gives it to 

someone else with her PIN code.  
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3. How did the complaint emerge? 
 

Almost three months ago, in January 2013, Gul Bano went to receive her card from the BDC 

Centre in Makli. Eight days after receiving the card, she went to a bank agent (PoS) in Thatta to 

collect her instalment; there, she was told that her instalment had not been deposited in her 

account and that she should check after eight days. When she went back to the franchise, eight 

days later, they told her that a digit was erased/ missing from her PIN-code that was the reason 

that she couldn’t withdraw her instalment. Then she went to the BDC Centre, Makli, where she 

was told that she should go to the UBL branch in Thatta which would issue her a new PIN Code. 

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

On 14
th
 March 2013, Gul Bano went to the UBL Thatta branch with her complaint regarding 

an erased number of the BDC PIN code. Branch Manager who received the complaint 

informed that complaints related to anything other than PIN code are registered under the 

category of “Lost Cards”. Her complaint was received on 14
th
 March 2013, and an 

application, along with a copy of the beneficiary’s CNIC, was submitted with it. Written 

applications are maintained in a manual file. This complaint was not forwarded for 

investigation but was investigated within the same office. The beneficiary’s CNIC was first 

verified and then a card was issued right there and then. Following that, the system 

automatically blocked the old card. The same procedure was used in this particular case as 

well. Within ten minutes, the beneficiary’s CNIC had been verified and she was issued a new 

PIN. The complaint was resolved within one day on 14
th
 March 2013.  

 

4.B Client’s version 

 

Gul Bano went to the UBL branch in Thatta in March 2013 to register a complaint about her 

erased PIN code number. Bank staff first verified her CNIC and then issued her another PIN 

after obtaining her thumb impression on a paper. Following the issuance of the new PIN, she 

withdrew an instalment of Rs.3,000. She was told about the complaint registration mechanism 

by the bank agent (PoS). She went to the bank one month ago. They took a copy of her CNIC. 

The bank was located at a distance of 20 km and it took her two hours to reach there. She had 

travelled from her home to Gujo on foot, and from there, she took a “local car”. The travelling 

cost for the round trip was Rs.200. She did not go again after the complaint registration as her 

problem was resolved and she received her new PIN. She was satisfied with the complaint 

registration mechanism because her complaint was registered and resolved on the same day 

and the staff at the bank had talked to her in a satisfactory manner. It cost her no amount to 

get her complaint registered/resolved. 

 

5. What We Learnt? 
 

 According to the beneficiary’s payment details, she has not received two of her instalments by 

Pakistan Post. 

 Her first instalment had been deposited immediately after she had received the card on 11
th
 

March 2013. She withdrew the instalment on 12
th
 March 2013. 

 The payment agency resolved the complaint immediately and issued the beneficiary a new 

PIN. 
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6. Recommendations 
 

 The payment agency should maintain a record of complaint registration dates as well as 

resolution dates and provide acknowledgment receipts to the beneficiary so that these can be 

tracked by the beneficiary as well. 

 The payment agency should share its record of BDC related complaints with BISP. 

 The beneficiary should be given awareness about how to use the BDC. 

 BISP should instruct payment agencies to provide PoS machines at every branch. 

 BISP and the payment agency have no coordination between them. They should enhance 

coordination at the local level so that the beneficiary may register and track her complaint 

from her nearest BISP office. 
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Case study Number P-Q4-Sindh-30 

Nature of Case Non Payment due to Damaged BDC 

Complainant/ Beneficiary Hajani 

Wife of Ismail Chandio 

Complainant, if not beneficiary herself  

Address Goth Qaim Khan Chandio, Kadhan Part, Post Office 

Kadhan, Tehsil and District Badin. 
CNIC Number 4110129998768 

PSC form number 09244898 

Date Study Completed 17
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Hajani wife of Ismail Chandio, aged 51 is a resident of Goth Qaim Khan Chandio of District 

Badin. She is an illiterate woman who keeps herself busy with housework. She is a mother of 

three sons and two daughters. Two of her sons and a daughter are married. One of her sons studies 

in class one. Two sons are share croppers on a quarter of the landlord's land (with an area of 3.5 

acres). The sons, along with their father, earn an annual supply of 10-12 maunds of the wheat crop 

and 10 -15 maunds of the rice crop. They also earn between Rs.20,000-30,000 at the time of sugar 

cane harvest. One of her sons also works as a tailor and earns earn between Rs.200-250 per day. 

Hajani also works with her sons and husband in the fields. Her two married sons, one of whom 

has three children and the other does not have any children yet also live with her in the same 

house. Although they live together but the married sons have their own separate cooking of food 

arrangements.  

 

The house and the land on which it is built, with an area of 200 sq. yards, is owned by her family. 

The house comprises of two mud/brick rooms, a veranda and a large courtyard. There is no 

electricity or gas. A corner of the courtyard is used as kitchen, since there is no separate kitchen in 

the house and the house has an open bathroom. Drinking water is obtained from a nearby canal, 

which is at a ten minutes walking distance. There is no drainage facility. This is a rural area and 

the residents of this village belong to Chandio kinship group. There are about 20 houses in the 

area. There is no school or hospital in the village. A government primary school is available in the 

adjoining village at a distance of 1 km. The villagers visit the BHU which is 3 km away. The 

Tehsil Headquarter is 25 km away.  

 

2. Relationship with BISP 
 

Hajani was not a beneficiary of the Parliamentarian Phase of BISP. She said that the PSC survey 

was conducted in her area in March/April 2010 and that her survey form was filled by a team near 

her house. Her son got the form filled and was given a PSC slip as proof. She came to know about 

her eligibility for BISP through the postman, all her information about BISP was also through the 

postman, she knows that this is Benazir's money and is given to the poor women. Hajani does not 

know about the eligibility criteria of being a BISP beneficiary but she understands that this cash 

grant is intended for poor women but rich women also take benefit from it. However, she is poor 

and deserves to receive BISP cash grant. She mentioned that she received an instalment from 

BISP which was used to buy clothes for her children and on medical treatment of her family 

members.  

 

After the PSC survey, 11 instalments of the PSC Phase have been generated for Hajani, the 

instalments from April 2011 to September 2012 have been generated for her. According to her 

payment details, 9 instalments out of these have been delivered to her and two instalments are 

shown only as having been generated and not delivered. After this, her payment mode changed. In 
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December 2012, she got her BDC but did not receive any letter intimating her about the change in 

her payment mode. The village people told her that everyone is getting her BDCs. In December 

2012, she received her card from the BDC Centre in Badin, after which she went to the bank 

agent (PoS) to withdraw her instalment, but was not able to get it.  

 

3. How did the complaint emerge? 
 

In December 2012, she got her card from the BDC Centre Badin. She gave the card to her 

husband to withdraw her instalment. When he went to the bank in Badin, the cash could not be 

withdrawn from the ATM. The bank staff told him that the card was scratched and he should take 

it back to the centre from where the beneficiary got it.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

The beneficiary came to the BDC centre with the complaint that her BDC was scratched. The 

TCO at the Bank Alfalah counter received this complaint from her. The complainant did not 

submit any document with this complaint. A manual file is maintained of the BDCs received. 

According to the investigation on this complaint, the staff had the instruction to immediately 

take cards from complainants, hold them and get the complaint notified with the helpline – for 

all complaints related to misplaced, damaged, exchanged or captured cards. They were also 

under instructions to immediately lodge a request on the helpline for a new card notified. 

Whenever a beneficiary's complaint is registered on the helpline, the helpline operator talks to 

the beneficiary and verifies her and her mother's names. The rest of the details are provided to 

the helpline by the bank staff because the beneficiaries do not have the awareness to provide 

this information themselves. Hajani's complaint was also processed/registered according to 

the aforementioned method. However, the bank staff did not maintain a record of the date. 

They tell each beneficiary to come back and collect their new card within 40 days. They only 

maintain a record of the 'receiving' date i.e. when the beneficiary comes and collects her new 

card.  

 

According to their records, Hajani received her card on 1
st
 March 2013. This card was 

received by the bank from the ATM Operations Dept Karachi. This complaint was thus 

resolved on 1
st
 March 2013. 

 

4.B Client’s version 

 

Hajani registered her complaint about her damaged card at the BDC Centre Badin with the 

bank representatives, around 3 months ago. Her complaint was registered and she was told to 

come back after around 40 days to collect her new card. After a month, when Hajani went to 

get her card from the BDC Centre, the staff there told her that the card had not arrived and 

advised her to visit again after 10 days. When she went to them after 10 days, she did not get 

the card and was told to come back after another 10 days. When she went to them for the third 

time after another 10 days, in March 2013, they gave her a new card. She was made to talk (to 

someone) on the phone during which she was asked to verify her and her mother's names. 

After this the staff took her thumb impression on a paper and gave her a new card. She used 

the new card to withdraw an instalment too.  Someone advised her husband about registering 

a complaint and three months ago, she registered her complaint at the BDC centre that she 

knew was nearest to her house. The staff at this office took her card from her but did not give 

her any reference slip against her complaint. The BDC centre is 24 km from her house and it 

took her two hours to get there. She went on a rickshaw and incurred a travel expense of 
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Rs.200 for the round trip. She had to go thrice to register her complaint and its follow up 

about the receipt of her card.  

 

A few days ago she got her BDC and thus her problem was resolved. She also got one 

instalment. She was satisfied with the method of registering complaints because her complaint 

resolved. The staff at the BDC centre dealt with her in courteous manner and did not demand 

any money to register the complaint.  

 

5. What We Learnt? 
 

 The complainant registered her complaint at BDC Centre Badin in December 2012 and was 

issued a new card in March 2013 

 Hajani was not provided an acknowledgment slip/receipt upon registration of her case 

 The old card is deactivated automatically upon the request being made for a new card 

 According to her payment details on the BISP website, as checked on 25
th
 April 2013, 

Hajani’s first BDC instalment was deposited in her account on 20
th
 December 2012 and she 

withdrew it on 2
nd

 March 2013 after receiving the new BDC.  

 

6. Recommendations 
 

 There should be PoS (machines) in every BISP Tehsil Office and payment agency (bank) 

branches so that cash withdrawal can take place under BISP/PO guidance in order to 

minimize fraud and ensure smooth transfers  

 BISP and payment agencies should establish, enhance and maintain coordination at the local 

level 

 BISP should register and handle payment complaints; it should transition payment cases to 

the CMS and maintain a shared online database with the relevant payment/partner agencies so 

that one-window operations can be established and beneficiaries can register and track their 

cases from their nearest BISP offices 

 BISP and payment agencies recording payment complaints should issue acknowledgment 

receipts/slip to beneficiaries upon registration of their case so that they may independently 

track the progress on their case 

 Beneficiaries should be given awareness/guidance on how to use their BDCs so that they do 

not have to rely on intermediaries to access their cash transfers. 
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Grievance Case Study Number G-Q4-Southern Punjab-01 

Nature of Case CNIC Update 

Complainant/ Beneficiary Bashiran Bibi 

Daughter of: Lal 

Complainant, if not beneficiary herself  

Address Chak 70/4-R, Tehsil & District  Sahiwal 

CNIC Number 36502-4134661-4 

PSC form number 26599004 

Date Study Completed 8
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Bashiran Bibi d/o Lal is 46 years old illiterate divorced woman, living in District Sahiwal. She has 

four children including two school-going daughters and a son. Her one daughter is learning 

stitching, and Bashiran Bibi herself sells maize and earns around Rs.80 per day. She purchases 

food for her children through daily income. Sometimes, she also receives financial support from 

her neighbours. 

 

She lives in a two Marla katcha house that comprises of one room and an open kitchen. The 

locality, where she lives comprises of low income households mostly associated with labour 

work. All streets of the area are unpaved with open drainage system. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Bashiran Bibi was declared potential BISP beneficiary with discrepancy in CNIC after the 

Poverty Score Card (PSC) survey. The PSC survey of the household was conducted in June 2011 

by a BISP survey team, they have given her a survey receipt (an acknowledgment) after the 

completion of the survey for future reference. During an interview with the TPE team, she quoted 

that, “BISP cash grant would help her in running her kitchen expenses”. She considers Pakistan 

People’s Party (PPP) the owner of the BISP has been started this program to help poor and needy 

people. Furthermore, she obtained her BDC from BDC Centre Sahiwal on 26 December 2012. 

 

3. How did the Complaint Emerge? 
 

She has mentioned that during PSC survey she was holding CNIC, but it was on her husband’s 

name. She got divorced before the PSC survey; however she didn’t update her marital status as a 

‘divorced’ in the NADRA record; therefore a discrepancy in her CNIC due to ‘Marital Status’ 

was incurred. She went to BISP tehsil office (after getting information from other neighbouring 

BISP beneficiary) alone in October 2012 in order to know about her ‘survey result’. At Tehsil 

office, the BISP staff checked her status online and informed her about the CNIC discrepancy, 

they advised to obtain new updated CNIC from NADRA in order to proceed for the cash monthly 

cash grant. She immediately applied for her new updated CNIC at NADRA office in October 

2012. 

 

After getting her new CNIC in November 2012, she visited BISP Tehsil Office in November 2012 

alone for the resolution of discrepancy in CNIC. The BISP Assistant Complaint (AC)/ Data Entry 

Operator (DEO) checked her status once again, and asked her to submit photocopy of her CNIC 

and survey acknowledgement. She obtained the photocopies of the documents from nearby 

photocopier after paying Rs.15.  
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After getting the required documents from Bashiran Bibi, the AC/DEO kept them in a common 

file of BISP Case Management System (CMS) cases, and asked her to revisit the office after 30 

days in order to know the status of her complaint. 

 

4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Sahiwal in 

May 2012. Bashiran Bibi’s CNIC update case was received in the BISP Tehsil Office on 

November 26, 2012, and entered into CMS on the same day under reference 

ID10884447.AC/DEO also registered this case in Tehsil complaint file for CMS cases, and 

assigned Diary No.4772 to this case. However, Bashiran Bibi did not receive any complaint/ 

update acknowledgement from the BISP staff, and was asked to revisit the office after 30 

days. 

 

After lodging the complaint, the DEO forwarded the case to BISP Tehsil Assistant Director 

(AD)/Supervisor for further processing. The Supervisor verified the contents of the complaint, 

and marked it as accepted. He then sent the case to the Divisional Director/Approver for final 

decision. 

 

The Approver also verified the contents of the complaint and marked the complaint as 

accepted that means the case has been s resolved and the CNIC discrepancy has been 

removed. 

 

4.B Client Version 

 

Bashiran Bibi visited BISP Tehsil Office two times, first to get the information and second 

time to lodge the complaint. She went to the BISP office alone and covered the distance of 15 

km by a van. She spent Rs.60 on fare charges. However she is satisfied with the resolution of 

her complaint, and also with the BISP complaint redressal mechanism. 

 

5. What have we learnt?  
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file, and which is 

used to note down complaint detail for physical tracking of a particular complaint record. The 

complainants who visit the office to remove CNIC discrepancies are given time for 30 days. 

 The complainant did not receive any acknowledgement for future reference. 

 Bashiran Bibi’s unmarried daughter was also declared BISP potential beneficiary with 

discrepancy in CNIC; however after the removal of discrepancy her status as eligible 

beneficiary has been removed from the household tracking information due to BISP current 

policy of ‘Ever married woman’. However Bashiran Bibi or her daughter doesn’t know about 

this before. 

 There has been no communication taken place (in terms of postal letters/ telephonic) between 

the BISP and the beneficiary, with regards to discrepancy in her CNIC and eligibility status. 

 

6. Recommendations 
 

 Introduce proper system for submitting complaints and issuance of acknowledgement to the 

complainants. 

 BISP should ensure proper communication with the beneficiaries in terms of their eligibility 

status and any remaining information update like CNIC etc. 
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 After the implementation of CMS, discrepancies in CNIC do not take a long time to be 

removed; therefore the BISP staff should be given realistic timeline to the complainants with 

CNIC related complaints. 
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Grievance Case Study Number G-Q4-Southern Punjab-02 

Nature of Case CNIC Update 

Complainant/ Beneficiary Farida Bibi 

Wife of: Manzoor Ahmad 

Complainant, if not beneficiary herself  

Address Chak 43 GD, Tehsil & District Okara 

CNIC Number 35302-3891577-4 

PSC form number 18813207 

Date Study Completed 8
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Farida Bibi w/o Manzoor Ahmad is 55 years old illiterate woman, living in Chak 43 GD, Tehsil 

and District Okara. She has ten children including seven sons and three daughters. Her four sons 

and one daughter are married. Her husband and unmarried sons work as a labourer, and their 

combine income is about Rs.8000 per month. Farida Bibi is a house wife; she looks after her 

children, and performs other domestic chores. 

 

She lives in a five Marla semi pacca house given by a landlord to her family. It consists of two 

rooms and an open kitchen. The locality, where she lives comprises of low income households 

mostly associated with agriculture business, and other labour work. There is a lack of road 

infrastructure and all streets are unpaved with open drainage system. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Farida Bibi was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. The PSC survey of the household was conducted in June 2011 by a 

BISP survey team. She received acknowledgment receipt from the survey team for future 

reference. Farida Bibi doesn’t know about the BISP eligibility criteria, and bit surprised how she 

had been selected for the BISP cash grant. 

 

During an interview with the TPE team, she quoted that, “BISP cash grant helped her family to 

meet their monthly food and other expenses”. She considers Pakistan People’s Party (PPP) the 

owner of the BISP has started this program to help poor and needy people of Pakistan. 

Furthermore, she has received two BISP instalments till September 2012 from Pakistan Post. 

 

3. How did the Complaint Emerge? 
 

Farida Bibi mentioned that during PSC survey, she was holding old CNIC. She applied for her 

new CNIC in December 2012, when she came to know from BISP Staff that she won’t get BISP 

cash grant until she has new and valid CNIC from NADRA. 

 

She visited BISP Tehsil Office for the first time in April 2012, alone in order to know about her 

survey status. The BISP Assistant Complaint (AC)/Data Entry Operator (DEO) checked her 

status, and confirmed her eligibility with discrepancy in CNIC. The AC asked her to submit 

photocopy of her CNIC, and survey acknowledgement in order to resolve her problem. At that 

time she had a CNIC without picture. She obtained the photocopies of the documents from nearby 

photocopier after paying Rs.15. After getting the required documents from Farida Bibi, the AC/ 

DEO put them in a common file of BISP Case Management System (CMS) cases and asked her to 

revisit the office after 30 days in order to knowing the result of her complaint. 
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4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Okara in 

March 2012. Farida Bibi’s CNIC update case was received in the BISP Tehsil Office on April 

04, 2012, and the AC/DEO entered this case into CMS on the same day under reference ID 

10030633. AC/ DEO also registered this case in Tehsil complaint file for CMS cases and 

assigned Diary No.157 to this case. However, Farida Bibi did not receive any 

complaint/update acknowledgement from the BISP staff, and was asked to revisit the office 

after 30 days. 

 

After lodging the complaint, the DEO forwarded it to BISP Tehsil Assistant Director (AD)/ 

Supervisor for further processing. The Supervisor verified the contents of the complaint and 

marked it as accepted. The complaint was then forwarded to the concluding authority i.e. the 

Divisional Director/Approver for final decision. 

 

The Approver also verified the contents of the complaint and marked the complaint as 

accepted that means the case is resolved and the CNIC discrepancy has been removed. 

 

4.B Client Version 

 

Farida Bibi visited BISP Tehsil Office two times, first to get the information and second time 

to lodge complaint. She went to the BISP tehsil office alone on a van after spending Rs.40, 

and covered a distance of about 16KMs each time. However she is satisfied with the 

resolution of her complaint. 

 

5. What have we learnt?  
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file, which is used 

to note down complaint detail for physical tracking of a particular complaint record. The 

complainants who visit the office to remove CNIC discrepancies are given time for 30 days. 

She also didn’t receive complaint/update acknowledgement from the BISP staff for future 

reference. 

 There has been no communication taken place (in terms of postal letters/ telephonic) between 

the BISP, and the beneficiary in regards of discrepancy in her CNIC and eligibility status and 

the possible way outs. 

 

6. Recommendations 
 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 

 After the implementation of CMS, discrepancies in CNIC do not take a long time to be 

removed; therefore the BISP staff should be given realistic timeline to the complainants with 

CNIC related complaints. 
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Grievance Case Study Number G-Q4-Southern Punjab-03 

Nature of Case Missing CNIC 

Complainant/ Beneficiary Farzana Kousar 

Wife of: Tariq Mehmood 

Complainant, if not beneficiary herself  

Address Mohalla Hasanabad, Tehsil & District Multan 

CNIC Number 36302-2761602-0 

PSC form number 26016900 

Date Study Completed 5
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Farzana Kousar w/o Tariq Mehmood is 33 year old woman, living in Tehsil & District Multan. 

She has no kids yet. Her husband is a rickshaw driver and earns about Rs.4000 per month. She 

provides financial support to her husband by making fancy beads embroidery on female stoles and 

shirts, and earns on average Rs.1000 per month. 

 

She lives with her husband in a five marla pacca house. The house consists of two rooms and a 

kitchen and no washroom facility. The locality, where she lives comprises of low income 

households mostly associated with labour work, and small scale business. The streets of her area 

are paved with good drainage system. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Farzana Kousar was declared potential BISP beneficiary with discrepancy in CNIC after the 

Poverty Score Card (PSC) survey. The PSC survey of Farzana Kousar’s household was conducted 

in August 2008, and at that time she didn’t possess a valid CNIC; therefore the survey team didn’t 

record her CNIC number in the PSC survey form. She doesn’t know about the BISP eligibility 

criteria, and bit surprised how she got selected for the BISP cash grant. 

 

During an interview with TPE team, she quoted that, “if gets the BISP cash grant she will spend it 

on her household expenses”. She considers Pakistan People’s Party (PPP) the owner of the 

program initiated this to help poor and needy people of Pakistan. Her mother in-law and her sister 

in-law are also potential BISP beneficiaries. 

 

3. How did the Complaint Emerge? 
 

Farzana Kousar mentioned that during PSC survey, she was not holding valid CNIC. She applied 

for her new CNIC in August 2010, when she came to know from the BISP beneficiary and also 

from postman that she won’t get BISP cash grant without having a valid CNIC. However due to 

personal commitments and not being aware of ‘what to do’ she visited BISP Tehsil Office for the 

first time in March 2012 along with her sister in-law in order to know about her survey status.  

 

At BISP Tehsil office, she met Assistant Complaint (AC)/ Data Entry Operator (DEO), who 

checked her survey status and confirmed her eligibility with discrepancy in CNIC. The AC asked 

her to submit photocopy of CNIC and survey acknowledgement along with the written application 

in order to resolve her problem. She obtained the photocopies of the documents from nearby 

photocopier after paying Rs.15. After getting the required documents from Farzana Kousar, the 

AC/DEO put them in a common file of BISP Case Management System (CMS) cases and asked 

her to revisit the office after 30 days in order to know the status of her complaint. 
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4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Multan in 

March 2012. Farzana Kousar’s CNIC update case was received in the BISP Tehsil Office on 

March 21, 2012 and the AC/DEO entered this case into CMS on the same day under reference 

ID 10007925. The AC/DEO also kept this case in Tehsil complaint file for CMS cases and 

assigned complaint reference number 02 to this case. However, Farzana Kousar did not 

receive any complaint/update acknowledgement from the BISP staff. 

 

After entering the complaint into CMS, the AC/DEO forwarded the complaint to the BISP 

Assistant Director (AD)/ Supervisor for further processing. AD verified the contents of the 

complaint and marked it as accepted; he then sent the case to BISP Divisional Director for 

final decision. 

 

The BISP Divisional Director/Approver approved the contents of the complaint and marked it 

as accepted. It means, the case has been resolved, and the request status on the online tracking 

information of Farzana Kousar is showing now ‘accepted’. 

 

4.B Client Version 

 

Farzana Kousar made two visits to BISP tehsil office: first to lodge the case and, second to 

follow up her complaint. Both times she came along with her sister in-law by a rickshaw 

(taxi), and spentRs.40 each time. The distance between her house and BISP office is 1 km. 

She is satisfied with the resolution of her complaint, and considers Pakistan Post the best 

option for delivering cash grant at her door step. 

 

5. What have we learnt?  
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file and also 

maintains a complaint register, which is used to note down complaint detail for physical 

tracking of a particular complaint record. The complainants who visit the office to remove 

CNIC discrepancies are given 30 days of time. 

 She didn’t receive BISP eligibility or discrepancy letter intimating her for the submission of 

her CNIC information in the nearest BISP office. She came to know about her eligilbity and 

discrepancy in CNIC, when she made visit to BISP tehsil office personally. 

 

6. Recommendations 
 

 Proper communication between complainants/beneficiaries and the BISP are recommended in 

regards of all missing information. 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 

 BISP tehsil staff should provide the complainants an appropriate and realistic timing for the 

resolution of their complaints. 
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Grievance Case Study Number G-Q4-Southern Punjab-04 

Nature of Case Missing CNIC 

Complainant/ Beneficiary Fateh Bibi 

Wife of: Sarfaraz 

Complainant, if not beneficiary herself  

Address Chak 143/ JB, Tehsil & District Chiniot 

CNIC Number 33401-0649361-4 

PSC form number 19706959 

Date Study Completed 7
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Fateh Bibi w/o Sarfaraz is 33 years old woman, living in Tehsil and District Chiniot. She has five 

children including two daughters and three sons. Her one daughter and two sons are studying at 

school. Her husband works as a labourer, and earns about Rs.3000 per month. Fateh Bibi is a 

housewife and stays at home to look after her children, and to perform other household chores. 

 

She lives with joint family in a ten Marla semi pacca house. The house comprises three rooms and 

an open kitchen. The locality where she lives comprises low income households mostly associated 

with labour work. The streets of the locality are unpaved with open drainage system. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Fateh Bibi was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. The PSC survey of Fateh Bibi’s household was conducted in May 

2011, and that time she were not possessing a valid CNIC; therefore the survey team didn’t record 

her CNIC number on the PSC survey form. Her name was also misspelled as Fateen Bibi on the 

PSC survey form. She doesn’t about the BISP eligibility criteria, and wondered how she got 

selected for the BISP cash grant. 

 

During an interview with TPE team, she quoted that, “if gets the BISP cash grant she will spend 

on her children’s food because the monthly income of her husband is very low and they are 

unable to meet their monthly household expenses”. She considers Pakistan People’s Party (PPP) 

the owner of the program initiated to help poor people. 

 

3. How did the Complaint Emerge? 
 

Fateh Bibi mentioned at the time of PSC survey, she was not holding a valid CNIC. She applied 

for her new CNIC in September 2011, when postman informed her that she won’t get BISP cash 

grant without valid CNIC. Fateh Bibi also received a discrepancy/eligibility letter from BISP in 

November 2012, which informed her regarding the submission of missing CNIC information in 

the BISP office. 

 

After getting her new CNIC and discrepancy letter, she visited BISP Tehsil Office for the first 

time in December 2012 along with her mother, to know about her survey status. The BISP 

Assistant Complaint (AC)/ Data Entry Operator (DEO) checked her status online, and confirmed 

her eligibility with discrepancy in CNIC. The AC asked her to submit photocopy of her CNIC and 

survey acknowledgement in order to resolve her problem. She obtained the photocopies of the 

documents from nearby photocopier after paying Rs.15.After getting the required documents from 

Fateh Bibi, the AC/ DEO put them in a common file of BISP Case Management System (CMS) 

cases and asked her to revisit the office after 15 days in order to get the updates on her complaint. 
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4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Chiniot in 

March 2012. Fateh Bibi’s CNIC update case was received in the BISP Tehsil Office on 

December 15, 2012. The AC/DEO entered this case into CMS on the same day under the 

reference ID10972177. The AC/DEO also kept this case in Tehsil complaint file for CMS 

cases and recorded on complaint register and assigned complaint reference no. update-4088 to 

this case. However, Fateh Bibi did not receive any complaint/update acknowledgement from 

the BISP staff. 

 

After entering the complaint into CMS, the AC/DEO forwarded the complaint to the BISP 

Assistant Director (AD)/Supervisor for further processing. He verified the contents of the 

complaint and marked it as accepted; he then sent the complaint to BISP Divisional Director 

for final decision. 

 

The BISP Divisional Director approved the contents of the complaint and marked it as 

accepted. The case has been resolved and the request status on the online tracking information 

of Fateh Bibi is reflecting as ‘accepted’. 

 

4.B Client Version 

 

Fateh Bibi made two visits to BISP tehsil office: first to lodge the case, and second to follow 

up her complaint. Both times she was accompanied with her mother and travelled by a 

Rickshaw (taxi) to BISP office. They covered 30km by spending Rs 100 each time. However 

she is satisfied with the resolution of her complaint and hopeful for the receiving of her cash 

grant. She considers Pakistan Post is the best option for delivering cash grant at her door step. 

 

5. What have we learnt?  
 

 The BISP Tehsil staff keeps CNIC related complaints record in a common file and also on 

complaint register, which is used to note down only the complainant name and CNIC for 

physical tracking of a particular complaint record. The complainants who visit the office to 

remove CNIC discrepancies are given time span of 15 days. 

 Fateh Bibi received a discrepancy/eligibility letter from BISP in November 2012 informing 

her regarding the submission of missing CNIC information in the BISP office. 

 

6. Recommendations 
 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 

 BISP should ensure proper communication with the potential beneficiaries informing them 

regarding their eligibility and the discrepancy. 
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Grievance Case Study Number G-Q4-Southern Punjab-05 

Nature of Case Missing CNIC 

Complainant/ Beneficiary Ishrat Bibi 

Wife of: Ghulam Nabi 

Complainant, if not beneficiary herself  

Address Jattan Wala Chowk,Mohallah Ghulam Muhammadabad 

Tehsil & District Faisalabad 

CNIC Number 33102-5664733-4 

PSC form number 17996407 

Date Study Completed 1
st
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Ishrat Bibi w/o Ghulam Nabi is 45 years old woman, living in Tehsil and District Faisalabad. She 

has seven children, and two of them are studying at s. Her husband is a patient of hypertension, 

and no involved in any income generation activity. Ishrat Bibi is a house maid, and she earns 

around Rs1800 per month. Her two sons work as a driver, and they earn on average Rs.6000 per 

month. 

 

She lives with her family in a three marla pacca house. The house consists of two rooms and a 

kitchen with no washroom facility. The locality where she lives comprises low income 

households; mostly people are associated with labourer work in textile mills. The streets of her 

area are in good condition, and also have good drainage system. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Ishrat Bibi was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. The PSC survey of Ishrat Bibi’s household was conducted in 

November 2010, and at that time she was not holding valid CNIC; therefore the survey team 

didn’t record her CNIC number in the PSC survey form. She doesn’t know about the BISP 

eligibility criteria, and wondered how she got selected for the BISP cash grant. 

 

During an interview with TPE team, she quoted that, “if gets the BISP cash grant she will spend 

her on household expenses”. She considers Pakistan People’s Party (PPP) initiated this program to 

help poor and needy people of Pakistan. In addition to her unmarried daughter has also been 

selected as BISP potential beneficiary but with discrepancy in CNIC; however she won’t get the 

cash grant until, she gets married and update her status in BISP record (as per the current policy) 

as ‘Married Woman’. 

 

3. How did the Complaint Emerge? 
 

Ishrat Bibi mentioned that during PSC survey, she was not holding valid CNIC. She only applied 

for her new CNIC in November 2011, when she came to know from other neighbouring BISP 

beneficiary that she won’t get BISP cash grant without valid CNIC. After getting her new CNIC, 

she visited BISP Tehsil Office for the first time in December 2012 along with her cousin in order 

to know her survey status. The BISP Assistant Complaint officer (AC)/ Data Entry Operator 

(DEO) checked her online status, and confirmed her eligibility with discrepancy in CNIC. The 

AC asked her to submit photocopy of her CNIC and an application (to remove discrepancy in 

CNIC) in order to resolve her problem. She obtained the photocopies of the documents from 

nearby photocopier after paying Rs.15 and submitted it to AC/DEO, who  put them in a common 
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file of BISP Case Management System (CMS) cases and asked her to revisit the office after 15 

days in order to knowing the result of her complaint. 

 

4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Faisalabad 

in June 2012. Ishrat Bibi’s CNIC update case was received in the BISP Tehsil Office on 

December 17, 2012, and the AC/ DEO entered this case into CMS on same day under 

reference ID 10977900. He also kept this case in Tehsil complaint file for CMS cases, but did 

not assigned any complaint reference number to this case. Ishrat Bibi was not provided with 

any complaint/update acknowledgement from the BISP staff. 

 

After entering the complaint into CMS, the AC/DEO forwarded the complaint to the BISP 

Assistant Director (AD)/ Supervisor for further processing. He verified the contents of the 

complaint and marked it as accepted. He then forwarded the case to BISP Divisional Director 

for final decision. 

 

The BISP Divisional Director/Approver approved the contents of the complaint and marked it 

as accepted. It means the case has been resolved and the request status on the online tracking 

information of Ishrat Bibi is reflecting as ‘accepted’. 

 

4.B Client Version 

 

Ishrat Bibi made two visits to BISP tehsil office: first to lodge the case, and second visit to 

follow up. Both times, she was accompanied with her cousin, and went BISP office by 

rickshaw (taxi) and spent Rs 200 on fare each time. The distance between her house and BISP 

office is about 6km. However she is satisfied with the resolution of her complaint and hopeful 

for the receiving of her cash grant. She considers Pakistan Post the best option for delivering 

cash grant at her door step. 

 

5. What have we learnt?  
 

 The BISP Tehsil staff keeps CNIC related complaints record in a common file which is used 

to note down only the complainant name and CNIC for physical tracking of a particular 

complaint record. The complainants, who visit the office to remove CNIC discrepancies are 

given 15 days of time period in order to resolve their complaints. 

 Ishrat Bibi didn’t receive a discrepancy/eligibility letter from BISP informing her regarding 

the submission of missing CNIC information in the BISP office. 

 Physical tracking of the complaint records is bit difficult, because the BISP staff do not put 

complaint diary number against registered complaints/ updates. 

 

6. Recommendations 
 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 

 BISP should ensure proper communication with the potential beneficiaries informing them 

regarding their eligibility and the discrepancy. 

 BISP staff must keep the complaint documents in separate files as per the type of complaints 

and proper diary number should be assigned to each of them. 
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Grievance Case Study Number G-Q4-Southern Punjab-06 

Nature of Case Missing CNIC 

Complainant/ Beneficiary Kaneez Mai 

Wife of: Abdul Rehman 

Complainant, if not beneficiary herself  

Address Muharramabad, Kukarr Hatta, Tehsil Kabirwala & District 

Khanewal. 

CNIC Number 36102-4591272-6 

PSC form number 23528787 

Date Study Completed 30
th
 December 2012 

 

1. Receiver Woman/Complainant Profile and Background 
 

Kaneez Mai w/o Abdul Rehman is 35 years old woman living in Tehsil Kabirwala, District 

Khanewal. She has four children and one of her son and daughter are studying at school. Her 

husband works as a labourer and earns on average  Rs.4000 per month. Kaneez Mai is a house 

wife, and stays home to look after her children and to perform other domestic chores. She lives 

in a twelve marla old semi pacca house in joint family system. The house consists of three 

rooms, and an open kitchen. The locality, where she lives comprises of low income households, 

mostly residents are associated with laborers work. The streets of her area are good condition 

with open drainage system.  

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Kaneez Mai was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. The PSC survey of Kaneez Mai’s household was conducted in May 

2011, and at that time she was not possessing valid CNIC; therefore the survey team didn’t 

record her CNIC number on her PSC survey form. She doesn’t know about the BISP eligibility 

criteria, and also bit wondered how she got selected for the BISP cash grant. 

 

During an interview with TPE team, she quoted that, “if gets the BISP cash grant she will spend 

on her children’s food because the monthly income of her husband is very low and they are 

unable to meet their monthly food expenses”. She considers Pakistan People’s Party (PPP) has 

initiated this program to help poor and needy people of Pakistan. 

 

She had received her Benazir Debit Card (BDC) from BDC Centre Kabirwala/BISP Tehsil office 

more than three months ago, that will be used for obtaining her future BISP instalments. In 

addition to that her mother-in-law and sister-in-law are also BISP beneficiaries, and consistently 

receiving their cash grants since 2011. 

 

3. How did the Complaint Emerge? 
 

Kaneez Mai mentioned that during PSC survey, she was not possessing valid CNIC. She applied 

for her new CNIC in August 2011, only when she came to know from her mother in -law that 

she won’t get BISP cash grant without valid CNIC. After getting her new CNIC, she visited 

BISP Tehsil Office for the first time in September 2012 along with her husband in order to know 

her survey status. The BISP Assistant Complaint Officer (AC)/Data Entry Operator (DEO) 

checked her status and confirmed her eligibility along with discrepancy in CNIC. The AC asked 

her to submit photocopy of her CNIC, and application in order to resolve her issue. She obtained 

the photocopies of the documents from nearby photocopier after paying Rs.15. After getting the 

required documents from Kaneez Mai, the AC/ DEO put them in a common file of BISP Case 
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Management System (CMS) cases and asked her to revisit the office after 15 days in order to 

knowing the result of her complaint. 

 

4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Kabirwala 

in March 2012. Kaneez Mai’s CNIC update case was received in the BISP Tehsil Office on 

September 14, 2012, and the AC/DEO entered this case into CMS on the same day under 

reference ID10522861. The AC/DEO also kept this case in Tehsil complaint file for CMS 

cases, and assigned complaint reference no. update-2258 to this case. However, Kaneez Mai 

did not receive any complaint/update acknowledgement from the BISP staff. 

 

After entering the complaint into CMS, the AC/DEO forwarded the complaint to the BISP 

Assistant Director (AD)/Supervisor for further processing. He verified the contents of the 

complaint and marked it as accepted, and then sent it to BISP Divisional Director for final 

decision.  

 

The BISP Divisional Director/Approver approved the contents of the complaint and marked it 

as accepted. The case has been resolved now, and the request status on the online tracking 

information of Kaneez Mai is reflecting as ‘accepted’.   

 

4.B Client Version 

 

Kaneez Mai made two visits to BISP tehsil office: first to lodge the case and the other was for 

follow up the case. Both times her husband accompanied her on a rented bike after spending 

Rs.200 each time, and covered distance of 25 km. However she is satisfied with the resolution 

of her complaint and hopeful for receiving of her cash grant. She considers Pakistan Post the 

best option for delivering cash grant at her door step.  

 

5. What have we learnt?  
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file, which is used 

to note down only the complainant name and CNIC/application for physical tracking of a 

particular complaint record. The complainants, who visit the office to remove CNIC 

discrepancies are given time for 15 days. 

 Kaneez Mai didn’t receive a discrepancy/eligibility letter from BISP informing her regarding 

the submission of missing CNIC information in the BISP office. 

 

6. Recommendations 
 

 Introduce proper mechanism for submitting complaints and issuance of acknowledgement to 

the complainants. 

 BISP should ensure proper communication with the potential beneficiaries informing them 

regarding their eligibility and the discrepancy.  
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Grievance Case Study Number G-Q4-Southern Punjab-07 

Nature of Case Missing CNIC 

Complainant/ Beneficiary Kishwar Bibi 

Wife of: Abdul Jabbar 

Complainant, if not beneficiary herself  

Address Chak 58/D, Tehsil & District Pakpattan 

CNIC Number 36402-1893746-4 

PSC form number 0962833 

Date Study Completed 8
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Kishwar Bibi w/o Abdul Jabbar is 29 years old illiterate woman, living in Tehsil and District 

Pakpattan. She has four daughters, but none of them enrolled at school. Her husband works as a 

labourer, and earns on average Rs.4000 monthly. She is a house wife and looks after her children, 

while performing other domestic chores. She lives in a two Marla pacca house. The house 

consists of one room and an open kitchen. The locality where she lives comprises of low income 

households, who belong to the same family/caste associated with labourer work. There is a lack of 

road infrastructure and all streets are unpaved. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Kishwar Bibi was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. The PSC survey of the household was conducted in August 2009 by a 

BISP survey team. Kishwar Bibi doesn’t know about the BISP eligibility criteria and how she had 

been selected for the BISP cash grant. During an interview with the TPE team, she quoted that, 

“BISP cash grant would help her in running kitchen expenses”. She considers Pakistan People’s 

Party (PPP) the owner of the BISP has started this to help poor and needy people of Pakistan. She 

obtained her Benazir Debit Card (BDC) from BDC centre/ BISP tehsil office on December 27, 

2012, and received her first BISP instalment of Rs.3000. Her mother in-law is also potential BISP 

beneficiary. 

 

3. How did the Complaint Emerge? 
 

While describing her complaint, she mentioned at the time of PSC survey, she was not possessing 

valid CNIC. Therefore, survey team did not record her CNIC number on the survey form. She 

applied for her new CNIC in October 2011. After getting her new CNIC, she visited BISP Tehsil 

Office for the first time in October 2012 along with her husband in order to know about her 

survey status. The BISP Assistant Complaint Officer (AC)/Data Entry Operator (DEO) checked 

her status and confirmed her eligibility with discrepancy in CNIC. The AC asked her to submit 

photocopy of her CNIC and survey acknowledgement in order to resolve her problem. She 

obtained the photocopies of the documents from nearby photocopier after paying Rs.15, and 

submitted it to Assistant Complaint Officer. He kept them in a common file of BISP Case 

Management System (CMS) cases, and asked her to revisit the office after 30 days in order to 

knowing the result of her complaint. 
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4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Pakpattan 

in March 2012. Kishwar Bibi’s CNIC update case was received in the BISP Tehsil Office on 

October 31, 2012, and the Assistant Complaint Officer /DEO entered this case into CMS on 

the same day under Ref 10762731. AC/DEO also registered this case in Tehsil complaint file 

for CMS cases and assigned diary number U12-10-0866 to this case. However, Kishwar Bibi 

did not receive any complaint/update acknowledgement from the BISP staff, and was asked to 

revisit the office after 30 days in order to check the status of her complaint. 

 

After lodging the complaint, the DEO forwarded it to BISP Tehsil Assistant Director (AD)/ 

Supervisor for further processing. The Supervisor verified the contents of the complaint and 

marked it as accepted. The complaint was then forwarded to the approving authority i.e. the 

Divisional Director/Approver for final decision. The Approver also verified the contents of 

the complaint and marked the complaint as accepted means the case is resolved and the CNIC 

discrepancy has been removed. 

 

4.B Client Version 

 

Kishwar Bibi visited BISP Tehsil Office two times, first to lodge the case, and second time to 

follow it up along with her husband on bike, and spend Rs.200. They covered each time 35km 

from house to BISP office. However she is satisfied with the resolution of her complaint 

regarding CNIC update.  

 

5. What have we learnt?  
 

 The BISP Tehsil staff keeps CNIC related complaints record in a common file, which is used 

to note down complaint detail for physical tracking of a particular complaint record. The 

complainants who visit the office to remove CNIC discrepancies are given time period for 30 

days for resolution. The complainant also did not receive any acknowledgement for future 

reference. 

 

6. Recommendations 
 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 

 After the implementation of CMS, discrepancies in CNIC do not take a long time to be 

removed; therefore the BISP staff should be given realistic timeline to the complainants with 

CNIC related complaints. 
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Grievance Case Study Number G-Q4-Southern Punjab-08 

Nature of Case Missing CNIC 

Complainant/ Beneficiary Manzooran Bibi 

Wife of: Manzoor Ahmad 

Complainant, if not beneficiary herself  

Address Chak-83WB, Tehsil & District Vehari 

CNIC Number 36603-4823956-0 

PSC form number 26037097 

Date Study Completed 2
nd

 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Manzooran Bibi w/o Manzoor Ahmad is 46 years old illiterate woman, living in Tehsil & District 

Vehari. She has eight children including five sons and three daughters. Out of them three sons and 

two daughters are married. Her one son is studying at school, and other is mentally retarded. Her 

husband works as a labourer and earns about Rs.3000 per month. She is a house wife, and looks 

after her children, and also performs other domestic chores. She lives with her family in a ten 

marla pacca house. The house consists of one room and an open kitchen. The locality Chak 

83/WB, where she lives comprises of average income households associated with labour work 

and agriculture business. The streets are unpaved with poor drainage system. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

The Poverty Score Card (PSC) survey of the household was conducted in July 2011 by a BISP 

survey team. They filled a PSC survey form of her household, and issued her a survey receipt for 

future reference. After the PSC survey, she was declared ineligible household due to higher PMT 

(19.46). However, she became eligible automatically after BISP announced a new policy for 

ineligible households having PMT 16.18 till 20.00 to become eligible after fulfilling one of the 

eligibility conditions. She doesn’t know about the BISP eligibility criteria and how she got 

selected for the BISP cash grant. During an interview with the BISP TPE team, she quoted that, 

“if she gets the BISP cash grant this will greatly help her to meet monthly household expenses”. 

She considers Pakistan People’s Party (PPP) the owner of the BISP has started this to help poor 

and needy people of Pakistan.  

 

3. How did the Complaint Emerge? 
 

Manzooran Bibi mentioned that during PSC survey she possessed old CNIC. She applied for her 

new CNIC in December 2012, only when she came to know from BISP Staff that she won’t get 

BISP cash grant without valid CNIC. She visited BISP Tehsil Office for the first time in October 

2012 along with her husband in order to know her survey status. The BISP Assistant Complaint 

Officer (AC)/ Data Entry Operator (DEO) checked her status and confirmed her eligibility with 

discrepancy in CNIC. The AC asked her to submit photocopy of her CNIC along with survey 

acknowledgement receipt in order to resolve the issue.  At that time she had CNIC without 

picture. She obtained the photocopies of the documents from nearby photocopier after paying 

Rs.15 and submitted to AC/DEO, he kept them in a common file of BISP Case Management 

System (CMS) cases, and asked her to revisit the office after 30 days in order to know the result 

of her complaint. 
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4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Vehari in 

March 2012. Manzooran Bibi’s CNIC update case was received in the BISP Tehsil Office on 

October 15, 2012. Assistant complaint officer entered this case into CMS on the same day 

under ref 10691602. AC also registered this case in tehsil complaint register for CMS cases 

and assigned diary number 1410-CMS-VHR to this case. However, Manzooran Bibi did not 

receive any complaint/update acknowledgement from the BISP staff, and was asked to revisit 

the office after 30 days. 

 

After entering the complaint in CMS, AC forwarded the complaint to the BISP Assistant 

Director (AD)/ Supervisor for further processing. He verified the contents of the complaint 

and marked it as accepted. The AD then sent the complaint to BISP Divisional 

Director/Approver for final decision. The Approver also verified the complaint’s contents and 

marked it as accepted. The online status of the complaint is reflecting as ‘accepted’ now, 

means the case has been resolved.  

 

4.B Client Version 

 

Manzooran Bibi made two visits to BISP tehsil office first to lodge the complaint and second 

for its follow up. Both times her husband accompanied her on a rented bike, and spent Rs.120 

each time, and covered the distance of 08 kms. However she is satisfied with the resolution of 

her complaint and hopeful for the receiving of her cash grant. 

 

5. What have we learnt?  
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file and also 

maintains a complaint register which is used to note down complaint detail for physical 

tracking of a particular complaint record. The complainants who visit the office to remove 

CNIC discrepancies are given time span of 30 days for case resolution. 

 She didn’t receive BISP eligibility or discrepancy letter intimating her for the submission of 

her CNIC information in the nearest BISP office. She came to know about her eligibility and 

discrepancy in CNIC during her visit to BISP tehsil office, which she made with her husband. 

 

6. Recommendations 
 

 Proper communication between complainants/ beneficiaries and the BISP is recommended in 

regards of all missing information. 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 
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Grievance Case Study Number G-Q4-Southern Punjab-09 

Nature of Case Triplicate Form 

Complainant/ Beneficiary Maryam Bibi 

Wife of: Muhammad Aslam 

Complainant, if not beneficiary herself  

Address Sameejabad No-1, Mohalla Din Pura,, Tehsil & District 

Multan 

CNIC Number 36302-1913836-4 

PSC form number 13387827 

Date Study Completed 5
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Maryam Bibi w/o Muhammad Aslam is 47 years old widow woman, living in Tehsil & District 

Multan. She has six children including three sons and three daughters. None of them are enrolled 

at school. One of her daughter is married. Maryam Bibi works as house maid, and she earns about 

Rs.3000 per month. She lives with her family in a five Marla pacca house. The house consists of 

two rooms and an open kitchen. The locality, where she lives comprises low income households, 

mostly associated with laborer work. The streets of the area are paved with good drainage system. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Maryam Bibi was declared BISP beneficiary during Phase-I (Parliamentarian Phase) and 

consistently received her BISP cash grant from the postman from January 2009 to January 2010. 

In August 2009, under Phase-II of the program, a BISP survey team visited her household and 

filled a Poverty Score Card (PSC) form (13387827) and provided her a survey receipt as an 

acknowledgment. During an interview with TPE team, she quoted that, “BISP cash grant would 

be for her daughter wedding”. She considers Pakistan People’s Party (PPP) the owner of the 

program initiated this to help poor and needy people of Pakistan. 

 

3. How did the Complaint Emerge? 
 

While describing her complaint, she mentioned that she received a phone call in May 2012 from 

BISP Tehsil Office Multan regarding the provision of the photocopy of her valid CNIC. Maryam 

Bibi also came to know from postman that photocopy of CNIC is necessary to get the BISP cash 

grant”. After knowing this, she went to BISP Tehsil Office for the first time on May 21, 2012 

alone by walk and covered the distance of 0.5 km for round trip from her house. 

 

After reaching the destination, she met with the Assistant Complaint (AC)/ Data Entry Operator 

(DEO), and informed her regarding the matter. AC confirmed her eligibility and the discrepancy 

in CNIC and asked her to submit a photocopy of her CNIC along with PSC survey receipt in order 

to resolve her issue. She obtained the required photocopies from nearby photocopier after 

spending Rs.15, and submitted to AC. He also filled a prescribed complaint form on behalf of 

Maryam Bibi; however she was not given any complaint acknowledgement for future reference. 

 

4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Multan in 

March 2012. While entering this case into CMS, the AC found that the CNIC update of 
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Maryam Bibi against form number 13387827 will cause triplication in the system. AC 

therefore firstly suspended the other two duplicate PSC forms in which her household was 

considered as ineligible and then lodged her CNIC update request in the CMS for the removal 

of discrepancy. AC then forwarded to case to AD/Supervisor’s account for further processing. 

After marking it as accepted, the AD forwarded the case to the Divisional Director/Approver 

for final decision. The Divisional Director also performed necessary contents verification, and 

marked it as ‘accepted’ which means the case has been successfully resolved and the CNIC 

record of Maryam Bibi has been updated in the BISP record. 

 

4.B Client Version 

 

Maryam Bibi made two visits to BISP tehsil office first to lodge the complaint and second 

time for follow up. Both times, she went BISP by walk and covered the distance of 0.5 kms. 

However she is satisfied with the resolution of her complaint and hopeful for the receiving of 

her cash grant through BDC. She considers Pakistan Post the best option for delivering cash 

grant at her door step. 

 

5. What have we learnt?  
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file and also 

maintains a complaint register which is used to note down complaint detail for physical 

tracking of a particular complaint record. The complainants who visit the office to remove 

CNIC discrepancies are given time period of 30 days for case resolution. 

 She didn’t receive BISP eligibility or discrepancy letter intimating her for the submission of 

her CNIC information in the nearest BISP office. She came to know about her eligilbity and 

discrepancy in CNIC during her visit to BISP tehsil office which she made alone on foot. 

 

6. Recommendations 
 

 Proper communication between complainants/ beneficiaries and the BISP is recommended in 

regards of all missing information. 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 
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Grievance Case Study Number G-Q4-Southern Punjab-10 

Nature of Case CNIC Update 

Complainant/ Beneficiary Mehnaz Bibi 

Wife of: Naseer Ahmad 

Complainant, if not beneficiary herself  

Address Ward No 13, Mohalla Sheikhanwala, Tehsil Karor Lal 

Easan, District Layyah 

CNIC Number 32202-5554571-6 

PSC form number 2700660 

Date Study Completed 5
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Mehnaz Bibi w/o Naseer Ahmad is 33 years old illiterate woman, living in Tehsil Karor Lal 

Easan, District Layyah. She has three children and one of them is studying at school. Her son is 

patient of cardiology. Her husband works as a labourer, and earns about Rs.3000 per month. She 

is a house wife and looks after her children, while performing other domestic chores. She lives 

with joint family in a seven marla semi pacca house. The house consists of four rooms and an 

open kitchen. The locality Mohalla Sheikhanwala where she lives comprises of low income 

households who belong to same family/caste associated with labour work. The road infrastructure 

is not good in her area and all streets are unpaved with open drains. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Mehnaz Bibi was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. The PSC survey of the household was conducted in December 2009 by 

a BISP survey team. Mehnaz Bibi doesn’t know about the BISP eligibility criteria, and wondered 

how she had been selected for the BISP cash grant. During an interview with the TPE team, she 

quoted that, “BISP cash grant would help her in running kitchen expenses”. She considers 

Pakistan People’s Party (PPP) the owner of the BISP has been started this, to help poor and needy 

people of Pakistan. Her mother-in-law and her sister-in-law (after the removal of discrepancy in 

CNIC) have also become BISP beneficiaries. 

 

3. How did the Complaint Emerge? 
 

Mehnaz Bibi mentioned that during PSC survey, she was holding old CNIC. She applied for her 

new CNIC in July 2011, when she came to know from postman that she won’t get BISP cash 

grant without valid CNIC. She visited BISP Tehsil Office for the first time in June 2012 along 

with her sister in-law to know about her survey status. The BISP Assistant Complaint Officer 

(AC)/Data Entry Operator (DEO) checked her status, and confirmed her eligibility with 

discrepancy in CNIC. The AC asked her to submit photocopy of her CNIC and survey 

acknowledgement in order to resolve her problem. She obtained the photocopies of the documents 

from nearby photocopier, after paying Rs.15 and submitted to AC/DEO, he kept them in a 

common file of BISP Case Management System (CMS) cases, and asked her to revisit the office 

after 30 days in order to know the result of her complaint. 
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4. Processing of the Case 
 

4.A Provider Version 

 

On June 21, 2012, two days after the rejection of the CNIC update, the case was once again 

lodged by the AC/DEO into CMS, and a new Update_ID 10202663 was generated by the 

system and the case diary number ‘780’ was assigned to it. The case was once again sent to 

the AD/Supervisor for further processing who marked it as ‘accepted’ and forwarded to 

Divisional Director/Approver for final decision. This time Approver marked this case as 

‘accepted’; which means the discrepancy in CNIC of Mehnaz Bibi has been removed. 

 

4.B Client Version 

 

Mehnaz Bibi visited BISP Tehsil Office two times, once to lodge the case and the other to 

follow it up along with her sister in law on rickshaw after spending Rs.15 and covering 

distance of 01 KMs each time. However she is satisfied with the resolution of her complaint 

regarding CNIC update. 

 

5. What have we learnt? 
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file which is used to 

keep complaint detail for physical tracking of a particular complaint record. The complainants 

who visit the office to remove CNIC discrepancies are given the time period of 30 days. 

 Mehnaz Bibi did not receive CNIC update acknowledgement from the BISP staff which could 

have been used for future reference. 

 BISP may have not issued a postal letter to the beneficiary (as it normally does) regarding her 

eligibility and discrepancy in CNIC or the letter may have not been delivered by the Pakistan 

Post. 

 

6. Recommendations 
 

 Introduce proper mechanism for submitting complaints and issuance of acknowledgement to 

the complainants. 

 Potential beneficiaries who require updating their CNIC in the BISP record should be given a 

realistic time (by the tehsil office staff) when their update request/ complaint will be resolved/ 

accepted. 
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Grievance Case Study Number G-Q4-Southern Punjab-11 

Nature of Case CNIC Update 

Complainant/ Beneficiary Mumtaz Mai 

Wife of: Malik Muhammad Arif 

Complainant, if not beneficiary herself  

Address Basti Mughal Wala, Chab Kalliar, Tehsil & District 

Lodhran 

CNIC Number 36203-5495764-2 

PSC form number 2706618 

Study Completed 7
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Mumtaz Mai w/o Yasir Khan is 41 years old woman living in District Lodhran. She has five 

children (three sons and two daughters). Her three sons are enrolled at school. Her husband had a 

second marriage and lives separately. He doesn’t provide financial support to her and her 

children, therefore she works as a house maid and earns about Rs.3000 per month.  

 

In order to survive and feed her children, she normally seeks financial support (borrows money) 

from her relatives and neighbours. She lives with her family in a two marla old katcha house. Her 

house consists of one room and an open kitchen. The locality where she lives comprises of low 

income households and the mostly associated with labour work. The streets of the locality are 

unpaved with open drainage system. 

 

2. Receiver Woman/Complainants Relationship with BISP 
 

Mumtaz Mai was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. The PSC survey of Mumtaz Mai’s household was conducted in August 

2011. She was at home and also possessed a valid CNIC, which she provided to the survey team; 

however her husband was not present at home at the time of survey, therefore his CNIC number 

went missing in the PSC survey form.  

 

After the survey team filled the PSC survey form of the household, she received a survey receipt 

from them for future reference. During an interview with TPE team, she quoted that, “if gets the 

BISP cash grant she will spend on her children’s education”. She considers Pakistan People’s 

Party (PPP) the owner of the program initiated to help poor and needy people of Pakistan. 

 

3. How did the Complaint Emerge? 
 

While mentioning about her complaint regarding CNIC update, Mumtaz Mai described that in 

October 2012, during her first visit to BISP Tehsil Office in regards of knowing her ‘survey 

result’, she came to know from BISP Assistant Complaint Officer (AC)/Data Entry Operator 

(DEO) that she is eligible household with discrepancy in CNIC. AC also asked her to submit 

photocopy of her CNIC and survey receipt along with application in the office in order to resolve 

the issue; however she hasn’t had her CNIC with her at that time.  

 

After couple of days, she made the second visit for the submission of the required documents. She 

obtained the photocopies of the required documents from a nearby photocopier after paying Rs.30 

(Rs.20 for application and Rs.10 for other photocopies) and submitted them to the AC, who kept 

them in a common file of CNIC related cases. Both times she went to BISP tehsil office along 
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with her son on rickshaw after spending of total Rs.200, and covered a round trip of about 24 

kms.  

 

4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Lodhran in 

March 2012. This case was received in the BISP Tehsil Office on October 06, 2012 and the 

AC/ DEO entered this case into CMS on the same day under reference ID10636318. He also 

kept this case in Tehsil complaint file for CMS cases and assigned complaint reference no. 

update-2929 to this case. However, Mumtaz Mai did not receive any complaint/update 

acknowledgement from the BISP staff. 

 

After entering the complaint into CMS, the AC/DEO forwarded the complaint to the BISP 

Assistant Director (AD)/Supervisor for further processing. He verified the contents of the 

complaint and marked it as accepted, the BISP AD forwarded the complaint to BISP 

Divisional Director for final decision. The BISP Divisional Director/Approver after receiving 

the complaint approved the contents of the complaint and marked it as accepted. The case has 

been resolved and request status on the online tracking information of Mumtaz Mai is 

reflecting as ‘accepted’. 

 

4.B Client Version 

 

Mumtaz Mai made two visits to BISP tehsil office, first to get the information regarding her 

survey status and second to lodge the CNIC update case. Both times her son accompanied her 

on a rickshaw after spending Rs.100 each time. However, she is satisfied with the resolution 

of her complaint and hopeful for the receiving of her cash grant.  

 

5. What have we learnt? 
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file which is used to 

note down only the complainant name and CNIC for physical tracking of a particular 

complaint record. The complainants who visit the office to remove CNIC discrepancies are 

given time for 15 days. 

 Despite that the BISP staff had updated the CNIC of Mumtaz Mai, the household’s status in 

the program is still reflecting as ‘eligible household with discrepancy’. This is because the AC 

made unnecessary CNIC updating request and the Supervisor and Approver accepted it 

accordingly without making necessary verifications.  

 In fact, the CNIC information of Mumtaz Mai’s husband is required in the BISP record to 

‘pass’ the ‘household roster information validation status’, which could have been easily 

tracked down by the BISP staff in ‘Section B-Application Status Information’ under the 

online ‘Targeting Information’.  

 This was unnecessary CNIC update case lodged into and processed by the BISP staff through 

CMS. The valid CNIC number of Mumtaz Mai was properly noted down by the enumerators 

in the PSC survey form and only her husband’s CNIC information is required to be updated 

by in the BISP record. 

 

6. Recommendations 
 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 
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 BISP should ensure proper communication with the potential beneficiaries informing them 

regarding their eligibility and the discrepancy. 

 BISP staff should make necessary verifications and update the correct required information 

rather lodging and processing unnecessary cases resultantly increasing the CMS workload. 
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Grievance Case Study Number G-Q4-Southern Punjab-12 

Nature of Case CNIC Update 

Complainant/ Beneficiary Muniran Bibi 

Wife of: Wali Muhammad 

Complainant, if not beneficiary herself  

Address Chak 76/5-R, Tehsil & District Sahiwal 

CNIC Number 36502-7982360-2 

PSC form number 26640689 

Date Study Completed 8
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Muniran Bibi w/o Wali Muhammad is 44 years old illiterate woman living in Tehsil and District 

Sahiwal. She has seven children including three daughters and four sons. Her two sons are 

studying at school. Her husband works as a labourer and earns on average Rs.4000 per month. 

She is a house wife, and looks after her children along with performing other domestic chores. 

She lives in a four Marla katcha house that consists of one room and an open kitchen. The locality 

where she lives comprises of low income households who belong to same family/caste, and all are 

associated with labourer work. There is a lack of road infrastructure and all streets are unpaved 

with open drainage system. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Muniran Bibi was declared BISP potential beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. The PSC survey of the household was conducted in May 2011 by a 

BISP survey team. After completing the SPC survey form, the survey team returned a receipt to 

her for future reference. Muniran Bibi doesn’t know about the BISP eligibility criteria, and 

wondered how she had been selected for the BISP cash grant. During an interview with the TPE 

team, she quoted that, “BISP cash grant would help her in running her kitchen expenses”. She 

considers Pakistan People’s Party (PPP), the owner of the BISP has started this program to help 

poor and needy people Pakistan. 

 

3. How did the Complaint Emerge? 
 

While mentioning about her complaint regarding CNIC update, Muniran Bibi described that 

during the survey, although she possessed a valid CNIC, but she didn’t provide to the survey team 

because she was unaware of the purpose of program. In September 2012, during her first visit to 

BISP Tehsil Office in regards of knowing her ‘survey result’, she came to know from BISP 

Assistant Complaint officer (AC)/ Data Entry Operator (DEO) that she is eligible household with 

discrepancy in CNIC. She went to BISP tehsil office alone by bus after spending the fare of 

Rs.60, and covered a round trip of about 25kms from her village. 

 

The BISP officer asked her to submit photocopy of her CNIC along with survey receipt, in order 

proceed her monthly cash grant. She obtained the photocopies of the required documents from a 

nearby photocopier after paying Rs.20 and submitted them to the AC, who kept them in a 

common file of CNIC related issues. 
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4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Sahiwal in 

May 2012. Muniran Bibi’s CNIC update case was received in the BISP Tehsil Office on 

September 19, 2012.The Assistant Complaint Officer (AC)/ DEO entered this case into CMS 

on the same day of its registration under ref ID10552313. He also registered this case in 

Tehsil complaint file for CMS cases, and assigned Diary No.2524 to this case. However, 

Muniran Bibi did not receive any complaint/ update acknowledgement from the BISP staff 

and was asked to revisit the office after 30 days. 

 

After lodging the complaint, the DEO forwarded it to BISP Tehsil Assistant Director (AD)/ 

Supervisor for further processing. The Supervisor verified the contents of the complaint and 

marked it as accepted. The complaint was then forwarded to the approving authority i.e. the 

Divisional Director/ Approver for final decision. The Approver also verified the contents of 

the complaint and marked the complaint as accepted, means the case is resolved and the 

CNIC discrepancy has been removed. 

 

4.B Client Version 

 

Muniran Bibi visited BISP Tehsil Office two times, first to lodge the case and the second visit 

for follow up. However, she is satisfied with the resolution of the discrepancy in her CNIC. 

She further mentioned that however it is not always possible for her to spend Rs.60 to visit 

BISP tehsil office due to financial constraints. 

 

5. What have we learnt?  
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file, which is used 

to note down complaint detail for physical tracking of a particular complaint record. The 

complainants, who visited the office to remove CNIC discrepancies are given time for 30 

days. The complainant did not receive any acknowledgement for future reference. 

 She spent Rs.200 on her visits to BISP tehsil office, and covered the round trip of about 50 

kms. This may not favour her in future to visit the tehsil office in case of any BISP related 

problem. 

 

6. Recommendations 
 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 

 After the implementation of CMS, discrepancies in CNIC do not take a long time to be 

removed; therefore the BISP staff should be given realistic timeline to the complainants with 

CNIC related complaints.  
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Grievance Case Study Number G-Q4-Southern Punjab-13 

Nature of Case CNIC Update 

Complainant/ Beneficiary Rehana Bibi 

Wife of: Shehbaz Ali 

Complainant, if not beneficiary herself  

Address Street 03,Mohallah Islamia Park, Tehsil & District 

Faisalabad 

CNIC Number 33102-4003036-4 

PSC form number 17748626 

Date Study Completed 1
st
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Rehana Bibi w/o Shehbaz Ali is 37 years old woman living in Tehsil & District Faisalabad. She 

has five children including two daughters and three sons. Her husband is suffering from lungs 

disease and does not involve in any income generation activity. Rehana Bibi sews gloves and 

earns on average Rs.1500 per month. Her two sons work as a helper at a tea stall and their 

combine earning for the month is around Rs2000. She lives with her family in a 1.5 marla semi 

pacca house. The house consists of two rooms and, an open kitchen. The locality where she lives 

comprises of low income households mostly associated with labour work and small scale 

business. The streets of the locality are in good condition with good drainage system. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Rehana Bibi was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. The PSC survey of Rehana Bibi’s household was conducted in October 

2010 and at that time she was holding valid CNIC; however the survey team didn’t record her 

CNIC number properly in the PSC survey form. After the survey team completed filling the 

household’s information on the PSC form, she received a survey receipt for future reference. She 

doesn’t know about the BISP eligibility criteria and wondered how she got selected for the BISP 

cash grant. During an interview with TPE team, she quoted that, “if she gets the BISP cash grant 

she will support her sons to establish their own small scale business”. She considers Pakistan 

People’s Party (PPP) the owner of the program initiated to help poor people. 

 

3. How did the Complaint Emerge? 
 

Rehana Bibi mentioned that during PSC survey, she possessed a valid CNIC and which she 

provided to the survey team. She visited BISP tehsil office in November 2012 along with her 

husband in order to know about her survey status. The BISP Assistant Complaint Officer 

(AC)/Data Entry Operator (DEO) checked her status and confirmed her eligibility with 

discrepancy in CNIC. The AC asked her to submit application along with photocopy of her CNIC 

in order to resolve her problem. She obtained the photocopies of the documents from nearby 

photocopier after paying Rs.15 and submitted to AC/DEO, he kept them in a common file of 

BISP Case Management System (CMS) cases, and asked her to revisit the office after 15 days in 

order to know the updates on her complaint. 
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4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Faisalabad 

in June 2012. Rehana Bibi’s CNIC update case was received in the BISP Tehsil Office in 

November 2012. The AC/DEO entered this case into CMS on December 17, 2012 (after 25 

days delay) and generated reference ID 10982628.. The AC/DEO also kept this case in Tehsil 

complaint file for CMS cases but did not assigned any complaint reference number to this 

case. Furthermore, Rehana Bibi did not receive any complaint/update acknowledgement from 

the BISP staff. 

 

After entering the complaint into CMS, the AC/DEO forwarded the complaint to the BISP 

Assistant Director (AD)/Supervisor for further processing. He verified the contents of the 

complaint and marked it as accepted, he then forwarded the complaint to BISP Divisional 

Director for final decision. 

 

The BISP Divisional Director/Approver after receiving the complaint approved the contents 

of the complaint, and marked it as accepted. The case has been resolved and the request status 

on the online tracking information of Rehana Bibi is reflecting as ‘accepted’. 

 

4.B Client Version 

 

Rehana Bibi made three visits to BISP tehsil office two times to lodge the case, and one time 

for follow up visit. Both times her husband accompanied her on a bicycle, and covered a 

round trip of about 4 kms. However, she is satisfied with the resolution of her complaint and 

hopeful for the receiving of her cash grant.  

 

5. What have we learnt? 
 

 The BISP Tehsil staff keeps CNIC related complaints record in a common file and register 

which is used to note down only the complainant name and CNIC for physical tracking of a 

particular complaint record; however no complaint serial number/reference number is allotted 

to the complaints. The complainants who visit the office to remove CNIC discrepancies are 

given time for 15 days. 

 Rehana Bibi didn’t receive a discrepancy/eligibility letter from BISP, which should intimate 

her regarding the submission of missing CNIC information in the BISP office. 

 The CNIC updating case of Rehana Bibi was although received in the BISP tehsil office in 

November 2012; however it was launched into CMS on December 17, 2012, 25 days after its 

receiving. 

 

6. Recommendations 
 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 

 BISP should ensure proper communication with the potential beneficiaries informing them 

regarding their eligibility and the discrepancy. 
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Grievance Case Study Number G-Q4-Southern Punjab-14 

Nature of Case Missing CNIC 

Complainant/ Beneficiary Riffat Bibi 

Wife of: Muhammad Akmal 

Complainant, if not beneficiary herself  

Address House#877, Street No 3, Mehboob Town. Tehsil & 

District Okara 

CNIC Number 35302-5135510-0 

PSC form number 26206896 

Date Study Completed 8
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Riffat Bibi w/o Muhammad Akmal is 24 years old illiterate woman living in Tehsil and District 

Okara. She has three children and one of them is enrolled at school. Her husband works in a 

factory, and earns on average Rs.5000 per month. She is a house maid earns about Rs.2000 per 

month. 

 

She lives in a two Marla rented and pacca house. The house is consists of one room and a kitchen. 

The locality where she lives comprises of low income households, who belong to same 

family/caste associated with labour work. There is a good road infrastructure and all streets are 

paved. 

 

2. Receiver Woman /Complainant Relationship with BISP 
 

Riffat Bibi was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. The PSC survey of the household was conducted in July 2011 by a 

BISP survey team. Riffat Bibi doesn’t know about the BISP eligibility criteria, and wondered how 

she had been selected for the BISP cash grant. 

 

During an interview with the TPE team, she quoted that, “BISP cash grant would help her for 

household expenses”. She considers Pakistan People’s Party (PPP) the owner of the BISP has 

been started this to help poor and needy people of Pakistan. Her mother in-law is also BISP 

potential beneficiary. Furthermore she obtained her BDC from BDC Centre Okara on 

December26, 2012. 

 

3. How did the Complaint Emerge? 
 

While describing her complaint, she mentioned that at the time of PSC survey, she was not 

holding a valid CNIC. Therefore, survey team recorded only her in-law’s, and husband CNIC 

number on the survey form. In November 2012, she was informed through her mother in law to 

visit BISP Tehsil Office for removal of CNIC discrepancy. After knowing this, she went to BISP 

Tehsil Office on November 11, 2012 along with her husband on cycle, and covered a distance of 

03 km from her house to BISP office. 

 

After reaching the destination, she met the Assistant Complaint Officer (AC)/ Data Entry 

Operator (DEO). AC checked the online survey status of the household, and asked her to submit 

photocopy of her CNIC along with the survey receipt. 
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After spending Rs.20, she obtained the photocopies of the required documents, and submitted to 

the AC/DEO for further processing. He also kept the photocopies in a common file of CMS 

related cases. 

 

4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Okara in 

March 2012. Riffat Bibi’s CNIC update case was received in the BISP Tehsil Office on 

November 11, 2012. The Assistant Complaint/DEO entered this case into CMS on the same 

day under reference ID10670979. He also registered this case in Tehsil complaint file for 

CMS cases, and assigned Diary No.3014 to this case. However, Riffat Bibi did not receive 

any complaint/update acknowledgement from the BISP staff, and she was asked to revisit the 

office to know the updates on her case after 30 days. 

 

After lodging the complaint, the DEO forwarded it to BISP Tehsil Assistant Director (AD)/ 

Supervisor for further processing. The Supervisor verified the contents of the complaint and 

marked it as accepted. The complaint was then forwarded to the concluding authority i.e. the 

Divisional Director/ Approver for final decision. 

 

The Approver also verified the contents of the complaint and marked the complaint as 

accepted means the case is resolved and the CNIC discrepancy has been removed. 

 

4.B Client Version 

 

Riffat Bibi visited BISP Tehsil Office two times, first to lodge the case and the other to follow 

it up along with her mother in law on van after spending Rs.30, and covered the distance of 

03 kms. However she is satisfied with the resolution of her complaint regarding CNIC update. 

 

5. What have we learnt? 
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file which is used to 

note down complaint detail for physical tracking of a particular complaint record. The 

complainants who visit the office to remove CNIC discrepancies are given time period for 30 

days for resolution. 

 The complainant did not receive any acknowledgement for future reference. 

 

6. Recommendations 
 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 

 After the implementation of CMS, discrepancies in CNIC do not take a long time to be 

removed; therefore the BISP staff should be given realistic timeline to the complainants with 

CNIC related complaints. 
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Grievance Case Study Number G-Q4-Southern Punjab-15 

Nature of Case CNIC Update 

Complainant/ Beneficiary Ruqia Bibi 

Wife of: Muhammad Amir Khan 

Complainant, if not beneficiary herself  

Address Mohalla Nadrabad, Tehsil & District Pakpatan 

CNIC Number 36402-7662334-8 

PSC form number 0939291 

Date Study Completed 8
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Ruqia Bibi w/o Muhammad Amir Khan is 26years old educated woman, living in Tehsil District 

Pakpatan. She has two children including one daughter, and one son. Her husband is trying to 

establish dairy shop. At present her brother financially supports her family. She is a house wife, 

and looks after her children along with performing other domestic chores. 

 

She lives with her maternal family in a four Marla semi pacca house. The house consists of three 

rooms, and an open kitchen. The locality where she lives comprises of low income households. 

There is good road infrastructure and all streets are paved. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Ruqia Bibi was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. The PSC survey of the household was conducted in August 2009 by a 

BISP survey team. Ruqia Bibi doesn’t know about the BISP eligibility criteria, and how she had 

been selected for the BISP cash grant. 

 

During an interview with the TPE team, she quoted that, “BISP cash grant would help her in 

running kitchen expenses”. She considers Pakistan People’s Party (PPP) the owner of the BISP 

has started this help poor and needy people of Pakistan. She obtained her BDC from BDC Centre 

Pakpatan three months ago. Her sister in-law is also BISP potential beneficiary. 

 

3. How did the Complaint Emerge? 
 

While describing her complaint, she mentioned that at the time of PSC survey, she were 

possessing old CNIC with the father name. Due to cultural constraints, she did not provide her 

CNIC to survey team; therefore, survey team did not record her CNIC number on the survey 

form. She only applied for her new CNIC in August 2011, when she came to know from BISP 

Staff that she won’t get BISP cash grant without valid CNIC. 

 

She visited BISP Tehsil Office for the first time on July 23, 2012 along with her sister in-law in 

order to know about her survey status. Assistant Complaint officer (AC)/ Data Entry Operator 

(DEO) checked her status, and confirmed her eligibility with discrepancy in CNIC. The AC asked 

her to submit a photocopy of her CNIC along with survey acknowledgement receipt in order to 

resolve her issue. She obtained the photocopies of the documents from nearby photocopier after 

paying Rs.15 and submitted it to BISP office. The AC/ DEO kept them in a common file of BISP 

Case Management System (CMS) cases, and asked her to revisit the office after 30 days in order 

to know the result of her complaint. 
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4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Pakpatan 

in March 2012. Ruqia Bibi’s CNIC update case was received in the BISP Tehsil Office on 

July 23, 2012 and the Assistant Complaint/DEO entered this case into CMS on the same day 

under reference ID 10309790. AC/ DEO also registered this case in Tehsil complaint file for 

CMS cases and assigned Diary No. U12-07-0168 to this case. However, Ruqia Bibi did not 

receive any complaint/update acknowledgement from the BISP staff, and was asked to revisit 

the office after 30 days. 

 

After lodging the complaint, the DEO forwarded it to BISP Tehsil Assistant Director (AD)/ 

Supervisor for further processing. The Supervisor verified the contents of the complaint and 

marked it as accepted. The complaint was then forwarded to the approving authority i.e. the 

Divisional Director/Approver for final decision. 

 

The Approver also verified the contents of the complaint and marked the complaint as 

accepted, it means the case is resolved now and the CNIC discrepancy has been removed. 

 

4.B Client Version 

 

Ruqia Bibi visited BISP Tehsil Office two times, first to lodge the case and the second to 

follow it up. She travelled to BISP office along with her sister in-law by walk and covered the 

distance of 0.5kmeach time. However she is satisfied with the resolution of her complaint 

regarding CNIC update. 

 

5. What have we learnt? 
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file, which is used 

to note down complaint detail for physical tracking of a particular complaint record. The 

complainants who visit the office to remove CNIC discrepancies are given time period of 30 

days for resolution. 

 The complainant did not receive any acknowledgement for future reference. 

 

6. Recommendations 
 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 

 After the implementation of CMS, discrepancies in CNIC do not take a long time to be 

removed; therefore the BISP staff should be given realistic timeline to the complainants with 

CNIC related complaints. 
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Grievance Case Study Number G-Q4-Southern Punjab-16 

Nature of Case Missing CNIC 

Complainant/ Beneficiary Saeedan Mai 

Wife of: Muhammad Akmal 

Complainant, if not beneficiary herself  

Address Chak Number 9/MPR, Tehsil Duniapur, District Lodhran 

CNIC Number 36201-9361719-2 

PSC form number 28828733 

Date Study Completed 7
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Saeedan Mai w/o Muhammad Akmal is 37 years old woman living in Tehsil Duniapur and 

District Lodhran. She has six children including three sons and three daughters. Her two sons are 

studying at school. Her husband works as a labourer, and earns about Rs.4 000 per month. 

Saeedan Mai is a housewife, and normally stays at home to look after her children, and to perform 

other domestic chores. 

 

She lives with joint family in a ten marla semi pacca house. The house comprises of four rooms 

and a kitchen. Her village is near to City Lodhran than Duniapur; hence she registered her 

complaint at BISP Tehsil Office Lodhran. The locality, where she lives comprises of low income 

households mostly associated with labour work. The streets of the locality are in good condition 

with good drainage system. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Saeedan Mai was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. The PSC survey of Saeedan Mai’s household was conducted in July 

2011, and at that time she was not holding a valid CNIC; therefore the survey team didn’t record 

her CNIC number in the PSC survey form. She doesn’t know about the BISP eligibility criteria, 

and wondered how she got selected for the BISP cash grant. 

 

During an interview with TPE team, she quoted that, “if gets the BISP cash grant she will spend 

on her children’s food because the monthly income of her husband is very low, and they are 

unable to meet their monthly household expenses”. She considers Pakistan People’s Party (PPP) 

the owner of the program initiated this in order to help poor and needy people of Pakistan. 

 

Furthermore, Saeedan Mai obtained her Benazir Debit Card (BDC) from BDC centre Lodhran on 

December 20, 2012. 

 

3. How did the Complaint Emerge? 
 

Saeedan Mai mentioned that at the time of PSC survey, she was not holding valid CNIC. She only 

applied for her new CNIC in September 2011, when she came to know from the neighbouring 

BISP beneficiary that she won’t get BISP cash grant without valid CNIC. 

 

After getting her new CNIC, she visited BISP Tehsil Office for the first time in September 2012 

along with her husband in order to know her survey status. Assistant Complaint Officer 

(AC)/Data Entry Operator (DEO) checked her status and confirmed her eligibility with 

discrepancy in CNIC. The AC asked her to submit photocopy of her CNIC along with survey 

acknowledgement in order to resolve her problem. She obtained the photocopies of the documents 
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from nearby photocopier after paying Rs.15 and submitted to AC/DEO. He put them in a common 

file of BISP Case Management System (CMS) cases, and asked her to revisit the office after 15 

days in order to know the result of her complaint. 

 

4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Lodhran in 

March 2012. Saeedan Mai’s CNIC update case was received in the BISP Tehsil Office on 

September 13, 2012, and the AC/DEO entered this case into CMS on the same day under 

reference ID10516376. The AC/ DEO also kept this case in Tehsil complaint file for CMS 

cases, and assigned complaint reference no. update-2530 to this case. However, Saeedan Mai 

did not receive any complaint/update acknowledgement from the BISP staff. 

 

After entering the complaint into CMS, the AC/DEO forwarded the complaint to the BISP 

Assistant Director (AD)/Supervisor for further processing. He verified the contents of the 

complaint and marked it as accepted; the BISP AD then forwarded the complaint to BISP 

Divisional Director for final decision. 

 

The BISP Divisional Director/Approver after receiving the complaint approved the contents 

of the complaint and marked it as accepted. The case has been resolved and the request state 

on the online tracking information of Saeedan Mai is reflecting as ‘accepted’. 

 

4.B Client Version 

 

Saeedan Mai made two visits to BISP tehsil office, first to lodge the complaint and the second 

for follow up visit. Both times her husband accompanied her on a rented bike after spending 

of Rs.400 each time, and covered the distance of 25 kms. However she is satisfied with the 

resolution of her complaint, and hopeful for the receiving of her cash grant. She considers 

Pakistan Post the best option for delivering cash grant at her door step. 

 

5. What have we learnt? 
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file which is used to 

note down only the complainant name and CNIC for physical tracking of a particular 

complaint record. The complainants who visit the office to remove CNIC discrepancies are 

given time period of 15 days for complaint resolution. 

 Saeedan Mai didn’t receive any discrepancy/eligibility letter from BISP that can inform her 

regarding the submission of missing CNIC information in the BISP office. 

 

6. Recommendations 
 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 

 BISP should ensure proper communication with the potential beneficiaries informing them 

regarding their eligibility and the discrepancy. 
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Grievance Case Study Number G-Q4-Southern Punjab-17 

Nature of Case Missing CNIC 

Complainant/ Beneficiary Sajida Bibi 

Wife of: Faqeer Muhammad 

Complainant, if not beneficiary herself  

Address Ghuman Marri, Tehsil Shorkot, District Jhang 

CNIC Number 33203-9315524-2 

PSC form number 20097511 

Date Study Completed 1
st
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Sajida Bibi w/o Faqeer Muhammad is 37 years old woman, living in Tehsil Shorkot, District 

Jhang. She has five children, and two sons and one daughter are studying at school. Her husband 

runs his own “Tea Kiosk”, and earns about Rs.4000 per month. Sajida Bibi is a housewife and 

stays home to look after her children, and to perform other domestic chores. 

 

She lives with her family in a five marla semi pacca house. The house consists of two rooms and 

an open kitchen. The locality, where she lives comprises of low income households mostly 

associated with labour work and small scale business. The streets of her area are in good 

condition with open drainage system. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Sajida Bibi was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. The PSC survey of Sajida Bibi household was conducted in June 2011, 

and at that time she was not holding valid CNIC; therefore the survey team didn’t record her 

CNIC number on the form. She doesn’t know about the BISP eligibility criteria, and wondered 

how she got selected for the BISP cash grant. 

 

During an interview with TPE team, she quoted that, “if gets the BISP cash grant she will support 

her husband in extending business”. She considers Pakistan People’s Party (PPP) the owner of the 

program initiated this, to help poor and needy people of Pakistan. Sajida Bibi obtained her 

Benazir Debit Card (BDC) from BDC centre Shorkot on December 21, 2012. 

 

3. How did the Complaint Emerge? 
 

Sajida Bibi mentioned that at the time of PSC survey, she was not holding valid CNIC. She only 

applied for her new CNIC in September 2012, when she came to know from neighbouring BISP 

beneficiary that she won’t be getting BISP cash grant without valid CNIC. 

 

After getting her new CNIC, she visited BISP Tehsil Office for the first time in November 2012 

along with her husband to know her survey status. The BISP Assistant Complaint officer 

(AC)/Data Entry Operator (DEO) checked her status and confirmed her eligibility with 

discrepancy in CNIC. The AC asked her to submit photocopy of her CNIC and survey 

acknowledgement in order to resolve her problem.  

 

She obtained the photocopies of the documents from nearby photocopier after paying Rs.15 and 

submitted to the AC/ DEO. He put them in a common file of BISP Case Management System 

(CMS) cases, and asked her to revisit the office after 15 days in order to know the result of her 

complaint. 
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4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Shorkot in 

March 2012. Sajida Bibi’s CNIC update case was received in the BISP Tehsil Office on 

November 14, 2012. The AC/ DEO entered this case into CMS on the same day under 

reference ID10831626.He also kept this case in Tehsil complaint file for CMS cases, and 

assigned complaint reference no. update-2034 to this case. However, Sajida Bibi did not 

receive any complaint/ update acknowledgement from the BISP staff. 

 

After entering the complaint into CMS, the AC/DEO forwarded the complaint to the BISP 

Assistant Director (AD)/Supervisor for further processing. He verified the contents of the 

complaint, and marked it as accepted. He then forwarded the complaint to BISP Divisional 

Director for final decision. 

 

The BISP Divisional Director/Approver approved the contents of the complaint and marked it 

as accepted. It means the case has been resolved, and the request status on the online tracking 

information of Sajida Bibi is reflecting as ‘accepted’. 

 

4.B Client Version 

 

Sajida Bibi made two visits to BISP tehsil office first to lodge the case and second time for a 

follow up visit. Both times her husband accompanied her on a rented bike and spentRs.120, 

they covered a distance of 16kms each time. However she is satisfied with the resolution of 

her complaint and hopeful for the receiving of her cash grant. She considers Pakistan Post the 

best option for delivering cash grant at her door step. 

 

5. What have we learnt? 
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file which is used to 

note down only the complainant name and CNIC for physical tracking of a particular 

complaint record. The complainants who visit the office to remove CNIC discrepancies are 

given time period of 15 days for complaint resolution 

 Sajida Bibi didn’t receive a discrepancy/eligibility letter from BISP informing her regarding 

the submission of missing CNIC information in the BISP office. 

 

6. Recommendations 
 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 

 BISP should ensure proper communication with the potential beneficiaries informing them 

regarding their eligibility and the discrepancy. 
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Grievance Case Study Number G-Q4-Southern Punjab-18 

Nature of Case CNIC Update 

Complainant/ Beneficiary Shamim Bibi 

Wife of: Shoukat Ali 

Complainant, if not beneficiary herself  

Address Chak 139/JB, Tehsil & District Chiniot 

CNIC Number 33401-0652737-8 

PSC form number 19615444 

Date Study Completed 7
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Shamim Bibi w/o Shoukat Ali is 35 years old illiterate woman, living in Tehsil & District Chiniot. 

She has five children and two of them are studying at school. Her husband is drugs addicted, and 

does not involve in any income generation activity. She works as a house maid and earns on 

average Rs.2000 per month. Her father in-law sometimes financially supports her. 

 

She lives with her family in eight marla old katcha house. The house consists of one room and an 

open kitchen. The locality Chak 139/JB, where she lives comprises of low income households 

who belong to same family/caste associated with labour work. The area in which she is living has 

unpaved streets with open drainage system. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Shamim Bibi was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. The PSC survey of Shamim Bibi’s household was conducted in May 

2011, and at that time she was not holding valid CNIC; therefore the survey team didn’t record 

her CNIC number on the PSC survey form. She doesn’t know about the BISP eligibility criteria, 

and amazed how she got selected for the BISP cash grant. 

 

During an interview with TPE team, she quoted that, “if gets the BISP cash grant she will spend 

on her children’s food because her monthly income is very low and they are unable to meet their 

monthly household expenses”. She considers Pakistan People’s Party (PPP) the owner of the 

program initiated this package to help poor and needy people of Pakistan. She obtained her BDC 

from BDC Centre Chiniot on 25 August 2012, and received BISP instalment of Rs.3000 on 27 

August 2012. 

 

3. How did the Complaint Emerge? 
 

Shamim Bibi mentioned that at the time of PSC survey, she was not holding valid CNIC. She 

only applied for her new CNIC in November 2011, when the postman informed her that she won’t 

be getting BISP cash grant without valid CNIC. 

 

After getting her new CNIC, she visited BISP Tehsil Office for the first time in May 2012 alone, 

to know her survey status. The BISP Assistant Complaint Officer (AC)/ Data Entry Operator 

(DEO) checked her status and confirmed her eligibility along with discrepancy in CNIC. The AC 

asked her to submit photocopy of her CNIC and survey acknowledgement in order to resolve her 

problem. She obtained the photocopies of the documents from nearby photocopier after paying 

Rs.15 and submitted it to the AC/ DEO, he put them in a common file of BISP Case Management 

System (CMS) cases, and asked her to revisit the office after 15 days in order to know 

result/updates on her complaint. 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 2 - Grievance Case Studies 

G-Q4-Southern Punjab-18 
 

J40252715 

GHK Consulting Ltd. 300 

4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Chiniot in 

March 2012. Shamim Bibi’s CNIC update case was received in the BISP Tehsil Office on 

May 29, 2012. The AC/DEO entered this case into CMS on the same day under reference 

IDID10135432. The AC/DEO also kept this case in Tehsil complaint file for CMS cases, and 

recorded on complaint register and assigned complaint reference no. update-941 to this case. 

However, Shamim Bibi did not receive any complaint/update acknowledgement from the 

BISP staff. 

 

After entering the complaint into CMS, the AC/DEO forwarded the complaint to the BISP 

Assistant Director (AD)/Supervisor for further processing. He verified the contents of the 

complaint and marked it as accepted. AD then forwarded the complaint to BISP Divisional 

Director for final decision. 

 

The BISP Divisional Director/Approver approved the contents of the complaint and marked it 

as accepted. The case has been resolved now, and the request status on the online tracking 

information of Shamim Bibi is reflecting as ‘accepted’. 

 

4.B Client Version 

 

Shamim Bibi made two visits to BISP tehsil office, first to lodge the case and second time for 

a follow up visit. Both times, she came alone by a rickshaw (taxi) after spending of Rs.60 

each time, and covered the distance of 35kms. However she is satisfied with the resolution of 

her complaint, and hopeful for the receiving of her cash grant. She considers Pakistan Post the 

best option for delivering cash grant at her door step. 

 

5. What have we learnt? 
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file and on 

complaint register which is used to note down only the complainant name and CNIC for 

physical tracking of a particular complaint record. The complainants who visit the office to 

remove CNIC discrepancies are given time period of 15 days for its resolution. 

 Shamim Bibi didn’t receive a discrepancy/eligibility letter from BISP informing her regarding 

the submission of missing CNIC information in the BISP office. 

 

6. Recommendations 
 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 

 BISP should ensure proper communication with the potential beneficiaries informing them 

regarding their eligibility and the discrepancy. 
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Grievance Case Study Number G-Q4-Southern Punjab-19 

Nature of Case Missing CNIC 

Complainant/ Beneficiary Shamim Mai 

Wife of: Qaswar Hussain 

Complainant, if not beneficiary herself  

Address Salar Wahan, Tehsil Kabirwala, District Khanewal 

CNIC Number 36102-9787501-4 

PSC form number 23487649 

Date Study Completed 30
th
 December 2012 

 

1. Receiver Woman/Complainant Profile and Background 
 

Shamim Mai w/o Qaswar Hussain is 26 years old woman living in Tehsil Kabirwala, District 

Khanewal. She has four daughters, and all of them are studying at school. Her husband works as a 

labourer, and earns about Rs.3000 per month. Shamim Mai is a housewife, and stays at home to 

look after her children, and to perform other domestic chores. 

 

She lives with her family in a two marla old Katcha house. The house consists of one room and an 

open kitchen. The locality, where she lives comprises of low income households mostly 

associated with labour work. The streets of the locality are unpaved with open drainage system.  

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Shamim Mai was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. The PSC survey of Shamim Mai’s household was conducted in June 

2011, and at that time she was not holding valid CNIC; therefore survey team didn’t record her 

CNIC number in the PSC survey form. She doesn’t know about the BISP eligibility criteria, and 

amazed how she got selected for the BISP cash grant. 

 

During an interview with TPE team, she quoted that, “if gets the BISP cash grant she will spend 

on her children’s education”. She considers Pakistan People’s Party (PPP) the owner of the 

program initiated this to help poor and needy people of Pakistan. Shamim Mai obtained her 

Benazir Debit Card (BDC) from BDC centre Kabirwala somewhere in September/October 2012 

(exact date not known). 

 

3. How did the Complaint Emerge? 
 

While describing her complaint, she mentioned that during PSC survey, she was not holding valid 

CNIC. However, survey team recorded only her husband’s CNIC number on the survey form. She 

submitted her CNIC at BISP Tehsil Office in August 2012, when her husband came to know from 

postman that her wife won’t get BISP cash grant without providing the photocopy of the CNIC in 

the BISP office.  

 

After knowing this, she went to BISP Tehsil Office on August 31, 2012 along with her husband 

on rented bike, and covered the distance of about 40kmsfrom her house. They spent around Rs300 

on travel expense.. 

 

At BISP Tehsil office, she met Assistant Complaint Officer (AC)/Data Entry Operator (DEO), 

who checked her status online and informed her regarding the eligibility and discrepancy. He 

asked her to submit the photocopy of her CNIC along with the written application. She obtained 

the photocopies of the documents from a shop and submitted them to the AC/DEO. 
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4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Kabirwala 

in March 2012. Shamim Mai’s CNIC update case was received in the BISP Tehsil Office on 

August 31, 2012, and the AC/DEO entered this case into CMS on the same day under ID 

10448235. He also kept this case in Tehsil complaint file for CMS cases, and assigned 

complaint reference no. update-1597 to this case. However, Shamim Mai did not receive any 

complaint/update acknowledgement from the BISP staff. 

 

After entering the complaint into CMS, the AC/DEO forwarded the complaint to the BISP 

Assistant Director (AD)/Supervisor for further processing. He verified the contents of the 

complaint and marked it as accepted; AD then forwarded the complaint to BISP Divisional 

Director for final decision.  

 

The BISP Divisional Director/Approver after receiving the complaint approved the contents 

of the complaint and marked it as accepted. The case has been resolved now and the request 

status on the online tracking information of Shamim Mai is reflecting as ‘accepted’. 

 

4.B Client Version 

 

Shamim Mai made two visits to BISP tehsil office, first to lodge the case and second was for 

a follow up visit. Both times her husband accompanied her on a rented bike, and spent Rs.300 

each time. The distance between her house and BISP office is around 40kms. However she is 

satisfied with the resolution of her complaint, and positive for the receiving of her cash grant. 

She considers Pakistan Post the best option for delivering cash grant at her door step.  

 

5. What have we learnt? 
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file which is used to 

note down only the complainant name and CNIC/application for physical tracking of a 

particular complaint record. The complainants who visit the office to remove CNIC 

discrepancies are normally given time period of 15 days for resolution. 

 Shamim Mai didn’t receive a discrepancy/eligibility letter from BISP informing her regarding 

the submission of missing CNIC information in the BISP office. 

 

6. Recommendations 
 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 

 BISP should ensure proper communication with the potential beneficiaries informing them 

regarding their eligibility and the discrepancy. 
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Grievance Case Study Number G-Q4-Southern Punjab-20 

Nature of Case Missing CNIC 

Complainant/ Beneficiary Shiman Bibi 

Wife of: Muhammad Sharif 

Complainant, if not beneficiary herself  

Address Basti Rajwali, Islampura Tehsil & District Bahawalnagar 

CNIC Number 3110-11907123-6 

PSC form number 27465925 

Date Study Completed 8
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Shiman Bibi w/o Muhammad Sharif is 53 years old illiterate woman, living in Tehsil and District 

Bahawalnagar. She has four children including one son and three daughters. None of them are 

enrolled at school. Her husband works as a labourer and earns about Rs.4000 per month. She is a 

house wife, and looks after her children while performing other domestic chores. She lives in a 

three marla pacca house. The house consists of one room and an open kitchen. The locality where 

she lives comprises of low income households, who belongs to same family/caste associated with 

labour work. There is good road infrastructure, and all streets are paved. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Shiman Bibi was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. The PSC survey of the household was conducted in June 2011 by a 

BISP survey team. Shiman Bibi doesn’t know about the BISP eligibility criteria, and wondered 

how she had been selected for the BISP cash grant. During an interview with the TPE team, she 

quoted that, “If she gets BISP cash grant it would help her in running kitchen expenses”. She 

considers Pakistan People’s Party (PPP) the owner of the BISP that has been started this to help 

poor and needy people of Pakistan. 

 

3. How did the Complaint Emerge? 
 

While describing her complaint, she mentioned that at the time of PSC survey, she was not 

holding a valid CNIC. Therefore, survey team didn’t record her CNIC number on the survey 

form. She only applied for her new CNIC in May 2012, when she came to know from 

neighbouring BISP beneficiary  and also from postman that she won’t be getting BISP cash grant 

unless she hold  valid CNIC and do submit it to BISP office. 

 

After getting her new CNIC, she visited BISP Tehsil Office for the first time on December 12, 

2012 alone, to know her survey status. The BISP Assistant Complaint Officer (AC)/Data Entry 

Operator (DEO) checked her status, and confirmed her eligibility with discrepancy in CNIC. The 

AC asked her to submit photocopy of her CNIC along with survey acknowledgement receipt in 

order to resolve her problem. She obtained the photocopies of the documents from nearby 

photocopier after paying Rs.15 and submitted to the AC/ DEO, he collected and kept them in a 

common file of BISP Case Management System (CMS) cases, and asked her to revisit the office 

after 30 days in order to know the result of her case. 
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4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office 

Bahawalnagar in March 2012. Shiman Bibi’s CNIC update case was received in the BISP 

Tehsil Office on December 12, 2012. The Assistant Complaint Officer/DEO entered this case 

into CMS on the same day underUpdate_ID10961582 He also registered this case in Tehsil 

complaint register for CMS cases and assigned Diary No.2081 to this case. However, Shiman 

Bibi did not receive any complaint/ update acknowledgement from the BISP staff, and was 

asked to revisit the office after 30 days. 

 

After lodging the complaint, the DEO forwarded it to BISP Tehsil Assistant Director (AD)/ 

Supervisor for further processing. The Supervisor verified the contents of the complaint and 

marked it as accepted. The complaint was then forwarded to the concluding authority i.e. the 

Divisional Director/Approver for final decision. 

 

The BISP Divisional Director/Approver approved the contents of the complaint and marked it 

as accepted. The case has been resolved and the request status on the online tracking 

information of Shiman Bibi is reflecting now as ‘accepted’.   

 

4.B Client Version 

 

Shiman Bibi visited BISP Tehsil Office two times, first to lodge the case and second time for 

the follow of her registered complaint. She went BISP office both times by walk and covered 

the distance of 1 km. However, she is satisfied with the resolution of her complaint regarding 

CNIC update and hopeful to get BISP cash grant soon. 

 

5. What have we learnt? 
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file, and also 

maintains a complaint register, which is used to note down complaint detail for physical 

tracking of a particular complaint record. The complainants who visit the BISP office to 

remove CNIC discrepancies are given time period of 30 days for resolution. 

 The complainant did not receive any acknowledgement for future reference. 

 

6. Recommendations 
 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 

 After the implementation of CMS, discrepancies in CNIC do not take a long time to be 

removed; therefore the BISP staff should be given realistic timeline to the complainants with 

CNIC related complaints. 
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Grievance Case Study Number G-Q4-Southern Punjab-21 

Nature of Case CNIC Update 

Complainant/ Beneficiary Shukran Bibi 

Wife of: Muhammad Ismail 

Complainant, if not beneficiary herself  

Address Ghazi Ghullana Donga, Tehsil & District  Bahawalnagar 

CNIC Number 31101-1589491-4 

PSC form number 27539317 

Date Study Completed 8
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Shukran Bibi w/o Muhammad Ismail is 38 years old illiterate woman living in Tehsil and District 

Bahawalnagar. She has six children, and out them two daughters and two sons are studying at 

school. Her husband works as a labourer earns on average Rs.4000 per month. She is a house wife 

and looks after her children, while performing other domestic chores. She lives with joint family 

in a ten marla katcha house. The house consists of one room and an open kitchen. The locality, 

where she lives comprises of low income households who belongs to same family / caste 

associated with labour work. There is a lack of road infrastructure and all streets are unpaved. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Shukran Bibi was declared first ineligible BISP beneficiary (Due to higher PMT as 17.86) with 

discrepancy in CNIC after the Poverty Score Card (PSC) survey. The PSC survey of the 

household was conducted in June 2011 by a BISP survey team. Her eligibility appeal has been 

accepted on August 27, 2012. Shukran Bibi now knows that she has been selected for cash grant 

due to her four children under age of 12 years. During an interview with the TPE team, she quoted 

that, “BISP cash grant would support her for household expenses”. She considers Pakistan 

People’s Party (PPP) the owner of the BISP has started this to help poor and needy people of 

Pakistan. 

 

3. How did the Complaint Emerge? 
 

While describing her complaint, she mentioned that although, she had a valid CNIC at the time of 

survey but the survey team only asked for her household head’s CNIC. She came to know from 

her husband regarding the provision of the photocopy of her valid CNIC at BISP Tehsil Office. 

She got to know that the submission of photocopy of her CNIC at BISP is mandatory in order to 

avail BISP monthly cash grant. After knowing this, she went to BISP Tehsil Office second time 

on December 27, 2012 alone, by bus, and by spent Rs.200 on fare, and covered a round trip of 

30kms from her house. 

 

At BISP office, she met with the Assistant Complaint Officer (AC) and informed her regarding 

the purpose of visit. AC confirmed her approval of her eligibility appeal, and the discrepancy in 

CNIC. He asked her to submit a photocopy of her CNIC along with PSC survey receipt, so that 

they can proceed her case and generate monthly cash transfer for her. She obtained the required 

photocopies from nearby photocopier after spending Rs.15 and submitted to AC. He recorded it in 

the complaint register; however she was not given any complaint acknowledgement for future 

reference. 
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4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office 

Bahawalnagar in March 2012. Shukran Bibi’s CNIC update case was received in the BISP 

Tehsil Office on December 27, 2012 and the Assistant Complaint/DEO entered this case into 

CMS on the same day under reference ID11022586.AC/DEO also registered this case in 

Tehsil complaint register for CMS cases, and assigned Diary No.2288 to this case. However, 

Shukran Bibi did not receive any complaint/ update acknowledgement from the BISP staff, 

and was asked to revisit the office after 30 days. 

 

After lodging the complaint, the DEO forwarded it to BISP Tehsil Assistant Director (AD)/ 

Supervisor for further processing. The Supervisor verified the contents of the complaint and 

marked it as accepted. The complaint was then forwarded to the concluding authority i.e. the 

Divisional Director/Approver for final decision. 

 

The BISP Divisional Director/Approver approved the contents of the complaint and marked it 

as accepted. The case has been resolved now and the request status on the online tracking 

information of Shukran Bibi is reflecting as ‘accepted’. 

 

4.B Client Version 

 

Shukran Bibi visited BISP Tehsil Office twice to register the complaint. First she came with 

her husband, and second time she came alone by public transport, by covering the distance of 

30kms, and spent Rs.200. However she is hopeful for the resolution of her complaint 

regarding CNIC update and also hopeful to get BISP cash grant soon. 

 

5. What have we learnt? 
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file and also 

maintains a complaint register which is used to note down complaint detail for physical 

tracking of a particular complaint record. The complainants who visit the office to remove 

CNIC discrepancies are given time period of 30 days for resolution. 

 The complainant did not receive any acknowledgement for future reference. 

 

6. Recommendations 
 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 

 After the implementation of CMS, discrepancies in CNIC do not take a long time to be 

removed; therefore the BISP staff should be given realistic timeline to the complainants with 

CNIC related complaints. 
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Grievance Case Study Number G-Q4-Southern Punjab-22 

Nature of Case Missing CNIC 

Complainant/ Beneficiary Zainab Bibi 

Wife of: Liaqat Ali 

Complainant, if not beneficiary 

herself 

 

Address Chak 232/EB, Tehsil & District Vehari 

CNIC Number 36603-0379054-4 

PSC form number 26016900 

Date Study Completed 2
nd

 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Zainab Bibi w/o Liaqat Ali is 50 years old woman living in Tehsil & District Vehari. She has five 

children including three sons and two daughters. They all are illiterate. Her husband works as a 

labourer and earns about Rs.4000 per month. Zainab Bibi is a housewife and stays home to look 

after her children and to perform other domestic chores. 

 

She lives with her family in a five Marla katcha house. The house consists of one room and an 

open kitchen. The locality, where she lives comprises of low income households mostly 

associated with labour work and agriculture business. The streets of the locality are unpaved with 

open drainage system. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Zainab Bibi was declared potential BISP beneficiary with discrepancy in CNIC after the Poverty 

Score Card (PSC) survey. The PSC survey of Zainab Bibi’s household was conducted in June 

2011, and at that time she was not holding a valid CNIC; therefore the survey team didn’t record 

her CNIC number in the PSC survey form. She doesn’t know about the BISP eligibility criteria, 

and amazed how she got selected for the BISP cash grant. 

 

During an interview with TPE team, she quoted that, “if gets the BISP cash grant she will spend it 

on her daughter wedding”. She considers Pakistan People’s Party (PPP) the owner of the program 

initiated this to help poor and needy people of Pakistan. Furthermore, Zainab Bibi obtained her 

Benazir Debit Card (BDC) from BDC centre Vehari on December, 2012. 

 

3. How did the Complaint Emerge? 
 

Zainab Bibi mentioned at the time of PSC survey, she was not holding valid CNIC. She only 

applied for her new CNIC in August 2011, when she came to know from the neighbouring BISP 

beneficiary that she won’t be getting BISP cash grant unless she has valid CNIC. 

 

After getting her new CNIC, she visited BISP Tehsil Office for the first time in October 2012 

alone, to know her survey status. The BISP Assistant Complaint Officer (AC)/ Data Entry 

Operator (DEO) checked her status, and confirmed her eligibility along with discrepancy in 

CNIC. The AC asked her to submit photocopy of her CNIC and survey acknowledgement in order 

to resolve her problem. She obtained the photocopies of the documents from nearby photocopier 

after paying Rs.15 and submitted to AC/ DEO, he kept them in a common file of BISP Case 

Management System (CMS) cases, and asked her to revisit the office after 30 days in order to 

know the result of her complaint. 
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4. Processing of the Case 
 

4.A Provider Version 

 

BISP CMS (Case Management System) became operational at BISP Tehsil Office Vehari in 

March 2012. Zainab Bibi’s CNIC update case was received in the BISP Tehsil Office on 

October 19, 2012. The AC/DEO entered this case into CMS on the same day under reference 

ID10718322. The AC/DEO also kept this case in Tehsil complaint file for CMS cases, and 

assigned complaint reference no. update-1552-CMS-VHR to this case. However, Zainab Bibi 

did not receive any complaint/update acknowledgement from the BISP staff. 

 

After entering the complaint into CMS, the AC/DEO forwarded the complaint to the BISP 

Assistant Director (AD)/Supervisor for further processing. He verified the contents of the 

complaint and marked it as accepted; AD then forwarded the complaint to BISP Divisional 

Director for final decision. 

 

The BISP Divisional Director/Approver approved the contents of the complaint and marked it 

as accepted. The case has been resolved and the request status on the online tracking 

information of Zainab Bibi is reflecting as ‘accepted’. 

 

4.B Client Version 

 

Zainab Bibi made two visits to BISP tehsil office, first to lodge the case and the other was a 

follow up visit. Both times, she came on a rented bike, and spent Rs.200 each time by 

covering the distance of 16kms. However, she is satisfied with the resolution of her complaint 

and positive for the receiving of her cash grant. She considers Pakistan Post the best option 

for delivering cash grant at her door step. 

 

5. What have we learnt?  
 

 The BISP Tehsil staff keep CNIC related complaints record in a common file and also 

maintains a complaint register, which is used to note down complaint detail for physical 

tracking of a particular complaint record. The complainants, who visit the office to remove 

CNIC discrepancies, are given time period of 30 days for its resolution. 

 She didn’t receive BISP eligibility or discrepancy letter intimating her for the submission of 

her CNIC information in the nearest BISP office. She came to know about her eligilbity and 

discrepancy in CNIC during her visit to BISP tehsil office, which she made with commercial 

bike driver. 

 

6. Recommendations 
 

 Proper communication between complainants/beneficiaries and the BISP is recommended in 

regards of all missing information. 

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement to the complainants. 
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Grievance Case Study Number: G-Q4-Southern Punjab-23 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Jannat Bibi 

Wife of: Muhammad Irshad 

Complainant, if not beneficiary herself:  

Address: Village Bait Boga, Tehsil & District Bhakkar. 

CNIC Number: 38101-0503672-0 

PSC form number: 15679381 

Date Study Completed 3
rd

 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Jannat Bibi w/o Muhammad Irshad is 33 years old illiterate woman. She is the mother of five 

children including two sons and three daughters. Three of her children including one son and two 

daughters are attending the school at the moment, while her other children are still young to enrol 

at school. The age of her eldest child is 10 years, while her youngest child is 04 years of age. Her 

husband works as a labourer with mason, and gets average remuneration of Rs.9000 per month. 

There is no other source of income for the household. 

 

She lives with her family in a four marlaa semi-pacca, owned house that consists of two rooms, a 

wash room and an open kitchen. The streets are paved with open drainage system. Almost all the 

houses in their locality are dwelled by the labour class, having same socio economic status.    

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Jannat Bibi was not selected as BISP beneficiary under the parliamentarian phase, and she has no 

information about that phase of BISP. However, she was surveyed for Poverty Score Card (PSC) 

phase by the enumerators in March 2011 at her door step. She also received the survey 

acknowledgement slip from the survey team for reference. She was not holding valid CNIC at the 

time of survey and at the instruction of enumerators; she applied for her CNIC in NADRA, and 

received it in May 2011. She did not receive any BISP letter regarding her eligibility and 

discrepancy in BISP program. 

 

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

assets left behind by the Benazir Bhutto. So far, she had not received any BISP amount, and she 

has planned to utilize BISP cash grant for the purchase of groceries. 

 

In October 2012, Jannat Bibi listened from her neighbouring beneficiaries regarding distribution 

of Benazir Debit Card for the withdrawal of BISP instalments. She was also advised to visit the 

BISP Tehsil office and collect her BDC. She informed that earlier she had not received any BISP 

amount, and she has no idea whether BISP will issue BDC at her name or not? She was advised 

that whatever is the situation, she needs to visit the BISP office to check her status in BISP. 

  

A week later, she visited along with her husband to the BISP office situated on the distance of 

around 60kmsfrom her locality. She went by public transport bus and then by  Ching Chi 

rickshaw (taxi), and incurred cost of Rs.190 for round trip to BISP office. 

 

3. How did the Complaint Emerge? 
 

In BISP office she met Assistant Director (AD) whom she found courteous and cooperative. She 

asked and informed AD that she had not received any BISP amount while her neighbouring 
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beneficiaries had received. AD asked for her CNIC & PSC slip and checked her online tracking 

information available on BISP website. She was informed about her acceptance in BISP along 

with discrepancy in her CNIC.  

 

AD further observed and informed that her name mentioned on CNIC is Jannat Bibi w/o 

Muhammad Irshad, however, in PSC form her name has been mentioned as Zainab Bibi w/o 

Muhammad Irshad. At this, the AD asked some questions from the beneficiary pertaining to her 

household, and compared it with the informations mentioned in her PSC form. Afterwards, she 

was given a complaint template with instruction to get a print of complaint template on a stamp 

paper amounting of Rs. 20. She was further advised to attach copy of her CNIC, her husband’s 

and father in law’s CNIC, and then submitted it to BISP office for complaint registration and 

resolution. 

 

On same day, her husband managed to get a print of complaint template on a stamp paper by 

spending the facing cost of Rs.50. After completing the documents Jannat Bibi submitted the 

documents, and given a contact phone number to Assistant Complaint Officer (AC). She did not 

receive any complaint acknowledgement slip for future reference, but advised by the AC to check 

her complaint status after one month. 

 

4. Processing of the Case 
 

4.A Provider Version 

 

CNIC update request of Jannat Bibi was received in the BISP Tehsil Office in November 

2012. It was registered in the BISP Tehsil Complaint Register and a serial number 877 was 

assigned to this complaint. 

 

The AC/DEO registered Jannat Bibi’s CNIC update request into the BISP Case Management 

System (CMS) on November 11, 2012 under request ID 10779831 for future reference. On 

the same date, the complaint was forwarded to Assistant Director (AD)/Supervisor for further 

processing. The Supervisor verified the contents of the complaint and after marking as 

‘accepted’ forwarded it to Divisional Director/ Approver for final decision. Jannat Bibi’s 

complaint was marked as ‘rejected’ by the Approver due to name mismatched. 

 

4.B Client Version 

 

The beneficiary visited the BISP Tehsil office two times, once to get information where she 

filed the complaint at the instruction of BISP staff while second visit that she did in first week 

of December 2012 for follow ups of her complaint. During second visit she was informed 

regarding rejection and disapproval of her complaint. The BISP staff informed her although 

they tried their best to resolve her complaint but due to some unclear policy regarding name 

mismatch her complaint had not resolved. 

 

The beneficiary seems to be disappointed over the rejection of her complaint. In this context, 

she mentioned if staff could not help her in resolving her issue then what was the need to get 

the documents. During interview she informed that she also went to village Numberdar for the 

resolution of complaint who telephonically discussed the situation with the AD. Afterwards, 

the Numberdar console her saying there is no need to worry and advised her to wait for about 

three months for the resolution of her complaint. 
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5. What have we learnt? 
 

 The receiver woman selected as BISP beneficiary as a result of Poverty Score Card Survey 

and she did not receive first BISP letter regarding her eligibility and discrepancy. With a lapse 

of around two years to the time of PSC survey, she came to know regarding her eligibility and 

discrepancy in BISP programme. 

 During discussion, AD informed that upon receiving this complaint, he discussed it with the 

Director Beneficiary Services BISP HQ. AD was advised to have a dialogue with the 

beneficiary and asked question regarding her household, and further compare it with her PSC 

form. The AD was informed that if the information given by the beneficiary is correct then 

process her CNIC update request through CMS. AD was further advised to get an affidavit 

either on a paper or stamp paper from the concerned beneficiary regarding her complaint. The 

AD told he did what has been instructed him but it’s the Divisional Director who turned down 

the update request. The AD also talked to Divisional Director in regards of this complaint and 

mentioned about his discussion with Director Beneficiary Services HQ. However, the 

Divisional Director responded that he will not approve such cases until he receives some clear 

instruction and guidance from headquarters. 

 The concerned BISP Tehsil office has received and registered around 300 such unique cases, 

and all of them get stuck in BISP office due to unclear policy, and further due to unclear 

concepts of staff about functioning of CMS. 

 The BISP staff has maintained a register for the recording of different beneficiary’s service 

related complaints. The staff receives grievance related complaints on a template that is made 

available in nearby photocopier in Rs.10. 

 The AD suggested that there is a strong need for CMS refresher training and for this purpose 

concerned Divisional Director should be invited on priority. He further mentioned that HQ 

should properly communicate and circulate certain changes and modifications in programme 

through proper channel.  

 There seems to be a communication gap between the BISP and beneficiaries as most of the 

beneficiaries do not know about their eligibility or discrepancy status and, how and what to 

do in case of any complaint? 

 

6. Recommendations 
 

 There is a need to ensure delivery of eligibility/discrepancy letter to the beneficiary. There is 

also a need to bring awareness in beneficiaries with program packages and its criteria. For 

this, TV dish cable, radio and announcement can be used, so that people do not have to suffer 

and wait. 

 BISP staff training (refresher) on CMS should be arranged in order to improve staff 

understanding of lodging and processing cases through CMS. 

 BISP staff should send and share scanned copies of such like cases to approver for 

authentication so that the approver may approve the complaint with confidence. 

 Information updates/complaints form should be sent to beneficiaries or made available in 

BISP Tehsil and divisional offices in order to facilitate the complainants/beneficiaries.   
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Grievance Case Study Number: G-Q4-Southern Punjab-24 

Nature of Case: Household Head Conflict 

Complainant/ Beneficiary: Parveen Mai 

Wife of: Imtiaz Hussain 

Complainant, if not beneficiary herself:  

Address: Village Kararri, Kot # 01, Tehsil & District Bhakkar. 

CNIC Number: 38101-8526401-2 

PSC form number: 15654850 

Date Study Completed 3
rd

 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Parveen Mai is 33 years old, married and illiterate woman. She is the mother of seven children 

including three sons and four daughters. Five of her children including three sons and two 

daughters are studying at the school, while other two children are too young to go school. The age 

of her eldest child is 14 years while her youngest child is 03 years of age. Her husband works as a 

labourer with mason and gets the remuneration of Rs8000 in a month. There is no other source of 

income for the household. 

 

She lives with her family in a three marla semi-pacca owned house that consists of two rooms, a 

wash room and an open kitchen. The streets are paved with open drainage system. Almost all the 

houses in their locality are dwelled by the labour class having same socio economic status. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Parveen Mai was not selected as BISP beneficiary under the parliamentarian phase, and she has 

no information about that phase of BISP. However, she was surveyed for Poverty Score Card 

(PSC) phase by the enumerators in February 2011 at her door step. She also received the survey 

acknowledgement slip from the survey team. She also possessed a valid CNIC at the time of 

survey that she shared with the enumerators. She did not receive any BISP letter regarding her 

eligibility and discrepancy in BISP program. 

 

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

Pakistan People’s Party to help and support the poor people. So far, she had not received any 

BISP amount, and has planned to utilize BISP cash grant for the purchase of groceries and other 

household items. 

 

In September 2012, Parveen Mai listened about distribution of Benazir Debit Card for the 

withdrawal of BISP cash grant. Parveen Mai discussed the matter with her husband and a week 

later she visited the BISP office situated at a distance of around 40kms from her locality. She 

went along with her husband and covered the distance by bus and further by Ching Chi rickshaw, 

and incurred cost of Rs.160 for round trip to BISP office. 

 

3. How did the Complaint Emerge? 
 

In BISP office, she met with the Assistant Director (AD) whom she found courteous and 

cooperative. She asked and informed BISP AD that she was surveyed along with her 

neighbouring beneficiaries, but she had not received any BISP amount while her neighbouring 

beneficiaries had received. The BISP AD asked for her CNIC & PSC slip and checked her online 

tracking information available on BISP website. She was informed about her acceptance in BISP 

programme and further about discrepancy regarding duplication of household head in her PSC 
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form. She was further informed that the enumerators at the time of survey erroneously reported 

her and her husband’s name as household head which caused the confliction and discrepancy in 

her survey form. She was further informed that she could not get the cash grant installments till 

the settling of imposed discrepancy. On asking regarding its resolution, she was advised to submit 

a written complaint along with copy of her own and also a copy of her husband’s CNIC.   

 

On same day, her husband managed to get copies of CNICs and also a written complaint with the 

assistance of Assistant Complaint (AC). After completing the documents Parveen Mai submitted 

the documents and a contact phone number to AC. She did not receive any complaint 

acknowledgement slip for future reference but advised by the AC to check her complaint status 

after one month. 

 

4. Processing of the Case 
 

4.A Provider Version 

 

The update request of Parveen Mai was received in the BISP Tehsil Office in October 2012. It 

was registered in the BISP Tehsil Complaint Register and a serial number 1011 was assigned 

to this complaint. 

 

The AC/ DEO launched Parveen Mai request into the BISP Case Management System (CMS) 

on October 05, 2012. CMS has generated an Update_ID 10631805 for future reference. In the 

same date, the complaint was forwarded to Assistant Director (AD)/ Supervisor for further 

processing. The Supervisor verified the contents of the complaint and after marking as 

‘accepted’ forwarded it to Divisional Director/ Approver for final decision. Parveen Mai 

complaint was marked as ‘accepted’ by the Approver. 

 

Although, the under study complaint get resolved in October 2012, yet there is no potential 

beneficiary reflecting on BISP tracking information, when last checked on March 05, 2013. 

 

4.B Client Version 

 

The beneficiary visited the BISP Tehsil office three times, once to get information where she 

filed the complaint while the other two visits she did for follow up of her complaint. During 

third visit that she did in second week of December 212, she was informed regarding 

acceptance and approval of her complaint. She was further advised to wait and revisit the 

office after one month to get her BDC for the withdrawal of BISP installments. 

 

The beneficiary seems to be disappointed for not receiving BISP installments. In this context, 

she mentioned that if her complaint had been resolved then what is the need to wait for. She 

mentioned that as her complaint has been resolved so BISP should immediately send cash 

grant installments at her name. On asking regarding payment delivery mechanism she 

informed that she considers Pakistan Post is most suitable mechanism for the delivery of 

BISP installments at her door step rather than BDC and banking system. 

 

5. What have we learnt? 
 

 The receiver woman selected as BISP beneficiary as a result of Poverty Score Card Survey 

and she did not receive first BISP letter regarding her eligibility and discrepancy. With a lapse 

of around one and half year, she came to know regarding her eligibility and discrepancy in 

BISP programme. 
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 For the under study complaint, the enumerators at the time of survey reported both husband 

and wife’s name as head of the household that caused the confliction and discrepancy in 

beneficiary’s survey form. The BISP staff upon receiving the complaint processed it through 

CMS which gets resolve in October 2012. However, there is no potential beneficiary still 

reflecting on BISP online tracking information. 

 On physical complaint taken for the record of under study complaint, it has been requested by 

the beneficiary’s husband that to consider Parveen Mai as household head. However, in most 

of the cases it has been observed that the household is usually a male member but in this case 

the situation is vice versa. 

 The concerned BISP Tehsil office has received and registered around 10 such unique cases. 

Although, the BISP staff had processed all such cases through CMS yet there is no potential 

beneficiary reflecting on BISP online tracking information. 

 The BISP staff has maintained a register for the recording of different beneficiary’s service 

related complaints. The staff receives grievance related complaints on a template that is made 

available in nearby photocopier in Rs.10. 

 AD suggested that there is a strong need for CMS refresher training and for this purpose 

concerned divisional director should be invited on priority. He further mentioned that HQ 

should properly communicate and circulate certain changes and modifications in programme 

through proper channel.  

 The information update form was neither sent to the beneficiary nor available in BISP Tehsil 

office to record the correct information to update in the information system.  

 There seems to be a communication gap between the BISP and beneficiaries as most of the 

beneficiaries do not know about their eligibility or discrepancy status and, how and what to 

do in case of any complaint? 

 

6. Recommendations 
 

 There is a need to ensure delivery of eligibility/discrepancy letter to the beneficiary. There is 

also a need to bring awareness in beneficiaries with program packages and its criterion. For 

this, TV dish cable, radio and announcement can be used so that people do not have to suffer 

and wait. 

 BISP staff training (refresher) on CMS should be arranged in order to improve staff 

understanding of lodging and processing cases through CMS. 

 Information updates/complaints form should be sent to beneficiaries or made available in 

BISP Tehsil and divisional offices in order to facilitate the complainants/beneficiaries.   

 The practise of getting complaint on standardized format/template should be left undone and 

if it is necessary the staff should help the beneficiaries. 
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Grievance Case Study Number: G-Q4-Southern Punjab-25 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: Saleem Bibi 

Wife of: Amanat Ali 

Complainant, if not beneficiary herself: - 

Address: Chowk Azam, Ward 7, Tehsil Chubara & district Leiah. 

CNIC Number: 32203-5994135-0 

PSC form number: 2397866 

Date Study Completed 26
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Saleem Bibi is 58 years old, illiterate and widow woman. She has three children including one son 

and two daughters. None of her children are married. The age of her eldest child (daughter) is 22 

years while her youngest child (son) is 16 years of age. Her youngest son works as a labourer with 

mason and gets the remuneration of Rs. 9000 in a month provided that he works for the whole 

month. There is no other source of income for the household. 

 

Saleem Bibi lives with her family in a five Marla semi-pacca self owned house which comprises 

two rooms, a washroom and an open kitchen. Most of the streets including the one leads to her 

house are unpaved with open drainage system. 

 

2. Receiver Woman /Complainant Relationship with BISP 
 

Saleem Bibi was declared BISP beneficiary under phase-II of the program after the Poverty Score 

Card (PSC) survey. Her PSC survey was conducted in February 2010 by a survey team at her 

door step at ward 7. After the completion of the ‘survey’, the survey team provided her a survey 

receipt for future reference. According to Saleem Bibi, she was charged Rs. 100 by the 

enumerators for filling her PSC form. She had a valid CNIC at the time of PSC survey but she did 

not share it with the enumerators. According to Saleem Bibi neither the enumerators asked for her 

CNIC nor she herself presented. Furthermore, she did not receive a BISP letter regarding her 

eligibility and discrepancy in BISP. 

 

Saleem Bibi does not know much about BISP but considers BISP as a cash grant programme for 

the poor and deserving people. She quoted “BISP Peoples party da Ghareeban Di Imdaad laye 

Program Aay” (BISP is a program initiated by PPP to financially support the poor). She wants to 

spend BISP cash grant on purchasing groceries and other household items. 

 

3. How did the Complaint Emerge? 
 

According to Saleem Bibi, in October 2012, a notable (school principal) visited her house and 

informed about her eligibility and discrepancy in BISP. On asking about her CNIC, she shared it 

with the notable who advised her to visit the BISP Tehsil office and submit its photocopy of it in 

BISP office. A day later Saleem Bibi alone visited the BISP Tehsil office situated at a distance of 

about 40KM from her locality. She went by Ching Chi rickshaw and bus and spent Rs. 130 for the 

round trip to BISP office. She also carried the photocopies of her CNIC and PSC survey slip at 

the time of visit to BISP office. 

 

At BISP office, she met with Assistant Complaint officer (AC)/ Data Entry Operator (DEO), who 

was courteous and cooperative. She shared her purpose to visit the BISP office and further copies 

of her CNIC and PSC slip. The AC checked her online tracking information and informed that she 
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has been selected as BISP potential beneficiary; however her cash grant will be generated after 

the removal of discrepancy in her CNIC i.e. BISP does not have her CNIC record for cash grant 

generation. Saleem Bibi submitted a copy of her CNIC and a contact phone number to BISP AC 

who advised her to check her complaint status after a month. She did not receive complaint 

reference number for future reference but BISP staff provided her landline number of BISP office 

so that she may contact in BISP office telephonically to get information. 

 

4. Processing of the Case 
 

4.A Provider Version 

 

The BISP Case Management System (CMS) became operational at BISP Tehsil office in third 

week of March 2012. The complaint of Saleem Bibi was successfully launched by the 

Assistant Complaint (AC)/ Data Entry Operator (DEO) into CMS on October 09, 2012 and 

forwarded to BISP Assistant Director (AD)/ Supervisor for further processing. After the 

complaint of Saleem Bibi was successfully launched, the system generated “Update_ID 

10651995” for future reference. The BISP staff also registered this complaint into Tehsil 

complaint register for CMS and assigned complaint diary/ reference number UPC-01-91012 

to it. However, no complaint/ update acknowledgement was given to the complainant for 

future reference. 

 

After receiving the complaint from DEO, the Supervisor verified the contents of the 

complaint and marked it as ‘accepted’ and forwarded it to BISP Divisional Director/Approver 

for final decision. The Approver also performed the necessary verifications and marked the 

complaint ‘accepted as shown on the BISP online tracking updates of the beneficiary. 

 

4.B Client Version 

 

The beneficiary visited the BISP Tehsil office five times; first visit to lodge the complaint 

while the two visits, she did for follow up of her complaint. During a follow up visit that she 

did in first week of December 2012 she gathered from BISP staff about the resolution of 

complaint. However, the staff further advised her to wait for about two months to get her 

mobile phone for the withdrawal of BISP cash grant installments. After the resolution of 

complaint Saleem Bibi has frequently visited the BISP Tehsil office to get her mobile phone, 

but, each time she was informed that mobile phone delivery service has been suspended to the 

restriction imposed by PTA regarding issuance of SIM. 

 

The beneficiary seems to be disappointed and was not sure whether she will get the BISP 

money orders or not. She did not try to influence the complaint process as she mentioned that 

she did not know anyone who can help her in resolving this issue soon. However, she 

mentioned that she has spent about 1,000 rupees during travel and visits to BISP office, but, 

in return she did not get the cash grant installments yet which is quite embarrassing to her. 

 

5. What have we learnt? 
 

 In this particular case, the beneficiary has declared eligible with discrepancy in CNIC but 

BISP headquarters did not inform her about eligibility and discrepancy through postal letter. 

However, the beneficiary was informed by a notable about her eligibility and discrepancy in 

BISP programme. Following the instruction of notable she visited the BISP office and lodged 

the complaint for the settling of imposed discrepancy and to receive BISP installment. 
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 According to beneficiary, the enumerators charged her Rs.100 for filling her PSC form. The 

enumerators did not ask and sensitize the beneficiary about the importance of CNIC and 

consequently the beneficiary failed to get BISP installments. 

 In district Leiah, the payment mode is Mobile Phone. Although the CNIC information of 

Saleem Bibi has been updated in the BISP record, however, beneficiary frequently visited the 

BISP office to get her mobile phone for the withdrawal of BISP installments. But, in 

concerned BISP office the mobile phone service has been temporary suspended since two 

months due to the restriction imposed by the PTA (Pakistan Telecommunication Authority) 

regarding issuance of mobile phone SIM. As per PTA rules and regulation which has been 

implemented on December 01, 2012, is that only the authorized retailer (registered franchises) 

can sale the mobile phone SIM. Since then, the mobile phone delivery service in district Leiah 

has been suspended and there is no new mechanism and policy has been defined by the BISP 

for the issuance of mobile phone to beneficiaries. Accordingly, the beneficiary could not get 

her mobile phone and BISP amount. Also, there is no payment detail available at BISP 

website while tracking through CNIC and PSC form number of the beneficiary. 

 It has been observed that the beneficiary’s real name mentioned on her CNIC is Saleem Bibi, 

however, mentioned as Naseem by the enumerators at the time of survey. The staff probably 

did not observe this fact and also the beneficiary has no information about the said element. In 

such situation, the beneficiary will certainly receive a refusal from NADRA counter at the 

time of getting her mobile phone because of name mismatched. Also the BISP staff and 

management did not observe it and they simply approve the update request. In this situation, 

the beneficiary will have to wait a long to receive BISP installments through Pakistan Post. 

 The BISP staff gets a photocopy of beneficiary’s CNIC for CNIC update cases. After getting 

it, the staff enters it in a register and then compile the copies of beneficiary’s CNIC in a file 

maintained by the staff for the recording of CNIC update cases. The staff mentioned the 

beneficiary’s name, CNIC number, contact number, address and nature of complaint filed by 

the beneficiaries on a registered maintained for the recording of different beneficiary’s service 

related complaints. 

 The beneficiary during interview informed that although the BISP staff provided her landline 

number of BISP office, but, whenever, she tried to get contact in BISP office to get 

information the staff did not attend the phone call and she had to make visit to office.   

 

6. Recommendations 
 

 Proper and in time communication between complainants/ beneficiaries and the BISP is 

recommended. 

 In order to facilitate the beneficiaries, BISP should ask them to come with a telecom SIM 

which they can purchase from any of the registered franchise in Rs. 50-100. 

 Community meeting for BISP staff is recommended. BISP staff should chalk out UC wise 

field plan having agenda regarding sensitization and mobilization of discrepant households. 

 Information updates/complaints forms should be sent to beneficiaries or made available in 

BISP Tehsil and Divisional offices in order to facilitate the complainants/ beneficiaries. 
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Grievance Case Study Number: G-Q4-Southern Punjab-26 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Farhat Bibi 

Wife of: Saifullah 

Complainant, if not beneficiary herself:  

Address: Village Bubak Marali, Tehsil & district Narowal. 

CNIC Number: 34501-2079242-6 

PSC form number: 27173327 

Date Study Completed 5
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Farhat Bibi w/o Saifullah is 39 years old, illiterate working woman. She has five children 

including four sons and one daughter. All of her children are studying at the school. The age of 

her eldest child (daughter) is 14 years, while her youngest child (son) is 07 years of age. Her 

husband works as a labourer with mason and earns on average  Rs.7000 per month. Farhat Bibi 

also works as housemaid, and earns Rs.2000 per month. 

 

She lives with her family in a four marla semi-pacca owned house, which consists of two rooms, a 

washroom and an open kitchen. Most of the streets including the one leads to her house are paved 

with open drainage system. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Farhat Bibi was declared BISP beneficiary under phase-II of the BISP after the Poverty Score 

Card (PSC) survey. Her PSC survey was conducted in July 2011 by a survey team at her door step 

in village Bubak. After the completion of the ‘survey’, the survey team provided her a survey 

receipt for future reference. She was not holding valid CNIC at the time of PSC survey. 

Furthermore, she did not receive any BISP letter regarding her eligibility and discrepancy in 

BISP. 

 

She does not consider BISP a political program, and mentioned that Government of Pakistan is 

funding the program from Bait-ul-Maal. She wants to spend BISP amount for purchasing 

groceries and other household items. 

 

3. How did the Complaint Emerge? 
 

Farhat Bibi at the moment is working as housemaid at the house of a notable (village Numberdar). 

In July 2012, Numberdar received a list of discrepant households from BISP Tehsil office 

Narowal. Farhat Bibi’s name was also in that list. She was advised to visit NADRA office to get 

her CNIC for submission in the BISP tehsil office for getting cash grant installments. 

 

Farhat Bibi applied for CNIC in NADRA office after paying Rs.300 as normal fee charges. After 

three months in September 2012, she received her CNIC. In October 2012, Farhat Bibi went to 

BISP Tehsil office located on the distance of about 20kmsfrom her locality. She went along with 

her eldest daughter by Chingchi rickshaw (taxi) and spent Rs120 for round trip to BISP office. 

 

At BISP Tehsil office, she met the Assistant Director (AD)/ Supervisor who verified her 

eligibility along with discrepancy after checking her tracking information. He advised her to 

submit photocopy of her CNIC, and revisit the office after three weeks to check her complaint 

status. 
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4. Processing of the Case 
 

4.A Provider Version 

 

The BISP Case Management System (CMS) became operational at BISP Tehsil office in the 

middle of March 2012. Due to the unavailability of AC/DEO, the complaint of Farhat Bibi 

was received by the AD/ Supervisor in October 2012 and which was registered in the Tehsil 

complaint register bearing reference number (1824). An Update_ID 10637903 was generated 

by the CMS for future reference. However, Farhat Bibi did not receive any acknowledgement 

from BISP staff. The case was then forwarded in the account of Assistant Director (AD)/ 

Supervisor for further processing.  

 

After receiving the complaint, the Supervisor verified the contents of the complaint, and 

marked it as ‘accepted’ and forwarded it to BISP Divisional Director/ Approver for final 

decision. The Approver also performed the necessary verifications and marked the complaint 

‘accepted as shown on the BISP online tracking updates of the beneficiary. 

 

4.B Client Version 

 

The beneficiary visited the BISP Tehsil office five times. First time she went to lodge the 

complaint while the second visit for collection of BDC. During the follow up visits, she was 

informed that her CNIC update record has not been updated and shared with NADRA 

database, and was advised to revisit the office in two weeks. During interview, the beneficiary 

informed that a week later she revisited the office with the reference slip of Numberdar but 

received the same response from BISP staff that her CNIC update record has not yet uploaded 

in NADRA record and database. 

 

Farhat Bibi is greatly disappointed over the delay in getting her BDC Card. She considers that 

her complaint has not been resolved and the BISP staff at the reference and good will of 

Numberdar informing that her complaint has been resolved. She further mentioned that if her 

complaint has been resolved then what is the delay in delivery of BDC and cash grant 

installments. Although, she is happy with the attitude and cooperation of BISP staff but she is 

not happy with BISP complaint resolution mechanism. 

 

5. What have we learnt? 
 

 In this particular case, the beneficiary has declared eligible with discrepancy in PSC phase, 

but BISP HQ did not inform the beneficiary regarding her eligibility and discrepancy through 

postal letter. She was informed by notable regarding her eligibility and discrepancy with 

instructions to apply for her CNIC and further submit a copy of it in BISP office. 

 There is no complaint register has maintained by the BISP staff for the recording of different 

beneficiary services related complaints. The staff after collecting copies of CNIC from the 

complainants/ beneficiaries placed them in a polythene envelope without segregation and 

distinction of complaints category, date and month etc. making it difficult to track back the 

complaint record. 

 During discussion, the AD informed that timely sharing of CMS update with NADRA 

database is a burning issue at the moment. In the context, the AD mentioned that most of the 

update requests although get approved in a give time frame, however those updates took 

around two/three months for sharing with NADRA database. The AD further informed that 

BISP management is asking and pressurizing the Tehsil staff to accomplish the BDC issuance 

target, but, when such like problems and issues discussed with the management they consider 

it better to keep quiet rather than listening and resolving those problems. 
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 The concerned Tehsil office AC has been temporary appointed in DG office for the recording 

and short listing of different staff positions recruitment. The AC had placed the office record 

in a locked cupboard and leave for DG office. The BISP AD during meeting with the help of 

Naib Qasid and Chowkidar unbolt and unbar the cupboard and shared the record maintained 

by the AC. 

 

6. Recommendations 
 

 Proper and in timely communication between complainants/beneficiaries and the BISP is 

recommended. 

 BISP management should arrange a meeting with NADRA authorities and the problems 

which are acting as hindrance should be shared, and highlighted so that the BISP Tehsil office 

staff may speed up their progress.  

 BISP staff training on CMS should be arranged in order to improve the staff understanding of 

lodging and processing cases through CMS. 

 BISP management should arrange different trainings at certain time for the capacity building 

of deputed staff. For this an effective training needs assessment (TNA) exercise may be 

applied focusing towards individual and occupational assessment. 

 Information updates/complaints forms should be sent to beneficiaries or made available in 

BISP Tehsil and Divisional offices in order to facilitate the complainants/ beneficiaries. 

 BISP Management should keep and maintained updated record on BISP website in order to 

avoid any confusion and misunderstanding. 
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Grievance Case Study Number: G-Q4-Southern Punjab-27 

Nature of Case: Missing CNIC 

Complainant/ Beneficiary: Kausar Parveen 

Wife of: Sultan Ahmed 

Complainant, if not beneficiary herself:  

Address: Village Jonda Panwan, Tehsil & district Narowal. 

CNIC Number: 34501-7571760-6 

PSC form number: 27273294 

Date Study Completed 15
th
 January 2013 

 

1. Receiver Woman/Complainant Profile and Background 
 

Kausar Parveen is 42 years old, married and illiterate woman. She has five children including four 

sons and one daughter. All of her children are attending the school at the moment. The age of her 

eldest child (son) is 13 years while her youngest child (son) is 07 years old. Her husband works as 

a labourer in agricultural land owned by a local notable. He gets remuneration of Rs.8000 per 

month, and also some seasonal food stuff as a bonus provided by the land owner. There is no 

other source of income for the household. 

 

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

washroom and an open kitchen. The streets are paved with open drainage system. Almost all the 

houses in their locality are dwelled by the labour class having same socio economic status. 

 

2. Receiver Woman/Complainant Relationship with BISP 
 

Kausar Parveen was declared BISP beneficiary under phase-II of the BISP program after the 

Poverty Score Card (PSC) survey. Her PSC survey was conducted in June 2011 by a survey team 

in village Jonda Panwan. After completing the survey form, she was given a survey receipt for 

future reference. According to Kausar Parveen, she was not holding valid CNIC at the time of 

PSC survey. Also she did not receive any BISP letter regarding her eligibility and discrepancy in 

BISP. 

 

She does not know much about BISP, but believes that it’s a donation made by the Pakistan 

People’s Party (PPP) for the poor, needy and deserving people. She wants to spend BISP amount 

for purchasing of groceries. 

 

According to Kausar Parveen, in June 2012, she observed the village postman distributing BISP 

MO to her neighbouring beneficiaries while camping in a school ground. She also went with the 

CNIC of her husband and PSC slip, and asked the postman about her MO. The postman checked 

her record and informed that he has no BISP MO under her name. She was advised to visit the 

BISP Tehsil office located at a distance of about 25kmsfrom her locality to check, and to confirm 

her eligibility status in BISP. Two days later, she went alone to BISP office by walk and then by 

van and spent Rs.120 for round trip to BISP office. 

 

3. How did the Complaint Emerge? 
 

At BISP office, she met with the Assistant Director (AD) whom she found courteous and 

cooperative and shared her purpose to visit the BISP office. AD checked her online tracking 

information and informed her about the eligibility and further nature of discrepancy regarding 

missing CNIC. On asking about CNIC, she informed that she was not holding a valid CNIC. At 

this AD advised her to visit the NADRA office and applied for her CNIC. She was further 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 2 - Grievance Case Studies 

G-Q4-Southern Punjab-27 
 

J40252715 

GHK Consulting Ltd. 322 

instructed that after getting her CNIC submit a copy of it in BISP office to remove the imposed 

discrepancy and further to receive BISP installments. 

 

A week later Kausar Parveen applied for her CNIC in NADRA office Narowal by spending Rs. 

300, and got it in three months in October 2012. After getting her CNIC she got a copy of it and 

submitted to AD. She did not receive any complaint acknowledgement slip for future reference, 

but advised by AD to revisit the office in three weeks and check her complaint status.  

 

4. Processing of the Case 
 

4.A Provider Version 

 

The BISP Case Management System (CMS) became operational at BISP Tehsil office by mid 

March 2012. Due to the unavailability of AC/DEO, the complaint of Kausar Parveen was 

received by the AD/Supervisor in October 2012. It was successfully registered by the DEO 

into CMS on October 06, 2012, and which was registered in the Tehsil complaint register 

bearing reference number (2343). An ID (10745072) was generated by the CMS for future 

reference. However, no complaint/update acknowledgement was given to the complainant/ 

beneficiary. 

 

After receiving the complaint from DEO, the Supervisor verified the contents of the 

complaint and marked it as ‘accepted’ and forwarded it to Divisional Director/Approver for 

final decision. The Approver also performed the necessary verifications and marked the 

complaint ‘accepted as shown on the BISP online tracking updates of the beneficiary.  

 

4.B Client Version 

 

According to Kausar Parveen, although her complaint was resolved during her second visit to 

BISP office, but she has to make several visits in BISP office to collect her BDC. Each time 

she was informed by AD that her CNIC update request got approved in BISP MIS, but that 

particular updation has not been updated in NADRA database. During a follow up visit which 

she did on January 08, she received the same response from AD, and was advised to revisit 

the office in two weeks. 

 

Kausar Parveen is much disappointed and frustrated over the delay in getting her BDC card 

and further for not receiving BISP installments. Although, she is much happy and satisfy with 

the behaviour of BISP staff, but not satisfied with BISP complaint resolution mechanism. 

 

5. What have we learnt? 
 

 In this particular case, the beneficiary has declared eligible with discrepancy in PSC phase but 

BISP HQ did not inform the beneficiary regarding her eligibility and discrepancy through 

postal letter. She at the instruction of village postman visited the BISP office where she 

gathered from AD regarding her eligibility and discrepancy. Following the instruction of AD 

the beneficiary applied for her CNIC and got it in three months by spending Rs.300. 

 There is no complaint register has maintained by the BISP staff for the recording of different 

beneficiary services related complaints. The staff after collecting copies of CNIC from the 

complainants/ beneficiaries placed them in a polythene envelope without segregation and 

distinction of complaints category, date and month etc. making it difficult to track back the 

complaint record. 

 During discussion, the AD informed that timely sharing of CMS update with NADRA 

database is a burning issue at the moment. In the context, the AD mentioned that most of the 
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update requests although get approved in a give time frame, however those updates took 

around two/three months for sharing those update informations with NADRA database. The 

AD further informed that BISP management is asking and pressurizing the Tehsil staff to 

accomplish the BDC issuance target, but, when such like problems and issues discussed with 

the management they consider it better to keep quiet rather than listening and resolving those 

problems. 

 The concerned Tehsil office Assistant Complaint (AC) has been temporary appointed in DG 

office for the recording and short listing of different staff positions recruitment. The AC 

placed the office record in a locked cupboard and leave the for DG office. AD during meeting 

with the help of Naib Qasid and Chowkidar unbolt and unbar the cupboard and shared the 

record maintained by the AC. 

 

6. Recommendations 
 

 Proper and in timely communication between complainants/beneficiaries and the BISP is 

recommended. 

 BISP management should arrange a meeting with NADRA authorities and the problems 

which are acting as hindrance should be shared, and highlighted so that the BISP Tehsil office 

staff may speed up their progress.  

 BISP staff training on CMS should be arranged in order to improve the staff understanding of 

lodging and processing cases through CMS. 

 BISP management should arrange different trainings at certain time for the capacity building 

of deputed staff. For this an effective training needs assessment (TNA) exercise may be 

applied focusing towards individual and occupational assessment. 

 Information updates/complaints forms should be sent to beneficiaries or made available in 

BISP Tehsil and Divisional offices in order to facilitate the complainants/ beneficiaries. 

 BISP Management should keep and maintained updated record on BISP website in order to 

avoid any confusion and misunderstanding. 
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Case Number G-Q4-Balochistan-01 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: Bibi Ayisha 

Wife/Widow/Daughter of: Wife of Wahid Bux 

Complainant, if not beneficiary herself Fazal Ur Rehman Husband’s cousin  

Address Chakar Mari Tehsil Sani district Kachi 

CNIC Number 5310463796796 

PMT  

PSC form number 3342916 

Draft Case Study Date 31
st
 December 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary, Bibi Ayisha, wife of Ahmad, is 30 years old and educated to the primary level. 

She remains at her home to perform her household chores and takes care of her children. She 

fetches water from a well near her home, but her responsibilities do not end with this; she has to 

support her husband working in the fields of a land lord. Her husband works as a ‘Buzgar‘. The 

beneficiary has five children (two girls and three boys), who are all enrolled at schools. 

 

Her husband works as Buzgar and her whole family helps cultivate the fields of the landowner. 

After taking out all the expenditures from the time of cultivation, from net profit, 1/3 is given to 

Bibi Ayisha’s family as labour charges, which is mostly around Rs.100, 000 per year. In the start 

of the year they are financially strong enough strong as they get a bulk of money but at the end of 

year they mostly depend on credit. 

 

Her husband is the sole provider for the family and the rest of her family supports him. Most 

permanent villagers are poor and work on daily wages, at government or private jobs like Aysha’s 

husband. 

 

Her village is situated around 100 km away from BISP Divisional Office Naseerabad located in 

Dera Allah Yar. Her village has essential facilities such as drinking water, electricity, a Basic 

Health Unit and schools for boys and girls, but due to a high crime rate, local people from outside 

Tehsil Suni avoid coming here. 

 

She has seven more beneficiaries from her family they are her relatives, for instance her sister in 

law, and other close family members. However, all the beneficiaries live independently in 

separate houses. At the time of the PSC survey, being close relatives, all had their forms filled 

under one family head. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase, but in the second phase, she 

was declared an eligible beneficiary ‘with discrepancy’ for the monthly cash transfers. The 

beneficiary’s CNIC discrepancy was caused because at the time of the survey, the beneficiary did 

not have a computerised NIC issued by NADRA. 

 

She was not familiar with BISP or the location of its offices, but she came to know about it from 

her husband who made enquiries from the landlord and an activist of the area named Abdul 

Raheem. All she knew about the Programme was that the newly elected government had started it 

for poor people of Pakistan. The BISP Poverty Score Card survey team visited her home 

sometime in 2010 and she gave all the required information to them. The enumerator filled a form 

for her and gave her a slip of acknowledgement. She did not have valid CNIC at the time of 
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survey. 

 

She plans to spend the cash grant on her children’s education and food for her family, so that her 

husband may be relieved of some of his burden. 

 

3. How did the Complaint Emerge?  
 

When the first phase was completed and phase-two started, the postman started distributing 

Money Orders, in 2010, to the eligible beneficiaries of the PSC phase. AyishaBibi thought that 

she would also receive instalments of the BISP monthly cash grant, as at the time of survey she 

was also given an acknowledgement slip. However, she did not receive any thing from either 

BISP or the Post Office. 

 

Her husband visited the Post Office to collect her payments but he was told that his wife was not 

listed as a beneficiary according to Post Office records. In March 2011, her husband met with the 

Complaints Assistant at the BISP Divisional Office Naseerabad. The Complaints Assistant 

checked Ayisha Bibi’s status on the BISP website and found that she is eligible with discrepancy. 

 

He advised her husband to have a CNIC made for Ayisha Bibi and to submit a copy of it to the 

Divisional Office along with a request that her information be updated. 

 

4. Processing of the Complaint 
 

4.A Provider’s Version  

 

Ayisha Bibi’s husband submitted the copy of Ayisha’s CNIC along with an application to 

complaint assistant BSIP Divisional Office Naseerabad in March 2011. In the first week of 

April 2011 her application was sent to BISP DG Balochistan and BISP Headquarter for 

updates. 

 

At the end of 2011, all pending cases from Naseerabad Division were sent back with a note 

that very soon, in 2012, all pending cases will be responded to by their respective Divisional 

Office via the CMS. Till the end of June 2012 no action was taken on her application. On 

26
th
June 2012 a relative of the beneficiary’s named Rehman again visited the BISP Divisional 

Office Naseerabad and submitted a copy of Ayisha Bibi’s CNIC and an application requesting 

an update of her missing data. 

 

Her application and copy of her CNIC was received by the Complaints Assistant and was 

entered manually into the complaint register. 

 

As per the process of the CMS her case was duly entered in the CMS on 27
th
July 2012 which 

generated the CMS ID Number 10212809, which was given to the complainant to be used as 

a reference for the future. 

 

On the same day her case was forwarded, electronically, to the BISP Divisional Director for 

further processing and approval. He processed it and her case was resolved on the same day. 

In September 2012 her first payments were generated. 

 

4.B Client’s Version 

 

In March 2011, after getting basic information from the landlord and an activist of the area 

Abdul Raheem her husband visited the BISP Divisional Office Naseerabad and gave in a 
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written application with a copy of his wife’s CNIC and his CNIC as supporting documents, it 

took a whole day for him visit the BISP Divisional Office Naseerabad which is four hours 

distance from her home. Till the end of May no action was taken and in the hot summer of 

2012, the beneficiary received a letter from BISP which outlined her status and explained that 

she must submit a copy of her CNIC to have her issue resolved. 

 

Her 2
nd

 application was submitted on 27
th
June 2012, and one of her husband’s relatives. This 

time they submitted her application along with a copy of Ayisha Bibi’s and her husband’s 

CNIC as supporting documents. He paid Rs.30 for the printed copy of the complaint 

application which was available at a shop. He also paid Rs.5 for the photo copies of the 

CNIC. The complainant’s husband and his relative visited the BISP Divisional Office twice in 

total, from the processing of the application for the CNIC, to the submission of the 

application, to becoming an active beneficiary.The cost of each round trip was Rs.500. 

However, for these two visits, the complainant also had to request his cousin to accompany 

him. 

 

After the complaint was received by the BISP Divisional Office, staff took the necessary steps 

as per CMS requirements and her case was resolved on 27
th
 of June 2012. When the 

complainant submitted her 1
st
 application she was not issued any acknowledgement but upon 

her 2
nd

 application she was issued a CMS ID on a slip of paper. 

 

Her issue was resolved and she received her first instalment in September of 2012. She was 

very happy about this and she said, “This cash grant will support us during rainy days.” 

 

Her village is around 100 km away from BISP Divisional Office Naseerabad. 

 

Ayish and her husband were not familiar with the BISP Office or the redressal process, but 

they learnt of it from the landlord for whom they work, and the activist named Abdul 

Raheem.  

 

5. What we Learnt? 
 

 The prescribed BISP complaints process is based on electronic filing, the Complaints 

Management System (CMS) is operational at the BISP Divisional Office Naseerabad. 

 Presently, staffis maintaining the complaints records in the CMS system for all grievance 

cases. They also prepare a monthly summary of complaints in an Excel file and update the 

data for submission to higher offices. 

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her husband had learnt about some of the process to lodge a complaint. 

 The 2
nd

 time, after they got the discrepancy letter from BISP they visited the BISP Divisional 

Office Naseerabad and her case was resolved.  

 It took her over a year to become an active beneficiary, but finally, her payments have been 

generated and her efforts have been fruitful.   

 

6. Recommendations 
 

 Every staff member involved in updating pending cases using the CMS should be responsible 

for daily updating pending cases that were sent to the DG Balochistan or BISP HQ prior to 

the activation. 
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Case Number: G-Q4-Balochistan-02 

Nature of Case: CNIC Update  

Complainant/ Beneficiary: Amina Bibi 

Wife of: Wife of Khan Mohammad  

Complainant, if not beneficiary herself Khan Mohammad(Husband) 

Address Ward No 1 Goth Mohammad Ramzan Mengal Tehsil Dera 

Murad Jamali 

CNIC Number 53402-9283516-6 

PMT Nil 

PSC form number 3793020 

Draft Case Study Date 16
th
 December 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary, Amina Bibi is a 47 years old woman who has never been to school, but when she 

was young, she learnt to make traditional dresses. She remains at her home and performs her 

household chores and takes care of her family, in her free time she makes traditional dresses on 

order. These days she is busier in completing her orders, as after floods many humanitarian 

workers came to her village and after learning of her skill they ordered many dresses. The 

beneficiary has six children (five Boys and one Girl). Two of her sons are school going. The 

beneficiary has a mud (katcha) house consisting of two katcha rooms, bathroom and a kitchen. 

There is one other beneficiary in her family. 

 

Her husband works on daily wages and his monthly income is around Rs.5,000. Her husband is 

responsible for running the household’s kitchen, but she also supports him with the school fees for 

the children and other basic needs. In her vicinity, most people are poor and they work on daily 

wages. 

 

Her Mohallah is situated two km away from the BISP Divisional Office Naseerabad. Her Mohalla 

has many basic facilities like a Basic Health Unit and drinking water. 

 

District Naseerabad is a flood effected District; the recent floods of 2010 and 2012 have made the 

lives of locals more vulnerable and due to floods even daily wages are difficult to earn. 

Nowadays, the security situation is a big challenge for the people working on daily wages. Due to 

constant security incidents the city often remains closed due to which it is difficult to find work. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase, but in the second phase, she 

was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000. Her CNIC number 

was not entered on her PSC survey form at the time of the survey and she was hence tagged as 

having a CNIC discrepancy. 

 

She was not familiar with BISP or the location of its offices, but she came to learn about it from 

her husband. All she knew about the programme was that the newly elected government had 

started it for the poor people of flood affected districts. In April 2010, the BISP PSC Survey team 

visited her house and took down all her information after which she was given an 

acknowledgement slip. She plans to spend the cash on food for her house and to buy a sewing 

machine to help her with her dress making. 
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3. How did the Complaint Emerge 
 

In Naseerabad, when the postmen started distributing Money Orders to the eligible beneficiaries 

of her Mohalla she assumed that she would also soon receive money orders because she considers 

herself to be eligible. Eventually, her husband visited the Post Office to collect her payments. 

There he came to know that his wife is not an eligible beneficiary. 

 

In last week of May 2012, her husband was advised by a labourer who was making repairs to their 

home that he should visit the BISP Divisional Office Naseerabad and get information regarding 

his wife’s eligibility. 

 

In the evening he discussed it with his wife and the next day he visited the BISP Office 

Naseerabad and met with the Assistant Complaints for BISP, who checked Amina’s status on the 

BISP website. Her husband came to learn that, according to the website, his wife is eligible but 

her CNIC information was missing at the time of the survey. 

 

Her husband was guided by the BISP staff Naseerabad to bring in Amina’s CNIC along with a 

written complaint.   

 

4. Processing of The Case 
 

4.A Provider’s Version 

 

As guided by the BISP Complaints Assistant, she applied for a CNIC with her husband at the 

District Naseerabad NADRA Office in the 1
st
week of June 2012, and got her CNIC in the last 

week of June 2012. 

 

On 6
th
of September 2012 her husband visited the BISP Office and gave an application to the 

Complaints Assistant Naseerabad along with a copy of her CNIC. 

 

On the next day, 7
th
 of September 2012, this application was entered in the CMS by the 

Complaints Assistant. ACMS ID number was generated (10482298); on the same day her 

application was sent to the Divisional Director Naseerabad and on the same day her case was 

accepted. She became an active beneficiary. However, as of 26
th
 February 2013 her first 

payment is yet to be generated by the BISP Head Office in Islamabad. 

 

4.B Client’s Version 

 

After getting her CNIC from the NADRA office Naseerabad, the complainant filed the 

complaint with the BISP Naseerabad Complaints Assistant in the first week of September 

2012.Her husband paid Rs.30 for the copy of a printed application and Rs.5 for the copy of 

his and her CNICs. 

 

After receiving this written complaint on 7
th
of September 2012this complaint was entered in 

the CMS after a day. The Divisional Director BISP Naseerabad accepted it and she became an 

active beneficiary. Her first payment is not yet generated by the BISP Islamabad Office.  

 

The complainant visited the BISP Office Naseerabad twice for the follow up of his wife’s 

complaint in one month. He spent Rs.40 on each visit. The family is satisfied with the BISP 

programme and the treatment they received from the BISP staff.  

 

On the day she visited, he was not able to do work and so lost around Rs.250 each time. 
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Both husband and wife were very happy for her to become an active beneficiary and they 

were already making plans to utilise the cash. 

 

5. What we Learnt 
 

 This case was related to a CNIC update. The beneficiary applied for a new CNIC and after 

getting it her husband submitted copy of it with the Compliants Assistant Naseerabad. On the 

next day she became an active beneficiary but her first payment is not yet generated. 

 Presently the staff is maintaining the complaints record manually in files. They also prepare a 

monthly summary of complaints for submission to higher Offices and updating CMS system. 

 The understanding of the beneficiary was very low regarding the complaint redressal, while 

her brother learnt about some of the process to lodge a complaint from BISP Office 

Naseerabad .  

 

6. Recommendations 
 

 After the PSC survey was held and the relevant households were declared eligible, there was 

no formal or informal communication from BISP to the beneficiary’s payment and grievance 

cases. There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary.   

 Every staff member’s performance should be monitored in order to improve the efficiency of 

the system.  

 There is a need to create awareness amongst women regarding the cash grant programme in 

general and the complaint mechanism in particular. 
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Case Number: G-Q4-Balochistan-03 

Nature of Case: Duplicate Household 

Complainant/ Beneficiary: Maryam 

Wife of: Daughter of Musa Khan 

Complainant, if not beneficiary herself Musa Khan (father) 

Address Mohallah Jail Road Tehsil Kalat 

CNIC Number 51201-2473228-4 

PMT  

PSC form number 4324639 

Draft Case Study Date 15
th
 December 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary, Maryam, is a 22years old woman who has never been to school. She remains at 

her home to perform her household chores and takes care of her family. The beneficiary has a 

mud (katcha) small house, consisting of 2katcha rooms, a bathroom and a kitchen. She has very 

few possessions. 

 

Her father and brother work for daily wages and their monthly income is around Rs.10,000. Her 

father and brother are responsible for running the household’s kitchen. In her vicinity, most 

people are poor and they work on daily wages. 

 

Her village is situated 450 km away from the BISP Divisional Office Kalatin Uthal. Her village 

has most essentials like, electricity, a Basic Health Unit and schools. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian phase. In the2
nd

 phase her poverty 

score card was filled in three different locations, causing her to be tagged as belonging to a 

duplicate household. 

 

She was not familiar with BISP or the location of its offices, but she came to know about these 

from her father. All she knew about the Programme was that the newly elected government had 

started it for the poor people of Pakistan. In April 2010, the BISP PSC Survey team visited her 

house and took down all her information after which she was given an acknowledgement slip. 

 

At the time when the survey was held her father gave all required information to the survey team 

to fill her form. She plans to spend the cash on clothes for herself and food for her home. 

 

3. How did the Complaint Emerge? 
 

In Kalat, when the postman started distributing money orders to the eligible beneficiaries of 

BISP’s 2
nd

 phase. She also assumed that she will also receive cash because it is for the poor. None 

were forthcoming and so her father visited the post office Kalat to get her payments but he was 

told that his daughter is not a beneficiary. 

 

In the month of August 2011 her father visited a social worker of the area named Ahamd Nawaz 

and checked her status at a net café. He came to learn that his daughter is ineligible but in her 

name, three forms have been filled and she should apply to have two of them cancelled. On one of 

her forms, the poverty score was 17.69; over the cut-off point. 
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Her father visited the BISP Supervisor Katal in September 2012 to submit her Eligibility Appeal 

with the Supervisor Kalat and to cancel the two extra forms. 

 

4. Processing of The Case 
 

4.A Provider’s Version 

 

Maryam’s father gave an application for an eligibility appeal and cancelation of her two 

forms to the BISP Supervisor Kalat in the 2
nd

 week of September 2012.He sent it to the BISP 

Office Kalat in the last week of September 2012 to the Complaints Assistant BISP Divisional 

Office Kalat. 

 

Her case was not entered in the CMS and it is still in pending with the BISP Divisional 

Office’s Complaints Assistant as of 26
th
 February 2013. 

 

4.B Client’s Version 

 

After receiving this appeal the BISP Complaints Assistant did not entered it in the CMS. Her 

case is still in pending with the BISP Office Kalat. No acknowledgement slip was issued to 

the complainant to be used as a reference. 

 

The complainant visited the BISP District Supervisor Kalat five times for the follow up of his 

complaint. His office is 33 km away from their home. Her father spent Rs.200 on each visit. 

 

5. What we Learned  
 

 This case was Eligibility Appeal and to cancel her duplication appeal was not accepted. Her 

case is still in pending with BISP office Kalat. 

 The prescribed BISP complaints process is based on electronic and Complaints Management 

System (CMS) BISP Divisional Office Kalat. Presently, the staff is maintaining the 

complaints record in files. They also prepare a monthly summary of complaints for 

submission to higher offices 

 The understanding of the beneficiary was very low regarding the complaint redressal, while 

her father had learnt about some of the process to lodge a complaint from BISP field 

supervisor.  

 

6. Recommendations 
 

 The beneficiary must be informed if the case has been accepted or rejected.  

 The BISP staff also needs to be trained about the proper complaint registration mechanism 

and BISP programme. 

 There is a need to create awareness amongst women regarding the cash grant programme. 
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Case Number: G-Q4-Balochistan-04 

Nature of Case: CNIC Update  

Complainant/ Beneficiary: Razia Bibi 

Wife of: Wife of Imam Bux 

Complainant, if not beneficiary herself Imam Bux(Husband) 

Address Ward No 3 Bhangar Coloni Tehsil Dera Murad Jamali 

CNIC Number 53402-1390071-4 

PMT Nil 

PSC form number 4208574 

Draft Case Study Date 16
th
 December 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary, Razia Bibi, is a 39 years old woman who has never been to school. She remains 

at her home and performs her household chores and takes care of her family. In her free time she 

makes traditional dresses on order. These days she is busy with completing her orders as, after the 

floods, many humanitarian workers came to her village and ordered numerous dresses after 

learning about her skill. The beneficiary has two children (one Boy and one Girl). Her son is 

school going. Three of her other family members besides her are also getting payments from 

BISP. The beneficiary has a mud (katcha) house consisting of two katcha rooms a bathroom and a 

kitchen. 

 

Her husband works for daily wages and his monthly income is around Rs.5, 000. He is 

responsible for running the household’s kitchen but she supports him with her earnings from her 

dress making. In her vicinity, some people are very poor and work for daily wages like her 

husband. 

 

Her Mohallah is situated a km away from the BISP Divisional Office Naseerabad. Her Mohalla 

has most facilities such as a Basic Health Unit and potable water. 

 

Naseerabad is a flood affected District. The floods of 2010 and now 2012 have made the lives of 

locals more vulnerable. It is hard for daily wagers to find work, a situation exacerbated by 

security concerns. Due to regular incidents the city often remains closed due to which it is even 

harder to find work. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian’s phase, but in the second phase, 

she was declared an eligible beneficiary for the monthly cash transfer of Rs.1, 000. She did not 

have a valid CNIC at the time of the survey and was hence tagged as having a CNIC discrepancy. 

 

She was not familiar with BISP or the location of its offices, but she came to know about this 

from her husband. All she knew about the Programme was that the newly elected government had 

started it for the poor. At the end of April 2010, the BISP PSC Survey team visited her house and 

took all her information after which she was given an acknowledgement slip. She plans to spend 

the cash on her child’s education and food for her house. 

 

3. How did the Complaint Emerged 
 

In Naseerabad, when the postmen started distributing Money Orders to the eligible beneficiaries 

of her Mohalla. She thought that she would also soon receive Money Orders because she 
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considers herself to be eligible. Eventually, her husband visited the Post Office to collect her 

payments. There he came to know that his wife is not an eligible beneficiary. 

 

In the 1
st
 week of February 2012, her husband visited the BISP Office and met with the Assistant 

Complaints who checked Razia’s status on the BISP website. Her husband came to learn that, 

according to the website status his wife is eligible but her CNIC information was missing from 

her survey form. 

 

Her husband was guided by the BISP staff at Naseerabad to bring in Razia’s CNIC with written 

application requesting an update of her information. 

 

4. Processing of The Case 
 

4.A Provider’s Version 

 

Razia Bibi went with her husband to apply for a CNIC at the District Naseerabad NADRA 

Office in the 1
st
week of February2012, and got her CNIC in the last week of March 

2012.After getting the CNIC on 21
st
June 2012 her husband visited the BISP Office and gave 

in the application to the Complaints Assistant Naseerabad along with the copy of his wife’s 

and his own CNICs. 

 

On the same day, 21
st
June, this application was entered in the CMS by the Assistant 

Complaints and forwarded to the BISP Divisional   Director Naseerabad for further process 

and approval. The system generated a unique CMS ID (10203585) and this unique ID was 

given to the complainant for future reference. On the same date the case was accepted by the 

BISP Divisional Director and she became an active beneficiary. Within a few days her 1
st
 

payment was generated by BISP Headquarters and she is since routinely drawing her 

payments. 

 

4.B Client’s Version 

 

After getting detailed information from the Complaints Assistant BISP Divisional Office 

Naseerabad, Razia Bibi’s husband shared this information with his wife and they both agreed 

they should apply for her CNIC and pursue the case. 

 

In the first week of February 2012 they both visited the NADRA center Naseerabad and 

applied for a new CNIC and in the last week of March 2012 she got her NADRA issued 

CNIC. They then filed her request at the BISP Office Naseerabad with the Assistant 

Complaints along with copies of both their CNICs. For a printed application he paid Rs.25 

and for photo copies of both CNIC’s he paid Rs.5. 

 

After receiving this written complaint on 21
st
June 2012this complaint was entered in the CMS 

system by the Complaints Assistant and the Divisional Director Naseerabad accepted it; she 

became an active beneficiary. On 30
th
June her 1

st
 payment was generated by BISP Islamabad 

she received it soon after. After getting her first payment she was very happy and she said, I 

have never seen such fast process in my life.’ 

 

The complainant visited BISP Office Naseerabad twice. Her husband spent Rs.100 overall on 

this process. They are satisfied with the BISP programme and BISP staff. 
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5. What we Learnt 
 

 This case was of a CNIC update. The complaint was submitted with the Assistant Complaints 

Naseerabad. She applied for a new CNIC and submitted her CNIC to promptly become an 

active beneficiary. Her payments have started. 

 Presently the staff is maintaining the complaints record manually in files. They also prepare a 

monthly summary of complaints for submission to higher Offices and updating CMS system. 

 The understanding of the beneficiary was very low regarding the complaint redressal, while 

her husband learnt about some of the process to lodge a complaint from BISP Office 

Naseerabad. 

 The beneficiary got National Identity Card before BISP she did not have national ID card.  

 

6. Recommendations 
 

 After the PSC survey was held and the relevant households were declared eligible, there was 

no formal or informal communication from BISP to the beneficiary’s payment and grievance 

cases. There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary.   

 Every staff member’s performance should be monitored in order to improve the efficiency of 

the system.  

 There is a need to create awareness amongst women regarding the cash grant programme in 

general and the complaint mechanism in particular. 
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Case Number G-Q4-Balochistan-05 

Nature of Case: Missing Household  

Complainant/ Beneficiary: Noor Bano 

Wife of: Rahim Bux 

Complainant, if not beneficiary herself Rahim Bux (Husband) 

Address Mohalla kamal Zai Bakhteyar Abad Tehsil Lehari 

CNIC Number 55303-0565230-8 

PMT  

PSC form number CMS ID (10762904) 

Draft Case Study Date 29
th
 December 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Noor Bano, wife of Rahim Bux, is a 32 year old woman who has never been to 

school. She remains at her home and performs her household chores and takes care of her family 

and children. The beneficiary has two children (one son and one daughter). The beneficiary has a 

mud (katcha) house consisting of one katcha room, a bathroom and a kitchen. Tehsil Lahari is a 

flood affected area of District Sibi. However, with the support of a local influential Mir Baktyar 

Doomki and various humanitarian organisations people of her village very soon resumed their 

routines. 

 

Her husband works on daily wages and his monthly income is around Rs.5, 000. Her husband is 

responsible for running the household’s kitchen. In her vicinity, almost all people are poor and 

they work on daily wages. 

 

Her Mohallah is situated 55 km away from the BISP Divisional Office Sibi. Her Mohalla has 

most essential facilities like a Basic Health Unit and potable water. 

 

In the current months, the security situation is not very good throughout Tehsil Lehri due to which 

getting finding work is difficult and the city often remains closed. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase, but in the second phase, her 

house was missed out during the survey. At the time of the PSC survey in April 2010, her village 

was severely affected by the floods and her family had migrated from Bakhtiarabad to take 

refuge. 

 

She was not familiar with BISP or the location of its offices, but she came to know about these 

from her husband. All she knew about the Programme was that the newly elected government had 

started it for the poor people of flood affected Districts of Balochistan. In end of April 2010, the 

BISP PSC Survey team visited her village and took information from households in the village 

but her house was missed out. She plans to spend the cash instalments on her children’s education 

and food for her house. 

 

3. How did the Complaint Emerged 
 

In 2011, when the postmen of Bakhteyarabad started distributing Money Orders to the eligible 

beneficiaries of her Mohalla, she assumed that she would also soon receive Money Orders 

because she considers herself to be eligible and belonging to a flood effected household. 

Eventually her husband visited the Post Office to collect her payments. There he came to know 

that his wife is not on the list of eligible beneficiaries. 
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In March 2011 her husband visited the BISP Office Sibi and lodged a complaint of non-payment, 

but at the BISP Office he came to know that their home was missed at the time of the survey. Her 

husband was told that they could file an appeal as a missed household. He followed the advice 

and did so. 

 

On 31
st
October 2012, her husband visited the BISP Office Sibi a 2

nd
 time and met with the 

Assistant Complaints BISP whom he requested to check his wife’s eligibility status online. He 

had given in his first application a year ago. Her husband came to learn that, according to the 

website status her family is still tagged as ‘missing’. 

 

4. Processing of The Case 
 

4.A Provider’s Version 

 

Noor Bano’s Husband visited the BISP Office in the month of March 2012 and met with the 

Complaint Assistant to launch an application for inclusion to the programme. At the time her 

application was sent to the BISP DG Balochistan’s office but it was sent back to the BISP 

Office Sibi with instructions to await the CMS system to be launched after which all pending 

cases will be addressed at the Divisional Office level. 

 

On 31
st
 of October 2012 her husband visited BISP Office Sibi 2

nd
 time and given application 

of missing household to Complaint assistant Sibi.On the same day her case was forwarded, 

electronically, to the BISP Divisional Director for further processing and approval. 

 

On the same day, 31stOctober 2012 this application was entered in the CMS by the Assistant 

Complaints the CMS ID number (10762904) was generated. Her application was sent to the 

Divisional Director Sibi through the CMS. After one week, her appeal was rejected by the DD 

BISP Sibi. 

 

4.B Client’s Version 

 

In March 2011, her husband gave an application with copies of their CNICs to the BISP 

Divisional Office Sibi but till 31
st
October 2012 no action was taken. On the 31

st
 of October 

2012, her husband again visited the BISP Divisional Office and gave in another application as 

a ‘missed household’. 

 

After receiving this written complaint on 31
thst

October 2012 this complaint was entered in the 

CMS on the same day by the Complaints Assistant. On the same day her case was then 

forwarded, electronically, to the BISP Divisional Director for further process and approval. 

The Divisional Director Sibi rejected her application. 

 

The complainant visited the BISP Office Sibi twice for the follow up of his wife’s request. 

Her husband spent Rs.500 on each visit to the BISP Office Sibi. They are satisfied with the 

BISP programme and BISP Office staff. They had made plans for utilisation of the cash and 

they were not aware that the application had been rejected. 

 

5. What we Learnt 
 

 Floods made the life of beneficiary and her family more difficult and challenging, not only 

did she lose her most of her belongings in the floods but she was also missed out in the 

Poverty Score Card survey. 

 Most of her fellow villagers were getting BISP cash transfers and her family was thinking that 
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it was a cash support for the flood affected families by Government. After getting basic 

information from fellow villagers, her husband visited the BISP Divisional Office Naseerabad 

to get his wife’s payments details. 

 It was March 2011 when he came to know about BISP and information regarding BISP 

programme and missing household from PSC. 

 This case was of a missing household. Her husband gave in an application to the BISP Office 

at the time of the survey. Her case was forwarded, electronically, to the BISP Divisional 

Director for further process and approval but he rejected her case. 

 Presently the staff is maintaining the complaints record manually in files. They also prepare a 

monthly summary of complaints for submission to higher Offices and updating CMS system.  

 The understanding of the beneficiary was very low regarding the complaint redressal, while 

her brother learnt about some of the process to lodge a complaint from BISP Office Sibi.  

 The beneficiary and her family is very happy to get cash grant but, they don’t know her case 

has been rejected.  

 

6. Recommendations 
 

 The beneficiary should be informed about the approval or rejection, if rejected the 

justification of rejection should be shared with the beneficiary and she should be given a 

chance to contest the rejection.  

 Every staff member’s performance should be monitored in order to improve the efficiency of 

the system. 

 There is a need to create awareness amongst women regarding the cash grant programme in 

general and the complaint mechanism in particular. 
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Case Number G-Q4-Balochistan-06 

Nature of Case: Missing Household  

Complainant/ Beneficiary: Nosrat Bibi 

Widow of: Abdul Samad 

Complainant, if not beneficiary herself Ghulam Faroq (brother in Law) 

Address Mohalla Patrol pump highway Tehsil Sibi 

CNIC Number 55302-9149006-6 

PMT  

PSC form number CMS ID (10666270) 

Draft Case Study Date 29
th
 December 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary, Nosrat Bibi, widow of Abdul Samad is a 44 years old woman who has never 

been to school. She remains at her home and performs her household chores and takes care of her 

family and children. The beneficiary has five children (three Boys and two Girls). The beneficiary 

has a mud (katcha) house consisting of two katcha rooms a bathroom and a kitchen. 

 

Her son works for a transport company as a co-driver. His monthly income is around Rs.6, 000. 

Her son is responsible for running the household’s kitchen. In her vicinity, all her neighbours are 

poor and they work on daily wages. 

 

Her Mohallah is situated three Km away from BISP Divisional Office Sibi. Her Mohalla has most 

essential facilities like, a Basic Health Unit and potable water. Their home has no gas or water 

main connections but they do have electricity. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was included in BISP’s Parliamentarian Phase, and in the second phase, her 

house was missed out during the survey. At the time of the survey in April 2010, the survey team 

didnot visit her home and her family’sPSC form was not filled out. 

 

She was familiar with BISP as she was a beneficiary in the first phase but she did not know about 

the location of its offices. She came to know about these from her brother-in-law. All she knew 

about the Programme was that the newly elected government had started it for the poor and for 

widows. She plans to spend the cash transfers on food for her home. 

 

3. How did the Complaint Emerged 
 

In Sibi in 2011, when the postmen started distributing Money Orders to the eligible beneficiaries 

she assumed that she would also soon receive Money Orders because she considers herself to be 

eligible (being a widow) and as she had already been a beneficiary under the Parliamentarian’s 

Phase. Eventually she visited the Post Office Sibi to collect her payments. There she came to 

know that she is not an eligible beneficiary according to Post Office records. 

 

In the beginning of 2011, she visited the BISP Office Sibi and lodged a complaint against non-

payment by the post man. However, at the BISP Office she came to know that she is tagged as a 

‘missing household’. She was advised to give in an application as a ‘missing household’. 

 

In start of 2011 she gave an application for missing household survey and her application was sent 

to the BISP Headquarters Islamabad and DG Balochistan’s Office for further processing. 

 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 2 - Grievance Case Studies 

G-Q4-Balochistan-06 
 

J40252715 

GHK Consulting Ltd. 342 

On 11
th
 of October 2012, her Brother in law visited BISP Office Sibi a 2

nd
 time and met with the 

Complaint Assistant BISP, who checked Nosrat Bibi’s status onthe BISP website. Her brother in 

law was told the same thing as Nosrat Bibi was told over a year ago; to give in an application as a 

missing household. On 11
th
October her Brother-in-law gave a 2

nd
 application. 

 

4. Processing of The Case 
 

4.A Provider’s Version 

 

Nosrat Bibi visited the BISP Office in the start of 2011 and met with the Complaint Assistant 

to lodge a complaint for ‘missing household’. At the time, her application was sent to the 

BISP DG Balochistan’s office but her application was sent back to the BISP Office Sibi with 

the note that the CMS system will be launched soon and that all pending cases will be 

addressed at the Divisional Office level. 

 

On 11
th
 of October 2012 her brother in law visited the BISP Office Sibi and gave a second 

application for ‘missing household’ to the Complaints Assistant Sibi. On 31
st
 of October 2012 

her case was entered in the CMS and forwarded electronically to the BISP Divisional Director 

Sibi for further process and approval. 

 

After two weeks, on 31
st
October 2012, her application was entered in the CMS by the 

Complaints Assistant with the CMS ID (10666270) generated for her. On the same day her 

application was sent to the Divisional Director Sibi. After one week her appeal was rejected 

by the Divisional Director. 

 

4.B Client’s Version 

 

After her 1
st
 visit in 2011 to the BISP Office Sibi no progress was made. Her brother in law 

visited the BISP Office a 2
nd

 time to register an application on 11
th
October 2012. 

 

After receiving this written complaint on 11
th
 of October 2012 this complaint was entered 

after two weeks in the CMS on 31
st
 October 2012by the Complaints Assistant. On the same 

day her case was forwarded, electronically, to the BISP Divisional Director for further 

process and approval. The Divisional Sibi rejected her application. 

 

The complainant visited the BISP Office Sibi four times for the follow up of Nosrat Bibi’s 

complaint in one month. Her Brother in law spent Rs.100 on each visit to the BISP Office 

Sibi. They were not satisfied with the BISP programme and treatment by BISP staff. 

 

The beneficiary was very disappointed as she was rejected. She said, ‘it is a very good 

programme but the people controlling it are not capable of running it. If I was to be rejected 

they should have informed me in 2011, I would not have spent time and money to try to gain 

eligibility.’ 

 

5. What we Learnt 
 

 This case was of a missing household. Her application to the BISP Divisional Director for 

further process and approval was rejected.  

 Presently the staff is maintaining the complaints record manually in files. They also prepare a 

monthly summary of complaints for submission to higher Offices and updating CMS system.  
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 The understanding of the beneficiary was very low regarding the complaint redressal, while 

her brother-in-law learnt about some of the process to lodge a complaint from BISP Office 

Sibi.  

 The beneficiary and her family is very happy to get cash grant but, they don’t know her case 

has been rejected.  

 

6. Recommendations 
 

 The beneficiary should be informed about the approval or rejection, if rejected the 

justification for rejection should be shared with the beneficiary. 

 Every staff member’s performance should be monitored in order to improve the efficiency of 

the system. 

 There is a need to create awareness amongst women regarding the cash grant programme in 

general and the complaint mechanism in particular. 
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Case Number: G-Q4-Balochistan-07 

Nature of Case: CNIC Update  

Complainant/ Beneficiary: Amiran 

Wife of: Wife of Faiz Mohammad  

Complainant, if not beneficiary herself Faiz Mohammad(Husband) 

Address Ward No 3 Dharipal Mohalla Tehsil Dera Murad Jamali 

CNIC Number 53402-6646986-8 

PMT Nil 

PSC form number 3792904 

Draft Case Study Date 15
th
 December 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Amiran, wife of Faiz Mohammad, is a 24 year sold woman who has never been 

to school. She remains at her home to perform her household chores and take care of her family. 

The beneficiary has no children but she lives with her six family members. One of her relatives is 

getting payments from BISP. The beneficiary has a mud (katcha) house consisting of two katcha 

rooms and a Jhompri, a bathroom and a kitchen. Six years have lapsed and she still has no 

children due to which she is taunted by her family who think she has disgraced them. 

 

Her husband works on daily wages and his monthly income is around Rs.6, 000. Her husband is 

responsible for running the household kitchen. In her vicinity, many people are poor and they 

work for daily wages. 

 

Her Mohallah is situated two km away from the BISP Divisional Office Naseerabad. Her Mohalla 

has most essentials like, a Basic Health Unit and potable water. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase, but in the second phase, she 

was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000 but her CNIC 

information was not entered on her PSC form causing her to be tagged as ‘discrepant’. 

 

She was not familiar with BISP or the location of its offices, but her husband came to know it 

from the political worker of her village named Hussain Umrani. 

 

All she knew about the Programme was that the newly elected government had started it for the 

poor. In April 2010, the BISP PSC Survey team visited her house and took down all her 

information after which she was given an acknowledgement slip. She plans to spend the cash on 

food for her house and clothes for herself. 

 

3. How did the Complaint Emerged 
 

In Naseerabad, when the postmen started distributing Money Orders in 2011 to the eligible 

beneficiaries of the area she assumed that she would also soon receive Money Orders because she 

considers herself to be eligible. Eventually, her husband visited the Post Office to collect her 

payments. There he came to know that his wife is not an eligible beneficiary. 

 

In May 2012, her husband visited the BISP Office Naseerabad and met with the Assistant 

Complaints for BISP, who checked Amiran’s status online. Her husband came to know that, 

according to the BISP website status, his wife is eligible but her CNIC information was missed at 

the time of the survey. 
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Her husband was guided by the BISP staff at Naseerabad to bring in Amiran’s CNIC with a 

written application and submit it to the BISP Office.  

 

4. Process of the case  
 

4.A Provider’s Version 

 

Amiran’s husband applied for a new CNIC at the District Naseerabad NADRA Office in the 

first week of May 2012, and she got her CNIC in the last week of May 2012. After three 

months, on 25
th
 September 2012, her husband visited the BISP Office Naseerabad and gave in 

a written application with a copy of her CNIC to the Complaints Assistant. 

 

On 3
rd

October 2012 this application was entered in the CMS by the Complaints Assistant and 

on the same day her application was sent to the Divisional Director Naseerabad for further 

processing. Her application was accepted by the Divisional Director and now she is an active 

beneficiary. As of 27
th
 February 2013 she is yet to receive her first payment. 

 

4.B Client’s Version 

 

After getting her CNIC from the NADRA Office Naseerabad, the complainant (her husband) 

filed the complaint with the BISP Office Naseerabad’s Complaints Assistant.  

 

After receiving this written complaint on 3
rd

 October 2012 this complaint was entered in the 

CMS after two weeks by the Complaints Assistant; the CMS ID generated was 10618607. 

After receiving this application the Divisional Director accepted it and she became an eligible 

beneficiary. However, her first payment is not yet generated by the BISP Islamabad Office.  

 

The complainant visited the BISP Office Naseerabad twice in one month for the follow up of 

his wife’s complaint. Her husband spent Rs.100 on each visit to the BISP Office Naseerabad 

and they were satisfied with the resolution process.  

 

Her entire family is very happy and they are making plans to utilise the cash. 

 

5. What we Learnt 
 

 This case was related to a new CNIC and the complaint was submitted with the Complaints 

Assistant Naseerabad. She applied for new CNIC and submitted her CNIC in BISP Office; 

she became eligible but her payment is not yet generated by BISP. 

 Presently the staff is maintaining the complaints record manually in files. They also prepare a 

monthly summary of complaints for submission to higher offices and updating CMS system. 

 In BISP Office Naseerabad the CMS eatery system is very slow for 2-3 month cases are with 

complainant assistant. 

 The understanding of the beneficiary was very low regarding the complaint redressal, while 

her brother learnt about some of the process to lodge a complaint from BISP Office 

Naseerabad. 

 She was very happy that now after getting payments she will be empowered, hope as she is 

being disregarded at home after cash grant her life will be better. 

 She got National Identity Card after she applied to BISP. 
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6. Recommendations 
 

 After the PSC survey was held and the relevant households were declared eligible, there was 

no formal or informal communication from BISP to the beneficiary’s payment and grievance 

cases. There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary. 

 The BISP staff also needs to be trained about the proper complaint registration mechanism 

and the BISP programme.  

 Every staff member’s performance should be monitored in order to improve the efficiency of 

the system. 

 There is a need to create awareness amongst women regarding the cash grant programme in 

general and the complaint mechanism in particular. 
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Case Number: G-Q4-Balochistan-08 

Nature of Case: Missing Update  

Complainant/ Beneficiary: Safia Bibi 

Wife of: Wife of Wason Khan 

Complainant, if not beneficiary herself Wasod Khan(Husband) 

Address Mohalla Bhangr Coloni Dera Murad jamali Tehsil Dera 

Murad Jamali 

CNIC Number 53402-1161403-6 

PMT Nil 

PSC form number 4208574 

Draft Case Study Date 14
th
 December 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary, Safia Bibi, is a 24 years old woman who has never been to school. She remains 

at her home to perform her household chores and take care of her family. The beneficiary has five 

children (two boys and three girls).She lives with seven other relatives, three of whom are getting 

cash transfers from BISP. The beneficiary has a mud (katcha) house consisting of four katcha 

rooms, two Jhompris, two bathrooms and two kitchens. In the recent floods her home was 

damaged and the family migrated from her home to shelters. After the flood they returned home. 

 

Her husband works on daily wages and his monthly income is around Rs.8, 000. Her husband is 

responsible for running the household’s kitchen. In her vicinity, most people are poor and they 

work on daily wages. 

 

Her Mohallah is situated three km away from the BISP Divisional Office Naseerabad. Her 

Mohalla has all essential facilities like a Basic Health Unit, potable water and schools for boys 

and girls. 

 

Naseerabad is a flood affected District. The recent floods of 2010 and 2012 have made the lives of 

locals more vulnerable; even daily wages are difficult to earn, a situation exacerbated by the 

security situation. Labourers wait for work on the main Quetta-Naseerabad road. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase, but in the second phase, she 

was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000. She did not have a 

Computerised NIC at the time of the survey and her name was tagged as having a CNIC 

‘discrepancy’. She was not familiar with BISP or the location of its offices, but she came to learn 

about these after her husband made enquiries. 

 

All she knew about the Programme was that the newly elected government had started it for the 

poor people of flood affected Districts of Balochistan. In the month of April 2010, the BISP 

Survey team visited her house and took all her information after which she was given an 

acknowledgement slip. She plans to spend the cash on her children’s education and food for her 

house. 

 

3. How did the Complaint Emerged 
 

In Naseerabad, when the postmen started distributing Money Orders to the eligible beneficiaries 

of District Naseerabad in 2011, she assumed that she would also soon receive money orders 

because she considers herself to be eligible. Eventually, her husband visited the post office Dera 
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Murad to collect her payments. There he came to know that his wife is not listed as an eligible 

beneficiary. 

 

In March 2012, her husband visited the BISP Office and met with the Assistant Complaints who 

checked Safia’s status on the website. Her husband came to know that, according to the website 

status, his wife is eligible but her CNIC information was missed at the time of the survey. 

 

Her husband was advised by the BISP Naseerabad staff to bring in his wife’s CNIC along with a 

written request for an update. 

 

4. Processing of The Case 
 

4.A Provider’s Version 

 

Safia and her Husband applied for a new CNIC at the District Naseerabad NADRA Office in 

the last week of March 2012, and got her CNIC in the 3
rd

 week of April 2012. In the last week 

of July her husband visited the BISP Office and gave in the application and copy of Safia’s 

CNIC to the Complaint Assistant Naseerabad. 

 

His application was entered manually in applications register and he was not issued any 

acknowledgement slip or CMS ID to be used as reference in future. 

 

Two months later, on 28
th
September 2012, her application was entered in the CMS by the 

Complaints Assistant and on the same day her case was sent to the Divisional Director BISP 

Naseerabad for further processing. On the same day her application was accepted by the 

Divisional Director Naseerabad Division and she became an active beneficiary. However, as 

of 27
th
 February 2013her payment has not yet been generated by BISP HQ in Islamabad. 

 

4.B Client’s Version 

 

After getting the CNIC from the NADRA Office Naseerabad, the complainant filed the 

request at the BISP Office Naseerabad with the Complaints Assistant in the last week of July 

2012.He paid Rs.30 for the copy of the printed application and Rs. 5 for the copy of his and 

her CNICs. 

 

After receiving this written complaint on 28
th
 of September 2012 this complaint was entered 

in CMS by the complaint assistant. Divisional director BISP Divisional Office Naseerabad 

accepted it and she became an active beneficiary but her payments have still not been 

generated by the BISP Islamabad Office. 

 

The complainant visited the BISP Office Naseerabad twice for the follow up of his wife’s 

complaint over a period of three months. Her husband spent Rs.220 on each visit to the BISP 

Office Naseerabad. They were satisfied with the treatment they received from BISP staff. On 

the days he visited, he also had to forgo his earnings; approximately Rs. 250 each time. 

 

Both husband and wife were very happy to learn she was now an active beneficiary and they 

were making plans on how to utilise the cash. 

 

  



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 2 - Grievance Case Studies 

G-Q4-Balochistan-08 
 

J40252715 

GHK Consulting Ltd. 349 

5. What we Learnt 
 

 This case was of a CNIC update request. At the time of survey she did not have a CNIC. Her 

husband submitted the request with Complaints Assistant Naseerabad and she became eligible 

but her payments are not yet generated by BISP. 

 Presently the staff is maintaining the complaints record manually in files. They also prepare a 

monthly summary of complaints for submission to higher Offices and updating CMS system. 

 In BISP Office Naseerabad the CMS eatery system is very slow for 2-3 month cases are with 

Assistant Complainant.  

 The understanding of the beneficiary was very low regarding the complaint redressal, while 

her brother learnt about some of the process to lodge a complaint from BISP Office 

Naseerabad.  

 

6. Recommendations 
 

 After the PSC survey was held and the relevant households were declared eligible, there was 

no formal or informal communication from BISP to the beneficiary’s payment and grievance 

cases. There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary.   

 The BISP staff also needs to be trained about the proper complaint registration mechanism 

and the BISP programme.  

 Every staff member’s performance should be monitored in order to improve the efficiency of 

the system.  

 There is a need to create awareness amongst women regarding the cash grant programme in 

general and the complaint mechanism in particular. 
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Case Number: G-Q4-Balochistan-09 

Nature of Case: Duplicate Household 

Complainant/ Beneficiary: Safia 

Wife of: Daughter of Mohamma Ali 

Complainant, if not beneficiary herself Father 

Address MohallahGodam Tehsil Kalat 

CNIC Number 51201-8738974-2 

PMT 26.41 

PSC form number 4422428 and  4323972 

Draft Case Study Date 31
st
 December 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary, Safia is a 22years old woman who has been educated to the primary level. She 

remains at her home to perform her household chores and take care of her family. The beneficiary 

has a small mud (katcha) house consisting of two katcha rooms, two bathrooms and a kitchen. 

They have very few possessions. 

 

Her father works for daily wages and his monthly income is around Rs.6, 000. Her father is 

responsible for running the household’s kitchen. In her village, most of the people are poor and 

they work for daily wages. 

 

Her village is situated 450 km away from BISP Divisional Office Kalatin Uthal. Her village has 

all essential facilities like, electricity, a Basic Health Unit and schools. 

 

District Kalat is a politically disturbed area and kidnapping for ransom is commonplace. Due to 

this there is often little work available and the current cold weather has made the life in the area 

more challenging. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase and in the 2
nd

 phase, the 

beneficiary’s CNIC numbers was entered on her form but two forms were filled in her name 

causing to be tagged as belonging to a ‘duplicate household’. 

 

She was not familiar with BISP or the location of its offices, but she came to know about these 

from her father. All she knew about the Programme was that the newly elected government had 

started it for the poor. In April 2010, the BISP PSC Survey team visited her house and took down 

all her information after which she was given an acknowledgement slip. 

 

She plans to spend the cash on clothes for herself and on food for her home. 

 

3. How did the Complaint Emerge? 
 

In Kalat, when the postmen started distributing Money Orders to the eligible beneficiaries of 

BISP 2
nd

 phase she thought that she will also receive instalments because this grant is for the 

poor. When none were forthcoming, her father visited the Post Office Kalat to collect her 

payments but he was told that his daughter is not a beneficiary. 

 

In the month of February 2012, her father visited a social worker named Ahmad Nawaz who 

checked her status online. They learnt that Safia is ineligible because two forms had been filled in 

her name. He was advised to give in an application requesting the cancellation of one form. 
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Her father visited the BISP Supervisor Katal to submit her eligibility appeal and the cancellation 

of one form. 

 

4. Processing of the Case 
 

4.A Provider’s Version 

 

Bibi Safia’s father gave application for an eligibility appeal to the BISP Field Supervisor 

Kalat in the 1
st
 week of May2012 and he sent it to the BISP Office Kalat in the last week of 

May 2012, to the Complaints Assistant BISP Kalat Office. 

 

Her case was not entered in the CMS and it is still in pending with the BISP Office Kalat’s 

Complaints Assistant. 

 

Her father registered her complaint with BISP Field supervisor Kalat and he sent it to 

Complaint assistant BISP Kalat Office. The prescribed BISP complaints process is based on 

electronic (CMS); this complaint was not entered in the CMS system. 

 

Presently, the staff is maintaining the complaints record in files. Her appeal is still in pending 

with. 

 

4.B Client’s Version 

 

After receiving the appeal letter the BISP Field Supervisor Kalat sent it to the Complaints 

Assistant who did not entered it in the CMS. No acknowledgement slip was issued to the 

complainant to be used as a reference. 

 

The complainant visited the BISP District Supervisor Kalat four times for the follow up of the 

complaint. His office is 3 km from their home and her father spent Rs.150 on each round trip 

visit. 

 

5. What we Learnt? 
 

 This case was of an eligibility appeal and for the cancelation of the duplication PSC. Her case 

was not entered in the CMS and her appeal was not accepted by BISP Divisional Director 

Kalat; her case is still in pending with the BISP Office Kalat. 

 The prescribed BISP complaints process is based on electronic and Complaints Management 

System (CMS) BISP Divisional Office Kalat. Presently, the staff is maintaining the 

complaints record in files. They also prepare a monthly summary of complaints for 

submission to higher offices 

 The understanding of the beneficiary was very low regarding the complaint redressal, while 

her father had learnt about some of the process to lodge a complaint from BISP field 

supervisor.  

 

6. Recommendations 
 

 The beneficiary should be periodically informed of the status of their applications.  

 The cases may be entered in the CMS in time. 

 The BISP staff also needs to be trained about the proper complaint registration mechanism 

and BISP programme. 

 There is a need to create awareness amongst women regarding the cash grant programme. 
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Case Number G-Q4-Balochistan-10 

Nature of Case: Missing of CNIC  

Complainant/ Beneficiary: Bibi Nadra 

Wife/Widow/Daughter of: Wife of Habib U Rahman 

Complainant, if not beneficiary herself Habib U Rahman(Husband) 

Address Mohalla Rood Mulazali Tehsil Karizat 

CNIC Number 54302-0626517-8 

PMT  

PSC form number 4301061 

Draft Case Study Date 2
nd

 January 2013 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Bibi Nadra, Wife of Habib Rahman, is 64 years old and she has never been to 

school. She remains at her home to perform her household chores. The beneficiary has four 

children (two girls and two boys), one of her children is of school going. The beneficiary has a 

mud (katcha) house consisting of two katcha rooms a bathroom and a kitchen. 

 

Her husband has apple orchards from which their average monthly income drawn is around Rs.20, 

000.Her husband and son are responsible for running the household’s kitchen and paying for her 

child’s education. In her vicinity, some people are very poor and dependant on daily wages. 

 

Her village is situated around 120 km away from the BISP Divisional Office Quetta. Her village 

has most facilities like drinking water, electricity, a Basic Health Unit and school for boys and 

girls. 

 

Rood Mulazai is politically influenced by religious groups and women are not allowed to go out 

of the house, women are less empowered and they are not typically involved in any decision 

making. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was included in the BISP Parliamentarian Phase and she was getting payments 

regularly. In the second phase, she was again declared an eligible beneficiary for the monthly cash 

transfer of  Rs.1,000 but her CNIC was not number was missing from her PSC form at the time of 

Survey and her name was put in pending for the2
nd

 phase. She did possess a valid CNIC at the 

time, but for some reason it was not shown to the enumerator. 

 

She was not familiar with BISP or the location of its offices, but she came to know about these 

from her husband. All she knew about the Programme was that the newly elected government had 

started it for the poor people. In 2010, the BISP PSC Survey team visited her house and took all 

her information after which she was given an acknowledgement slip. She plans to spend the cash 

grant on her children’s education and on food for her house. 

 

3. How did the Complaint Emerge?  
 

When the first phase was completed she was getting payments. When phase two started, the 

postman started distributing Money Orders, in the starting of 2011, to the eligible beneficiaries of 

the PSC phase. She assumed that she would also receive instalments of the BISP monthly cash 

transfer because in the 1
st
 phase she was getting payments, but after a long wait she still did not 

receive any thing from either BISP or the Post Office. 
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Her husband visited the Post Office to collect her payments but he was told that his wife is not 

listed as a beneficiary according to Post Office records. 

 

In the month of December 2011 her husband visited the BISP Office Quetta and met with the 

Complaints Assistant at the BISP Divisional Office. The Complaints Assistant checked his wife’s 

status on the BISP website and found that she is eligible with a CNIC ‘discrepancy’. 

 

The Complaints Assistant advised her husband to have a CNIC made for his wife and to submit a 

copy of it to the Divisional Office Quetta along with the request that her information be updated. 

 

The Complaints Assistant, for BISP supported them in resolving the issue; he advised her 

husband to get his wife CNIC issued from the NADRA Office in Quetta. Her husband said that 

her CNIC has already been made. 

 

4. Processing of The Case 
 

4.A Provider’s Version  

 

On 11
th
 of June 2012, the beneficiary’s husband visited the BISP Divisional Office Quetta and 

submitted the application requesting the missing CNIC number of his wife be updated. Her 

application and copy of CNIC was received by the Complaints Assistant and was entered 

manually into the complaint register. 

 

As per the process of the CMS her case was entered on 25
th
of September 2012 which 

generated the CMS ID Number 10576880. Her case was entered after four months in the 

CMS for the update of the case. 

 

After entering her CNIC number in the CMS, on the same day 25
th 

of September 2012 her 

case was forwarded, electronically, to the BISP Divisional Director for further process and 

approval. He processed it further and her case was accepted by Divisional Director and she 

became an eligible beneficiary but her payments for the PSC phase are not yet generated by 

the BISP Head Office Islamabad. 

 

4.B Client’s Version 

 

The complainant submitted his wife’s CNIC copy along with a written application, to the 

Complaints Assistant on 11
th
 of June 2012. The Complaint assistant entered her application in 

the CMS and after 4 months her case was accepted by Director BISP. She became an eligible 

beneficiary but her payments are not yet generated by BISP Islamabad Office. 

 

The complainant visited the BISP Divisional Office twice, it is 122 Km away from his home, 

from the processing of the application for the CNIC to the submission of the application to 

becoming an active beneficiary.The cost of each round trip was Rs.1000. 

 

After the complaint was received by the BISP Divisional Office, staff took the necessary steps 

as per CMS requirements and her case was accepted. When she submitted her application she 

was not issued acknowledgement. Her village is around 122 km away from BISP Divisional 

Office Quetta. Her husband is familiar with the BISP Office or the redressal process. 
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5. What we Learnt  
 

 This case is of a missing CNIC number. The BISP Office told her husband to submit his 

wife’s CNIC at the BISP Office Quetta the prescribed BISP complaints process is based on 

electronic filing, Complaints Management System (CMS).  Her case was entered in CMS and 

her case was accepted by the BISP Office Quetta and she became eligible but her payments 

are not yet generated by the BISP Islamabad Office. 

 Presently the staff is maintaining the complaints record in the CMS system for resolving all 

CMS cases. They also prepare a monthly summary of complaints in an Excel file and update 

the data for submission to higher offices.  

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her husband had learnt about some of the process to lodge a complaint. 

 

6. Recommendations 
 

 The CMS system was put in place to speed up the complaints process; staff must ensure that 

they are processed in a timely fashion or else the purpose of the CMS is defeated.   

 After the PSC survey was held and the relevant households were declared eligible, there is 

seldom any formal or informal communication from BISP to the beneficiaries. 

 There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary and must apply any mechanism for the information of beneficiary regarding the 

mode of payment.  

 It may also be helpful if the beneficiaries are informed and educated about the complaint 

registration mechanism. 

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them. 
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Case Number G-Q4-Balochistan-11 

Nature of Case: Missing of CNIC  

Complainant/ Beneficiary: Ghulam Fatima 

Wife/Widow/Daughter of: Widow of Dhani Bux 

Complainant, if not beneficiary herself Jamal khan 

Address Mohalla Safi korak Tehsil Sibi 

CNIC Number 55302-8905794-4 

PMT  

PSC form number 3313676 

Draft Case Study Date 1
st
 January 2013 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Ghulam Fatima, widow of Dhani Bux, is 65 years old and she is never been to 

school. She remains at her home to perform her household chores and take care of her children. 

She fetches water from a well of her village.  The beneficiary has five children (two girls and 

three boys), two of her children are going to school.The beneficiary has a mud katcha house 

consisting of two katcha rooms and a bathroom and   Kitchen. 

 

Her son works on daily wages and his monthly income is around Rs.8, 000. Her son is the sole 

bread winner for the household. In her vicinity, some people are very poor and most work for 

daily wages. 

 

Her village is situated around 5 km away from BISP Divisional Office Sibi. Her village has 

drinking water, electricity, and a Basic Health Unit.  

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase, but in the second phase, she 

was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000. She did not have a 

Computerised NIC at the time of the survey and was hence tagged as ‘discrepant’. 

 

She was not familiar with BISP or the location of its offices, but her son came to know about 

these after making enquiries. All she knew about the Programme was that the newly elected 

PPPgovernment had started it for the poor people. In end of April 2010, the BISP PSC Survey 

team visited her house and took down all her information after which she was given an 

acknowledgement slip. She plans to spend the cash on her children’s education and food for her 

house. 

 

3. How did the Complaint Emerge?  
 

When the first phase was completed and phase two started, the postman started distributing 

Money Orders, in 2011, to the eligible beneficiaries of the PSC phase.She thought that she would 

also receive instalments of the BISP monthly cash grant but after a long wait she still did not 

receive any thing from either BISP or the Post Office. 

 

She visited the Post Office to collect her payments but she was told that she is not listed as a 

beneficiary according to Post Office records. In March 2012, her son met with the Complaint 

Assistant at the BISP Divisional Office Sibi. The Complaints Assistant checked his Mother’s 

status on the BISP website and found that she is eligible with discrepancy. 
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He advised her son to have a CNIC made for her mother and to submit a copy of it to the 

Divisional Office along with a request that her information be updated. 

 

The Complaints assistant, for BISP supported them in resolving the issue; he advised Ghulam 

Fatima’s son to get his mother CNIC issued by NADRA. 

 

4. Processing of The Case 
 

4.A Provider’s Version  

 

In 1
st
 week of September 2012 she applied for new CNIC at the NADRA office Sibi and got 

her CNIC in 1
st
 week of October 2012. 

 

After getting the CNIC her son visited BISP Office again and in the 1
st
 weekof October 

2012, the Jamal Khan visited the BISP Divisional Office Sibi and submitted the application 

requesting the updating of his Mother’s CNIC information. Her application and copy of 

CNIC was received by the Complaints Assistant and was entered manually into the 

complaint register. 

 

As per the process of the CMS her case was entered in the CMS on 30
th
October 2012 which 

generated the CMS ID Number 10761568, which was given to the complainant to be used as 

a reference for the future. 

 

On the same day her case was forwarded, electronically, to the BISP Divisional Director for 

further process and approval. He processed it further and her case was accepted by 

Divisional Director Sibi and she became an active beneficiary but, as of 27
th
 February 2013, 

her payment is not yet generated by the BISP Head Office in Islamabad. 

 

4.B Client’s Version 

 

After getting the updated CNIC, the complainant submitted his wife’s CNIC copy along with 

a written application to the Complaints Assistant in the 1
st
 weekof October 2012. The 

Complaints Assistant entered her application in the CMS and after three weeks her case was 

accepted by the Director BISP Sibi. She became an eligible beneficiary but her first payment 

has not been generated by the BISP Islamabad office as of 27
th
 February 2013. 

 

The complainant visited the BISP Divisional Office twice in total, from the process of 

application for the CNIC to the submission of the application to becoming an active 

beneficiary.The cost of each round trip was Rs.200. 

 

 After the complaint was received by the BISP Divisional Office, staff took the necessary 

step as per CMS requirements and her case was accepted. When she submitted her 

application she was not issued any acknowledgement. Her village is around 5 km away from 

BISP Divisional Office Sibi. Her son is familiar with the location of the BISP Office and the 

redressal process,  

 

5. What we Learnt  
 

 This case is of a missing CNIC number. BISP staff told her son to submit his mother’s CNIC 

via the prescribed BISP complaints process based on electronic filing; the Complaints 

Management System (CMS).  Her case was entered in CMS and her case was accepted by 
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BISP Sibi and she became eligible but her payment is not generated from BISP Islamabad 

Office. 

 Presently the staff is maintaining the complaints record in the CMS system for resolving all 

CMS cases. They also prepare a monthly summary of complaints in an Excel file and update 

the data for submission to higher Offices.  

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her Husband had learnt about some of the process to lodge a complaint. 

 The Beneficiary after 65 years got a proper Identity Card due to BISP, she was saying I would 

have never made ID card but this programme gave me Identity Card.   

 The beneficiary paid three visits to the BISP Divisional Office regarding his wife’s case. Her 

case is accepted but her payment id not generated from BISP Islamabad. 

 

6. Recommendations 
 

 After the PSC survey was held and the relevant households were declared eligible, there is 

seldom any formal or informal communication from BISP to the beneficiaries. 

 There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary and must apply any mechanism for the information of beneficiary regarding the 

mode of payment.  

 It may also be helpful if the beneficiaries are informed and educated about the complaint 

registration mechanism. 

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them. 
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Case Number G-Q4-Balochistan-12 

Nature of Case: Duplicate Household   

Complainant/ Beneficiary: KhirBibi 

Wife/Widow/Daughter of: Wife of Wali Mohammad 

Complainant, if not beneficiary herself Wali Mohammad(Husband) 

Address Killi Mir Ghor Khan Mengal Abad  Tehsil Quetta 

CNIC Number 544000470582-8 

PMT  

PSC form number 3547612 and 440524 

Draft Case Study Date 2
nd

 January 2013 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Khir Bibi, Wife of Wali Mohammad, is 39 years old and she has never been to 

school. She remains at her home to perform her household chores. The beneficiary has six 

children (one girls and five boys), three of her children areschool going. The beneficiary has a 

small mud (katcha) house consisting of a katcha room a paka room two bathrooms and a kitchen. 

 

Her husband has his own shop and his monthly income is around Rs.10, 000. Her husband is 

responsible for running the household’s kitchen and paying for her children’s education. In her 

vicinity, some people are poor and they depend on daily wages. 

 

Her house is around 7 km away from BISP Divisional Office Quetta located in District Quetta 

City. Her area has most essentials like drinking water, electricity, gas, and primary schools for 

boys and girls. 

 

Due to the current political situation most visitors avoid visiting Quetta city and locals of Quetta 

city have also reduced visiting shops and markets due to which overall business in the city has 

fallen by over 50%; it has been detrimental for her husband’s shop also. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian phase, and in the second phase, she 

was declared an eligible beneficiary for the monthly cash grant of Rs.1,000. Two forms were 

filled in her name at the time of the PSC Survey, causing her to be tagged as pending due to being 

a duplicate household. 

 

She was not familiar with BISP or the location of its offices, but she came to know about these 

from her husband. Her husband had learnt of these at his shop from speaking to various people. 

All she knew about the Programme was that the newly elected PPP Government had started it for 

the poor people of Pakistan. 

 

In 2010, the BISP Survey team visited her house and took down all her information after which 

she was given an acknowledgement slip. She will spend the cash on her children’s education and 

food for her house. 

 

3. How did the Complaint Emerge?  
 

When the postman started distributing Money Orders to the eligible beneficiaries of the PSC 

phase,she thought that she would also receive instalments of the BISP monthly cash transfers but 

after a long wait she did not receive any thing from either BISP or the Post Office. 
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Her husband visited the Post Office to collect her payments but he was told that his wife is not 

listed as a beneficiary according to Post Office records. 

 

In the month of October 2011 her husband visited the BISP Office Quetta and met with the 

Complaints Assistant at the BISP Divisional Office. The Complaints Assistant checked his wife’s 

status on the BISP website and found that she is eligible with discrepancy because she belongs to 

a ‘duplicate household’; two forms were filled in her name, numbers 3547612 and 440424. 

 

4. Processing of The Case 
 

4.A Provider’s Version  

 

In the month of October 2011 her husband gave a written application to the BISP Office 

Quetta and her complaint was sent to the DG BISP Balochistan’s Office for further 

processing. However, in the end of December 2011, the DG BISP Balochistan sent all 

grievances back to their respective Divisional Offices with a note stating that, very soon, the 

CMS will be made operational at the divisional level and all pending cases will be addressed 

by them. 

 

Till 22
nd

 of August 2012, no action was taken on her case. On the 22
nd

of August 2012, the 

beneficiary’s husband visited the BISP Divisional Office Quetta a 2
nd

 time and submitted an 

application requesting the cancelation of her Duplicate form through the CMS. Her 

application and copy of her CNIC was received by the Complaints Assistant and was entered 

manually into the complaint register. 

 

As per the process of the CMS her case was entered on 20
th
of September 2012 which 

generated the CMS ID Number 10721582. Her case was entered after one month into the 

CMS. 

 

On the same day, 20
th
September 2012, her case was forwarded electronically, to the BISP 

Divisional Director Quetta for further processing and approval. 

 

He processed it further and her case was accepted by the Divisional Director and she became 

an eligible beneficiary but as of 25
th
 February her payments are not yet generated by the BISP 

Head Office in Islamabad. Her form number 440524 was cancelled by the BISP Divisional 

Office Quetta. 

 

4.B Client’s Version 

 

The complainant submitted his wife’s CNIC copy along with a written application, to the 

Complaints Assistant in the month of August 2012. Complaint assistant entered her 

application in the CMS after one month and her case was accepted by the Director BISP 

Quetta. She became an eligible beneficiary but her payment is not yet generated by the BISP 

Head Office Islamabad. 

 

The complainant visited the BISP Divisional Office 4 times in total, from the process of 

application for the CNIC to the submission of the application to becoming an active 

beneficiary.The cost of each round trip was Rs.300, his home is 7 Km away from the BISP 

Office. 

 

After the complaint was received by the BISP Divisional Office, staff took the necessary steps 

as per CMS requirements and her case was accepted. When she submitted her application she 
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was not issued acknowledgement. 

 

Her village is around 7 km away from BISP Divisional Office Quetta. Her husband is familiar 

with the BISP Office and the redressal process. 

 

5. What we Learnt  
 

 This case is of a Duplicate household. The BISP Office told her husband to submit his wife’s 

CNIC with a written complaint at the BISP Office Quetta. The prescribed BISP complaints 

process is based on electronic filing, the Complaints Management System (CMS).  Her case 

was entered in the CMS and accepted by the DD BISP Quetta and she became eligible but her 

payment is not generated as of 25
th
 February 2013. 

 Presently the staff is maintaining the complaints record in the CMS system for resolving all 

CMS cases. They also prepare a monthly summary of complaints in an Excel file and update 

the data for submission to higher Offices.  

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her husband had learnt about some of the process to lodge a complaint. 

 The beneficiary paid four visits to the BISP Divisional Office regarding his wife’s case. Her 

case is accepted but her payment is not generated from BISP Islamabad. 

 

6. Recommendations 
 

 After the PSC survey was held and the relevant households were declared eligible, there is 

seldom any formal or informal communication from BISP to the beneficiaries. The 

beneficiary’s must also be warned not to have multiple forms filled in their name.  

 There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary and must apply any mechanism for the information of beneficiary regarding to 

mode of payment.  

 It may also be helpful if the beneficiaries are informed and educated about the complaint 

registration mechanism.   

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them.  

 The previous submitted applications sent back by DG Balochistan may be also entered in 

CMS.  

 Every staff member who is involved in data updating and addressing pending cases may be 

given task of daily cases to be updated. 
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Case Number G-Q4-Balochistan-13 

Nature of Case: Missing of CNIC  

Complainant/ Beneficiary: Mah Gull 

Wife/Widow/Daughter of: Wife of Balach Khan 

Complainant, if not beneficiary herself Balach Khan (Husband) 

Address Mohalla Raozaitali Tehsil Sibi 

CNIC Number 55302-9898302-6 

PMT  

PSC form number 3813938 

Draft Case Study Date 1
st
 January 2013 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Maha Gull, wife of Balach, is 37 years old and she has never been to school. She 

remains at her home to perform her household chores and take care of her children. She fetches 

water from a well in her village.  The beneficiary has four children (two girls and two boys), only 

one child is going to school.The beneficiary has a mud (katcha) house consisting of a katcha 

room, a Jhompri, a bathroom and a kitchen. 

 

Her husband works as a farmer on daily wages and his monthly income is around Rs.7, 000.At 

times she also helps her husband who is responsible for running the household’s kitchen and 

paying for her children’s education. In her vicinity, some people are poor and they work on daily 

wages. 

 

Her village is situated around 31 km away from BISP Divisional Office Sibi located in District 

Sibi. Her village does not have most essentials like drinking water, electricity and a Basic Health 

Unit. They only have primary schools for boys and girls. 

 

When the floods of 2010 hit, most of the houses in her villages collapsed and for over a year they 

lived in tents provided by a Humanitarian Organisations. Still most government institutions are 

not in working condition. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase, but in the second phase, she 

was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000. However, her 

CNIC information was not entered on her form at the time of the PSC Survey and her name was 

tagged as pending due to a CNIC ‘discrepancy’. 

 

She was not familiar with BISP or the location of its offices, but she came to learn of these from 

her husband. All she knew about the Programme was that the newly elected government had 

started it for the poor people of flood affected Districts. In end of April 2010, the BISP PSC 

Survey team visited her house and took down all her information after which she was given an 

acknowledgement slip. She plans to spend the cash on her children’s education and food for her 

house. 

 

She plans to spend the cash on her children’s education and food for her family, so that her 

husband may be relieved of some of his burden. 
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3. How did the Complaint Emerge?  
 

When the first phase was completed and 2
nd

 phase started, the postman started distributing Money 

Orders, in 2011, to the eligible beneficiaries of the PSC phase.She thought that she would also 

receive instalments of the BISP monthly cash grant as she is also from a flood effected family but 

after a long wait, she did not receive any thing from either BISP or the Post Office. 

 

Her husband visited the Post Office to collect her payments but he was told that his wife was not 

listed as a beneficiary according to Post Office records. In August 2011, her husband met with the 

complaint assistant at the BISP Divisional Office Sibi. The Complaints Assistant checked Mah 

Gull’s status on the BISP website and found that she is eligible with a ‘discrepancy’. 

 

He advised her husband to have a CNIC made for her wife and to submit a copy of it to the 

Divisional Office along with a request that her information be updated. 

 

The Complaints assistant, for BISP supported them in resolving the issue; he advised Mah Gull’s 

husband to get his wife’s CNIC issued by NADRA. Her husband told to him her wife CNIC has 

already been made in April 2011. 

 

4. Processing of The Case 
 

4.A Provider’s Version  

 

In the month of August 2011her husband visited the BSIP Divisional Office Sibi and 

submitted a copy of his wife’s CNIC and an application requesting an update of his wife’s 

missing data in the last week of August 2011. At the BISP level, her complaint was sent to 

BISP Headquarter Islamabad and the DG Balochistan for further processing in the 1
st
week of 

September 2011. 

 

The beneficiary’s husband paid continuous visits to the BISP Divisional Office Sibi to check 

the status of his wife’s case. In the month of December 2011, all grievances cases from Sibi 

division were sent back to the BISP Divisional Office Sibi with a note that all pending cases 

will be responded to by their respective divisions after the initiation of the CMS system.  

 

In the 1
st
week of October 2012 she got a letter from BISP Islamabad advising her to submit 

her CNIC information at the BISP Office Sibi. In the last week of October 2012, the husband 

of the beneficiary again visited the BISP Divisional Office Sibi and for a 2
nd

 time submitted 

the application requesting the updating of his wife’s CNIC information. Her application and 

copy of CNIC was received by the Complaints Assistant and was entered manually into the 

complaint register. 

 

As per the process of the CMS her case was entered in the CMS on 29
th
November 2012 

which generated the CMS ID Number 10906843, which was given to the complainant to be 

used as a reference for the future. 

 

On the same day her case was forwarded, electronically, to the BISP Divisional Director for 

further process and approval. He processed it but her case was rejected by the Divisional 

Director Sibi. 

 

4.B Client’s Version 

 

After getting an eligibility letter from the Islamabad BISP Head Office, the complainant 
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submitted his wife’s CNIC copy along with a written application to the Complaints Assistant 

in the last week of October 2012. The Complaints Assistant entered her application in the 

CMS and after a week her case was rejected by the Director BISP Sibi. 

 

The complainant visited the BISP Divisional Office four times in total, from the process of 

submitting the CNIC to the submission of the application to being rejected. The cost of each 

round trip was Rs.500. 

 

After the complaint was received by the BISP Divisional Office, staff took the necessary steps 

as per CMS requirements but her case was rejected. When she submitted her application she 

was issued a CMS ID as acknowledgement. Her village is around 31 km away from BISP 

Divisional Office Sibi. Her husband is familiar with the BISP Office or the redressal process, 

 

5. What we Learnt  
 

 This case is missing of CNIC number the BISP Office told her husband to submit her wife 

CNIC in BISP Office Sibi the prescribed BISP complaints process is based on electronic 

filing, Complaints Management System (CMS) had been made active and they were advised 

to wait for it to be made operational. She got eligibility letter from BISP Islamabad but the 

BISP Office Sibi rejected her case; acceptance or rejection is at the DD’s discretion. 

 Presently the staff is maintaining the complaints record in the CMS system for resolving all 

CMS cases. They also prepare a monthly summary of complaints in an Excel file and update 

the data for submission to higher offices.  

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her husband had learnt about some of the process to lodge a complaint. 

 It was not clear why did divisional director rejected her case as she had already received 

eligibility letter from BISP HQ.  

 In her house two other beneficiaries are getting cash grant and one of other beneficiary was 

also having discrepancy of CNIC and her case was accepted   

 

6. Recommendations 
 

 It is unclear why a simple CNIC update case was rejected. BISP DDs must inform 

beneficiaries of the cause of acceptance or rejection. After the PSC survey was held and the 

relevant households were declared eligible, there is seldom any formal or informal 

communication from BISP to the beneficiaries. 

 It may also be helpful if the beneficiaries are informed and educated about the complaint 

registration mechanism.   

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them.  

 If any beneficiary is rejected at Divisional level so the beneficiary must be communicated in 

written with justifications and time line in order to appeal again. 
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Case Number G-Q4-Balochistan-14 

Nature of Case: Missing of CNIC  

Complainant/ Beneficiary: Mah Zai 

Wife/Widow/Daughter of: Wife of Malik Mohammad Shah 

Complainant, if not beneficiary herself Malik Mohammad Shah(Husband) 

Address Mohalla Babo Zari Aghbarg Tehsil Quetta  

CNIC Number 54400-8438721-8 

PMT 32.89 

PSC form number 4408836 

Draft Case Study Date 1
st
 January 2013 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Mah Bibi, Wife of Malik shah Mohammad, is 64 years old and she has never 

been to school. She remains at her home but her poor health does not allow her to perform her 

household chores. The beneficiary has six children (three girls and three boys), all are married and 

living happily in a joint family system. The beneficiary has a mud (katcha) house consisting of 

four katcha rooms a bathroom and a kitchen. All four couples, the beneficiary and her husband, 

and her children with their families live in a single room 

 

Her sons work on daily wages in Quetta vegetable’s market and their combined monthly income 

is around Rs.15, 000.Her sons are responsible for running the household’s kitchen and their 

children’s education. In her vicinity, most of the people are poor and are dependent on daily 

wages. 

 

Her village is situated around 7 km away from the BISP Divisional Office Quetta. Her village has 

most essential facilities like drinking water, electricity, a Basic Health Unit and school for boys 

and girls. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP’s Parliamentarian Phase, but in the second phase, 

she was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000. Her CNIC 

number was not recorded at the time of the survey causing her to be tagged as having a CNIC 

discrepancy. 

 

She was not familiar with BISP or the location of its offices, but she came to know about these 

from her son. All she knew about the Programme was that the newly elected PPP Government 

had started it for the poor people of Pakistan. In March 2010, the BISP PSC Survey team visited 

her house and took down all her information after which she was given an acknowledgement slip. 

She plans to spend the cash on food for her house and other necessities for her and her husband. 

 

3. How did the Complaint Emerge?  
 

When the first phase was completed and phase two started, the postman started distributing 

Money Orders,in 2011, to the eligible beneficiaries of the PSC phase.She thought that she would 

also receive instalments of the BISP monthly cash transfers but after a long wait she still did not 

receive any thing from either BISP or the Post Office. 

 

Her husband visited the Post Office with her to collect her payments but he was told that she is 

not listed as a beneficiary according to Post Office records. 
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In the month of February 2012 she got an eligibility latter form BISP Islamabad and the next day, 

her husband met with the complaint assistant at the BISP Divisional Office. The Complaints 

Assistant checked his wife’s status on the BISP website and found that she is eligible with a 

CNIC discrepancy. 

 

The Complaints Assistant advised her husband to have a CNIC made for his wife and to submit a 

copy of it to the Divisional Office Quetta along with a request that her information be updated. 

 

4. Processing of The Case 
 

4.A Provider’s Version  

 

In the 3
rd

week of February 2012 she got an eligibility letter from BISP Islamabad and the next 

day, her husband met with the complaint assistant at the BISP Divisional Office. The 

Complaints Assistant checked his wife’s status on the BISP website and found that she is 

eligible with discrepancy of CNIC. 

 

In the 1
st
 week of March 2012 she applied for a CNIC at the NADRA Office Quetta and got 

her CNIC in the last week of April 2012. 

 

On 18
th
September2012, the beneficiary’s husband visited the BISP Divisional Office Quetta 

and submitted the application requesting the update of his wife’s CNIC information. Her 

application and the copy of her CNIC was received by the Complaints Assistant and was 

entered manually into the complaint register. 

 

As per the process of the CMS her case was entered on 24
th
September 2012 which generated 

the CMS ID Number 10564413. 

 

On the same day 24
th
September 2012 her case was forwarded, electronically, to the BISP 

Divisional Director for further process and approval. He processed it further and her case was 

accepted by Divisional Director and she became an active beneficiary but her payment is not 

yet generated as of 25
th
 February 2013 by the BISP Head Office Islamabad. 

 

4.B Client’s Version 

 

After getting the updated CNIC the complainant submitted his wife’s CNIC’s copy along with 

a written application and the BISP letter to the Complaints Assistant on 18
th
 of September 

2012. The Complaints Assistant entered her application in the CMS after one month and her 

case was accepted by the Director BISP Quetta. She became an active beneficiary but her 

payment is not yet generated by the BISP Islamabad office. 

 

The complainant visited the BISP Divisional Office three times in total, from the processing 

of the application for the CNIC to the submission of the application to becoming an active 

beneficiary.The cost of each round trip was Rs.300 for the 07 Km journey. 

 

After the complaint was received by the BISP Divisional Office, staff took the necessary steps 

as per CMS requirements and her case was accepted. When she submitted her application she 

was not issued any acknowledgement. Her village is around 7 km away from BISP Divisional 

Office Quetta. Her husband is familiar with the BISP Office or the redressal process. 
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5. What we Learnt  
 

 This case is of a missing CNIC number. The BISP Office told her husband to submit his 

wife’s CNIC at the BISP Office Quetta. The prescribed BISP complaints process is based on 

electronic filing, the Complaints Management System (CMS).  Her case was entered in the 

CMS and her case was accepted by BISP Office Quetta and she became eligible but her 

payment is not yet generated by BISP Islamabad. 

 Presently the staff is maintaining the complaints record in the CMS system for resolving all 

CMS cases. They also prepare a monthly summary of complaints in an Excel file and update 

the data for submission to higher Offices.  

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her husband had learnt about some of the process to lodge a complaint. 

 The beneficiary’s husband paid three visits to the BISP Divisional Office regarding his wife’s 

case. Her case is accepted but her payment ID was not generated from BISP Islamabad. 

 She got National identity after 64 years only because of BISP. 

 

6. Recommendations 
 

 After the PSC survey was held and the relevant households were declared eligible, there is 

seldom any formal or informal communication from BISP to the beneficiaries. 

 It may also be helpful if the beneficiaries are informed and educated about the complaint 

registration mechanism. 

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them.  
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Case Number G-Q4-Balochistan-15 

Nature of Case: Missing of CNIC  

Complainant/ Beneficiary: Mai Abail 

Wife/Widow/Daughter of: Wife of Abdul Rahim 

Complainant, if not beneficiary herself Abdul Rahim (Husband) 

Address Mohalla Gishkori Mol Tehsil Sibi 

CNIC Number 55302-4854869-0 

PMT  

PSC form number 3277582 

Draft Case Study Date 1
st
 January 2013 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Mai Abail, wife of Abdul Rahim, is 55 years old and she has never been to 

school. She remains at her home to perform her household chores and takes care of her children. 

The beneficiary has six children (four girls and two boys), two of whom are school going, and one 

of her daughters is married. The beneficiary has a mud (katcha) house consisting of two rooms a 

jhompri, a bathroom and a kitchen. 

 

Two of her sons work on daily wages and their combined monthly income is around Rs.10, 000. 

They are responsible for running the household’s kitchen and their siblings’ education. In her 

vicinity, most people are poor and work for daily wages. 

 

Her village is situated around 3 km away from the BISP Divisional Office Sibi. Her village has 

most essential facilities like drinking water, electricity, and a Basic Health Unit. 

 

Her village is one of the most severely affected villages of the 2010 floods, for over a week her 

village was underwater. Her house was not damaged badly but most of most of the villagers lost 

all their possessions. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase, but in the second phase, she 

was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000, She did not have a 

CNIC at the time of the survey and was hence tagged as having a CNIC discrepancy. 

 

She was not familiar with BISP or the location of its offices, but she came to know about these 

from her son. All she knew about the Programme was that the newly elected PPP government had 

started it for the poor. In start of 2010, the BISP PSC Survey team visited her house and took 

down all her information after which she was given an acknowledgement slip. She plans tospend 

the cash on her children’s education and food for her house. 

 

3. How did the Complaint Emerge?  
 

When the first phase was completed and Phase two started, the postman started distributing 

Money Orders, in 2011, to the eligible beneficiaries of the PSC phase.She thought that she would 

also receive instalments of the BISP monthly cash grant but after a long wait she did not receive 

any thing from either BISP or the Post Office. 

 

She visited the Post Office with her son to collect her payments but she was told that she is not 

listed as a beneficiary according to Post Office records. In May 2012, her son met with the 
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Complaints Assistant at the BISP Divisional Office Sibi. The Complaints Assistant checked his 

mother’s status on the BISP website and found that she is eligible with a CNIC discrepancy. 

 

The Complaints Assistant advised her son to have a CNIC made for his mother and to submit a 

copy of it to the Divisional Office along with a request that her information be updated. 

 

The Complaints Assistant, for BISP supported them in resolving the issue; he advised her son to 

get his mother’s CNIC issued from the NADRA Office Sibi. 

 

4. Processing of The Case 
 

4.A Provider’s Version  

 

In the 2
nd 

week of August 2012 she applied for a new CNIC at the NADRA Office Sibi and 

got her CNIC in the last week of September 2012. 

 

In the 3
rd

weekof October 2012, the beneficiary’s son visited the BISP Divisional Office Sibi 

and submitted the application requesting the updating of his mother’s CNIC information. Her 

application and copy of her CNIC was received by the Complaints Assistant and was entered 

manually into the complaint register. 

 

As per the process of the CMS her case was entered in the CMS on 29
th
November 2012 

which generated the CMS ID Number 10906723, which was given to the complainant to be 

used as a reference for the future.  

 

On the same day her case was forwarded, electronically, to the BISP Divisional Director for 

further processing and approval. He processed it further and her case was accepted by 

Divisional Director Sibi and she became an eligible beneficiary but, as of 25
th
 February 2013, 

her first payment is not yet generated by the BISP Head Office in Islamabad. 

 

4.B Client’s Version 

 

After getting the updated CNIC, the complainant submitted his mother’s CNIC copy along 

with a written application to the Complaints Assistant on 3
rd

October 2012. The Complaint 

assistant entered her application in the CMS after one monthand her case was accepted by the 

Director BISP Sibi. She became an eligible beneficiary but her payment is not yet generated 

by the BISP Islamabad office. 

 

The complainant visited the BISP Divisional Office 3 times in total, from the processing of 

the application for the CNIC to the submission of the application to becoming an active 

beneficiary.The cost of each round trip was Rs.30. Their home is 3 kms away from the BISP 

Office Sibi. 

 

After the complaint was received by the BISP Divisional Office, staff took the necessary steps 

as per CMS requirements and her case was accepted. When she submitted her application she 

was not issued any acknowledgement. Her village is around 3 km away from BISP Divisional 

Office Sibi. Her son is familiar with the BISP Office and the redressal process, 

 

5. What we Learnt  
 

 This case is of a missing CNIC number. BISP staff told her son to submit his mother’s CNIC 

at the BISP Office Sibi. The prescribed BISP complaints process is based on electronic filing, 
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the Complaints Management System (CMS).  Her case was entered in the CMS and was 

accepted by BISP Sibi and she became eligible but her payment is not generated from BISP 

Islamabad Office. 

 Presently the staff is maintaining the complaints record in the CMS system for resolving all 

CMS cases. They also prepare a monthly summary of complaints in an Excel file and update 

the data for submission to higher Offices.  

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her son had learnt about some of the process to lodge a complaint. 

 The beneficiary paid three visits to the BISP Divisional Office regarding his mother’s case. 

Her case is accepted but her payment ID was not generated from BISP Islamabad. 

 The most important in this case was she got national Identity after 55 years, as she got her 

CNIC only because of BISP, she said she did not need to do job so why should she have 

applied for CNIC. 

 

6. Recommendations 
 

 After the PSC survey is held and the relevant households were declared eligible, there is 

seldom any formal or informal communication from BISP to the beneficiaries. 

 There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary and must apply any mechanism for the information of beneficiary regarding to 

mode of payment.  

 It may also be helpful if the beneficiaries are informed and educated about the complaint 

registration mechanism.   

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them. 

 

 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 2 - Grievance Case Studies 

G-Q4-Balochistan-16 
 

J40252715 

GHK Consulting Ltd. 370 

Case Number G-Q4-Balochistan-16 

Nature of Case: Missing of CNIC  

Complainant/ Beneficiary: Noor bibi 

Wife/Widow/Daughter of: Wife of Adam Khan 

Complainant, if not beneficiary herself Adam Khan(Husband) 

Address Mohalla Topi Nasaran Bostan Tehsil Karizat 

CNIC Number 54302-9249009-0 

PMT  

PSC form number 3163083 

Draft Case Study Date 1
st
 January 213 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Noor Bibi, Wife of Adam Khan, is 40 years old and she has never been to school. 

She remains at her home to perform her household chores. The beneficiary has nine children (four 

girls and five boys), two of her children are school going and one of her daughters is married. The 

beneficiary has a katcha house consisting of two katcha rooms, one  paka room, two bathrooms 

and a kitchen. 

 

Her husband has his own apple orchard and their monthly income is around Rs.15,000 to 20,000. 

Her husband is responsible for running the household’s kitchen and paying for her children’s 

education. In her vicinity, some people are poor and they work on daily wages. Some others have 

their own orchards; compared to other villagers her family is financial much better off.  

 

Her village is situated around 130 km away from the BISP Divisional Office Quetta located in 

Quetta City. Her village has most basic facilities like potable water, electricity, and primary 

schools for boys and girls. District Pishinis a predominantly Pashtoon area. The pashtoon culture 

of this specific area and the strong presence of religious groups limits the movement of women. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was included in the BISP Parliamentarian’s Phase, and in the second phase, she 

was again declared an eligible beneficiary for the monthly cash transfer of Rs.1,000. She 

possessed a valid CNIC at the time of the PSC survey it was not entered on her form. This caused 

her to be tagged as having a CNIC discrepancy. 

 

She was not familiar with BISP or the location of its offices, but she came to learn about these 

from her husband. All she knew about the Programme was that the newly elected Government 

had started it for the poor people of Pakistan. In 2010, the BISP PSC Survey team visited her 

house and took down all her information after which she was given an acknowledgement slip. She 

plans to spend the cash on her children’s education and other needs of her family. 

 

3. How did the Complaint Emerge?  
 

When the postman started distributing Money Orders, in the 2
nd

 phases, to the eligible 

beneficiaries of the PSC phase.She thought that she would also receive instalments of the BISP 

monthly cash grantbut after a long wait of four months, she did not receive any thing from either 

BISP or the Post Office. 

 

The beneficiary and her family did not care for the cash grant and did not any make any further 

enquiry regarding her eligibility. 
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In the month of March 2012 her husband visited Quetta city for some personal work near the 

BISP Office. He went in and met with the Complaints Assistant at the BISP Divisional Office 

who checked his wife’s status on the BISP website and found that she is eligible with a CNIC 

discrepancy. 

 

The Complaints Assistant advised her husband to bring a CNIC her wife and to submit a copy of 

it to the Divisional Office Quetta along with a request that her information be updated. Her 

husband explained that she already had a valid CNIC. 

 

The Complaints Assistant, for BISP supported them in resolving the issue; he advised her 

husband to get his wife CNIC issued by NADRA Office Quetta. 

 

4. Processing of The Case 
 

4.A Provider’s Version  

 

In the March 2012 the husband of the beneficiary visited the BISP Office and got basic 

information regarding her eligibility. On 09
th
August 2012, the beneficiary’s husband visited 

the BISP Divisional Office Quetta and submitted the application requesting the missing CNIC 

number be entered in her bio-data. The application and copy of her CNIC was received by the 

Complaints Assistant and was entered manually into the complaint register. 

 

As per the process of the CMS, her case was entered on 26
th 

of September 2012 which 

generated the CMS ID Number 10576919. Her case was entered after one month in the CMS 

by the complaints assistant. 

 

On the same day 26
th 

of September 2012 her case was forwarded, electronically, to the BISP 

Divisional Director Quetta for further process and approval. Her case was accepted by the 

Divisional Director and she became an eligible beneficiary but, as of 26
th
 February 2013, her 

payments are not yet generated by the BISP Head Office Islamabad. 

 

4.B Client’s Version 

 

In the March 2012 beneficiaries’ husband visited Quetta for some personal work, and this 

gave him the chance to visit the BISP Office and check his wife’s status. He was advised by 

the Complaints Assistant to submit his wife’s CNIC copy along with a written application to 

have her issue resolved. 

 

On 9
th
 of August 2012 Noor Bibi’s husband again visited BISP Divisional Office and gave a 

written application for updating his wife’s pending data with copies of his and his wife’s 

CNICs to the Complaints Assistant. The Complaints Assistant entered her application in the 

CMS after one month and her case was subsequently accepted by the Director BISP Quetta. 

She became an active beneficiary but her payment is not generated by the BISP Islamabad 

Office as of 26
th
 February 2013. 

 

The complainant visited the BISP Divisional Office twice in total, from the processing of the 

application for the CNIC to the submission of the application to becoming an active 

beneficiary.The cost of each 130 km round trip was Rs.1, 000. 

 

After the complaint was received by the BISP Divisional Office, staff took the necessary steps 

as per CMS requirements and her case was accepted. When he submitted her application he 

was not issued any acknowledgement. 
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Her village is around 130 km away from BISP Divisional Office Quetta. Her husband is 

familiar with the BISP Office or the redressal process. 

 

5. What we Learnt  
 

 This case is of a missing CNIC number. The BISP Office told her husband to submit his 

wife’s CNIC at the BISP Office Quetta. The prescribed BISP complaints process is based on 

electronic filing, the Complaints Management System (CMS). Her case was entered in the 

CMS and was accepted by the BISP office Quetta and she became active beneficiary. She is 

yet to receive any payments. 

 Presently the staff is maintaining the complaints record in the CMS system for resolving all 

CMS cases. They also prepare a monthly summary of complaints in an Excel file and update 

the data for submission to higher offices.  

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her husband had learnt about some of the process to lodge a complaint. 

 The beneficiary paid two visits to the BISP Divisional Office regarding his wife’s case. Her 

case is accepted but her payment is not generated from BISP Islamabad. 

 

6. Recommendations 
 

 The main purpose of the CMS is to allow such issues to be speedily resolved. The purpose is 

defeated if complaints are entered after four weeks or more. Staff must ensure complaints are 

processed as soon as is possible.  

 After the PSC survey was held and the relevant households were declared eligible, there is 

seldom any formal or informal communication from BISP to the beneficiaries. 

 There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary and must apply any mechanism for the information of beneficiary regarding to 

mode of payment.  

 It may also be helpful if the beneficiaries are informed and educated about the complaint 

registration mechanism. 

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them. 
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Case Number G-Q4-Balochistan-17 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: AbidaParveen 

Wife/Widow/Daughter of: Wife of Mohammad Bakhsh 

Complainant, if not beneficiary herself Husband 

Address Ward no 2 Khosa colony Dera Allah Yar District Jaffarabad 

CNIC Number 5320132839060 

PMT  

PSC form number 3332400 

Draft Case Study Date 27
th
 December 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Abida Parveen, wife of Mohammad Bakhsh, is 22 years old and illiterate. She 

remains at her home to perform her household chores, takes care of her children and fetches water 

from a hand pump installed by a Humanitarian Organisation after the 2010 floods. The 

beneficiary has three children (two girls and a boy), none of whom are enrolled at schools. She 

wants her children to be educated but her financial situation does not allow for it. 

 

She has a house consisting of three katcha rooms, a bath room and a kitchen. They have very few 

possessions. Her husband works on daily wages as a cook at a small establishment; he gets Rs. 

200 a day. 

 

Her husband is the sole provider for the family and is responsible for running the kitchen’s 

expenditure. Most permanent villagers are poor and work on daily wages, or at government or 

private jobs like Abida’s husband. 

 

Abida Parveen has two other beneficiaries in her family and they are getting cash on a regular 

basis; all three beneficiaries are entered under one PSC form number 3332400, but they have 

different households. 

 

Her mohallah is situated around one km away from BISP Divisional Office Naseerabad located in 

Dera Allah Yar. Her village has most essential facilities like potable water, electricity, a Basic 

Health Unit and schools for boys and girls, but after floods most governmental institutions remain 

closed. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase, and in the second phase, she 

was declared an eligible beneficiary ‘with discrepancy’ for the monthly cash transfers. The 

beneficiary’s CNIC discrepancy arose because at the time of survey the beneficiary did not have a 

computerised NIC issued by NADRA. 

 

She was not familiar with BISP or the location of its offices, but she came to know about these 

from her husband who made enquiries in the hotel where he works as a cook. All she knew about 

the Programme was that the newly elected government had started it for the poor people of 

Pakistan. The BISP Poverty Score Card survey team visited her home in 2010 and she gave all the 

required information to the survey team enumerator, who filled a form for her and gave her a slip 

of acknowledgement. She did not have a valid CNIC at the time of survey. 

 

She plans to spend the cash on her children’s clothes and food for her family, so that her husband 

may be alleviated of some of the burden. 
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3. How did the Complaint Emerge?  
 

When phase one was completed and phase two started, the postman started distributing Money 

Orders in 2010 to the eligible beneficiaries of the PSC phase. Abida Parveen assumed that she 

would also receive instalments of the BISP monthly cash transfers but after a long wait she did 

not receive any thing from BISP or the Post Office. 

 

Her husband visited the Post Office to collect her payments but he was told that his wife was not 

listed as a beneficiary according to Post Office records. In January 2011, her husband met with 

the Complaints Assistant at the BISP Divisional Office Naseerabad. The Complaints Assistant 

checked Abida Parveen’s status on the BISP website and found that she is eligible with 

discrepancy. 

 

He advised her husband to have a CNIC made for Abida Parveen and to submit a copy of it to the 

Divisional Office along with a request that her information be updated. 

 

The Complaints Assistant, for BISP supported them in resolving the issue; he advised Abida’s 

husband to get his wife’s CNIC issued by NADRA. 

 

4. Processing of the Case 
 

4.A Provider’s Version  

 

Abida and her husband applied for a new CNIC from the District Jaffarabad NADRA Office 

in the 1
st
 week of March 2011 and received Abida Parveen’s Computerised National Identity 

Card in the 2
nd

 week of April 2011. 

 

They then again visited BSIP Divisional Office Naseerabad and submitted a copy of his 

wife’s CNIC and application requesting the update of her missing data in the 2
nd

 week of 

April 2011. At the BISP level her complaint was sent to BISP Headquarters Islamabad and 

the DG Balochistan for further processing in the 2
nd

 week of April 2011. The beneficiary’s 

husband kept visiting the BISP Office Naseerabad to follow up on her case till the end of 

2011. 

 

In the end of 2011 all grievances cases from Naseerabad division were sent back to the BISP 

Divisional Office with a note saying that all pending cases will be responded to by respective 

divisions after the CMS is made operational. 

 

On 18
th
December 2012, the complainant again visited the BISP Divisional Office Naseerabad 

and, for a 2
nd

 time, submitted the application requesting the update of her CNIC information. 

Her application and CNIC copy was received by the Complaints Assistant and was entered 

manually into the complaint register. 

 

As per the process of the CMS her case was entered in the CMS on 18
th
December 2012 which 

generated CMS ID Number 10986393, which was given to the complainant to be used as a 

reference in the future. 

 

On the same day her case was forwarded, electronically, to the BISP Divisional Director for 

further processing and approval. The DD processed it further and her case was resolved on 

the same day, but as of 26
th
 February 2013 her payments are not yet generated. 
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4.B Client’s Version 

 

After applying for CNIC in the 1
st
 week of March 2011, she got her CNIC in the 2

nd
 week of 

April 2011, and he submitted his wife’s CNIC copy along with a written application to the 

Complaints Assistant in the 2
nd

 week of April 2011.He paid Rs.20 for having the application 

written. The 2
nd

 application was submitted on 18
th
December 2012, and again he paid Rs.20 

for having it written and Rs.5 for the photo copy of his and his wife’s CNIC. 

 

The complainant visited the BISP Divisional Office six times in total, from the processingof 

the CNIC to submitting the application to becoming an active beneficiary. Travelling did not 

incur any cost because the complainant walked to the BISP office each time. However, he had 

50% deductions from his wages; he had to take a half day off from work each time and faced 

deductions of Rs.100 from his wage.  

 

After the complaint was received by the BISP Divisional Office, staff took the necessary step 

as per CMS requirements and her case was resolved on 18
th
 of December 2012, when they 

submitted her 1
st
 application he was not issued any acknowledgement but on the 2

nd
 

application he was issued the CMS ID on a slip of paper.  

 

She was very happy about this and she said, “It will be a big support for my family if any of 

the days my husband cannot go to the hotel at least we will have something to eat because of 

Bibi’s support.” 

 

Abida and her husband were not familiar with the BISP Office or the redressal process, but 

they learnt it from other beneficiaries and from customers at the hotel where the complainant 

works. 

 

5. What we Learnt  
 

 The BISP Office sent the complainant to the NADRA Office to have Abida’s CNIC updated. 

After five weeks, the beneficiary received her updated CNIC from NADRA. However, the 

prescribed BISP complaints process is based on electronic filing, the Complaints 

Management System (CMS).  

 Presently the staffs are maintaining the complaints record in CMS system for resolving all 

CMS cases. They also prepare a monthly summary of complaints in an Excel file and update 

the data for submission to higher offices.  

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her husband had learnt about some of the process to lodge a complaint. 

 The beneficiary’s husband visited the office six times and in those six days not only did he 

incurred expenses on travel but also rejected 50% of his daily wages because of absence from 

work.  

 It took her more than a year to be an active beneficiary, but still her payments have not been 

generated.  

 BISP programme gave her identity as she never knew about CNIC. 

 

6. Recommendations 
 

 After the PSC survey was held and the relevant households were declared eligible, there is 

seldomany formal or informal communication from BISP to the beneficiaries.There is a need 

to ensure delivery of the eligibility letter or discrepancy letter to the beneficiary and must 

apply any mechanism for the information of beneficiary regarding to mode of payment.  
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 It may also be helpful if the beneficiaries are informed and educated about the complaint 

registration mechanism.   

 There is a need to create awareness amongst women regarding the cash grant program since it 

is especially designed to empower them.  

 The grievances cases sent by DG and Headquarter Islamabad, may be also addressed. 

 Every staff who is doing data updating and resolving pending cases may be given daily based 

task for handling cases. 
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Case Number G-Q4-Balochistan-18 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: Mah Bibi (Mah) 

Wife/Widow/Daughter of: Wife of Ali Mohammad 

Complainant, if not beneficiary herself Husband 

Address Permanent Add: Mohallah Abro colony Dera Allah Yar 

District Jaffarabad 

Temporary Add: Quetta sadar 

CNIC Number 5320164281072 

PMT  

PSC form number 3762342 

Draft Case Study Date 27
th
 December 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Mah Bibi, wife of Ali Mohammad, is 45 years old and illiterate. She remains at 

her home to perform her household chores, takes care of her children and fetches water from a 

hand pump installed by a Humanitarian organisation after the 2010 floods. The beneficiary has 

five children (two girls and three boys), none of whom are enrolled at schools. She considers 

education to be useless; a waste of time and money. 

 

She has a house consisting of two katcha rooms, a bathroom, and a kitchen with very few 

possessions. Her husband is a truck driver and his monthly income is around Rs.12,000. 

 

Her husband is the sole provider for the family and is responsible for running the kitchen’s 

expenditure. Most permanent villagers are poor and work on daily wages, work for the 

government or have private jobs like Mah’s Husband. 

 

She lives in Abro colony Dera Allah Yar in district Jaffarabad situated around 20 km away from 

the BISP Divisional Office Naseerabad located in Dera Allah Yar. Her village has no essential 

facilities like potable water, electricity, a Basic Health Unit or schools for boys and girls. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian’s Phase. In the second phase, she 

was declared an eligible beneficiary ‘with discrepancy’ for the monthly cash transfers. The 

beneficiary’s CNIC discrepancy was caused because at the time of survey she did not have a 

computerised NIC issued by NADRA. 

 

She was not familiar with BISP or the location of its offices, but she came to learn of these from 

her husband who made enquiries from different places and other beneficiary’s family members 

who were already beneficiaries or those already having discrepancies. All she knew about the 

Programme was that the newly elected government had started it for the poor people of Pakistan. 

The BISP Poverty Score Card survey team visited her home in 2010 and she gave all the required 

information to BISP survey team enumerator, who filled a form for her and gave her a slip of 

acknowledgement. She did not have a valid CNIC at the time of the survey. 

 

She plans to spend the cash on her medication and food for her family, so that her husband may 

be relieved of some of his burden. 
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3. How did the Complaint Emerge? 
 

When phase one was completed and phase two started, the postman started distributing Money 

Orders in 2010 to the eligible beneficiaries of the PSC phase. Mah thought that she would also 

receive instalments of the BISP monthly cash grant but after a long wait she did not receive any 

thing from BISP or the Post Office. 

 

Her husband visited the Post Office to collect her payments but he was told that his wife was not 

listed as a beneficiary according to Post Office records. In February 2011, her husband met with 

the Complaints Assistant at the BISP Divisional Office Quetta. The Complaints Assistant checked 

Mah Bibi’s status on the BISP website and found that she is eligible with discrepancy. 

 

He advised her husband to have a CNIC made for Mah Bibi and to submit a copy of it to the 

Divisional Office along with a request that her information be updated. 

 

Complaint Assistant, for BISP supported them in resolving the issue; he advised Mah Bibi’s 

husband to get his wife’s CNIC issued by NADRA. 

 

4. Processing of the Complaint 
 

4.A Provider’s Version  

 

Mah Bibi and her husband applied for a new CNIC from the District Jaffarabad NADRA 

Office in the 1
st
 week of February 2011 and received Mah Bibi’s Computerised National 

Identity Card in the 2
nd

 week of March 2011. 

 

They then again visited the BISP Divisional Office Naseerabad and submitted copy of her 

CNIC and the application in the 2
nd

 week of March 2011. Her complaint was sent to the BISP 

Headquarters in Islamabad and the DG Balochistan for further processing in the 2
nd

 week of 

March 2011. Beneficiary’s husband continued to make visits to the BISP Divisional Office 

Naseerabad to follow up progress on her case. At the end of 2011 all grievances cases from 

Naseerabad division were sent back to the BISP Divisional Office with a note stating that all 

pending cases will be responded to by their respective divisions following the 

operationalization of the CMS. 

 

On 13
h
 of June 2012, the beneficiary’s husband again visited the BISP Divisional Office 

Naseerabad and for a 2
nd

 time submitted the application requesting the update of her CNIC 

information. The application and copy of the CNIC was received by the Complaints Assistant 

and was entered manually into the complaint register. 

 

As per the process of the CMS her case was entered in the CMS on 13
th
 of June 2012 which 

generated the CMS ID Number 10179234, which was given to the beneficiary to be used as a 

reference in the future. Her case was resolved and her payments have been generated as of 

30
th
 June 2012, but these are yet to be delivered to her. 

 

On the same day her case was forwarded, electronically, to the BISP Divisional Director for 

further process and approval. He processed it further and her case was resolved on the same 

day. 
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4.B Client’s Version 

 

After applying for the CNIC in the 1
st
 week of February 2011, she got her CNIC in the 2

nd
 

week of March 2011, and her husband submitted its copy and the written application to the 

Complaints Assistant in the 2
nd

 week of March 2011. He paid Rs.30 for having the application 

written. Her 2
nd

 application was submitted on 13
th
 of June 2012, and again he paid Rs.5 for 

the photo copy of their CNICs. 

 

The complainant visited the BISP Divisional Office four times in total from the process of 

applying for the CNIC to submitting the application to becoming an active beneficiary. They 

paid nothing in transport as they walked to the office each time. 

 

After the complaint was received by the BISP Divisional Office, staff took the necessary steps 

as per CMS requirements and her case was resolved on 13
th 

June 2012. When they submitted 

her 1
st
 application she was not issued any acknowledgement but with the 2

nd
 application he 

was issued the CMS ID on a slip of paper. 

 

She was very happy about this and she said, “The government has been eating off us for 

years, if it pays us Rs.1000 it is not a big deal for the government but is a big support for us.” 

 

Her village is around 20 km away from the BISP Divisional Office Naseerabad. 

 

The complainant paid Rs. 120 on each visit to the BISP Office. 

 

Mah Bibi and her husband were not familiar with the BISP Office or the redressal process, 

but they learnt it from other beneficiaries of her village. 

 

5. What we Learnt  
 

 The BISP Office sent the complainant to the NADRA Office to have Mah Bibi’s CNIC 

updated. After five weeks, the beneficiary received her updated CNIC from NADRA. The 

prescribed BISP complaints process is based on electronic filing, Complaints Management 

System (CMS). Presently the staffs are maintaining the complaints record in CMS system for 

resolving all CMS cases. They also prepare a monthly summary of complaints in an Excel file 

and update the data for submission to higher Offices. 

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her husband had learnt about some of the process to lodge a complaint. 

 The beneficiary paid four visits to BISP Divisional Office regarding her wife’s case in this 

regard he only did not pay for travelling but for also a complete day, as her husband works as 

truck driver, and he visit his family after months and on those days he had to give time to his 

family but gave time to visit BISP Office. 

 Mah Bibi considers education waste of money and time, because she had seen many educated 

people unemployed in her family   

 It took her more than a year to be an active beneficiary; her payments have been generated but 

now delivered yet.   

 She was not aware about the importance of CNIC, just she was saying it will be helpful to get 

cash grant. 

 

6. Recommendations 
 

 After the PSC survey was held and the relevant households were declared eligible, there is 

seldom any formal or informal communication from BISP to the beneficiaries. There is a need 
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to ensure delivery of the eligibility letter or discrepancy letter to the beneficiary and must 

apply any mechanism for the information of beneficiary regarding to mode of payment.  

 It may also be helpful if the beneficiaries are informed and educated about the complaint 

registration mechanism.   

 Adult education programme may be started under BISP for the BISP beneficiaries. 

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them. 
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Case Study Number: G-Q4-Balochistan-19 

Nature of Case: Missing household  

Complainant/ Beneficiary: Sarwar kharoon 

Wife of: Widow of Mohammad Hassan Jathoi 

Complainant, if not beneficiary herself:  

Address: Mohallah Tehsil colony near DPO office Uthal 

CNIC Number: 50505-0239202-6 

PSC form number:  

Draft Case Study Date 15
th
 November 2013 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary, Sarwar Khatoon is a 67 years old woman who has not been to school. She 

remains at her home and her age does not allow her to perform her household chores. As oldest 

woman at home she is the household head. The beneficiary has six children (three boys and three 

girls). The beneficiary has a small mud (katcha) house consisting of three katcha rooms, a 

Jhompri, a bathroom and a kitchen. They have very few possessions. 

 

Her sons work on daily wages in the village and his monthly income is around Rs.6,000. Her son 

is responsible for running the household’s kitchen. In her village most people are poor and they 

work for daily wages. 

 

Her village is situated a km away from BISP Divisional Office Lasbela located at Uthal. Her 

Mohallah has electricity, a Basic Health Unit and potable water. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in BISP’s Parliamentarian Phase, and in 2
nd

 phase, her home 

was missed out in the PSC survey; the survey team did not visit her home in March 2010 when 

the survey was being conducted. 

 

She was not familiar with BISP or the location of its offices, but she came to know about these 

from her son. All she knew about the Programme was that the newly elected government had 

started it for the poor. 

 

3. How did the Complaint Emerge? 
 

When Uthal postmen started distributing money orders to the eligible beneficiaries of BISP 2
nd

 

phase she thought that she would also receive cash because this grant is for the poor and she must 

be eligible. After a long fruitless wait, her son visited the Post Office to get the payments on his 

mother’s name but he came to know that her house is in ‘pending’ and there is no active 

beneficiary in her home. In the month of April her son came to learn of the appeals process from 

the BISP Field supervisor for Uthal. 

 

On 2
nd

 May 2012 her son visited Uthal City and met with the Field Supervisor who checked 

Sarwar Khatoon’s status and told him they belong to a ‘missed’ household. 
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4. Processing of the Complaint 
 

4.A Provider’s Version  

 

Sarwar Khatoon’s son gave an application as a missing household requesting inclusion to the 

programme on 02
nd

 May 2012 to the Field Supervisor Uthal. The appeal was entered in the 

CMS system on the same day by the Field Supervisor Uthal. He forwarded the case to the 

Divisional Director at Uthal who rejected the appeal. 

 

The prescribed BISP complaints process is based on electronic (CMS) system and this 

complaint was entered in the CMS. 

 

Presently, the staff is maintaining the complaints record in files and a monthly summary is 

also made for submission too higher offices. 

 

4.B Client’s Version 

 

Sarwar Khatoon and her son got information from people in her village and in May 2012, he 

visited the BISP Divisional Office Kalat located in Uthal, and met with the BISP Field 

Supervisor to get basic information, regarding his mother’s  payments; he was told her house 

had not been surveyed. 

 

After getting basic information, she son made a second visit to the BISP Divisional Office 

and submitted a copy of his mother’s CNIC with an application for an appeal. For both the 

visits her son had to pay no transport fare but he had to forego his wages for those days; 

Rs.250 for each visit and Rs.30 he paid for the application and copies of his and his mother’s 

CNICs. 

 

After receiving this appeal the BISP Field Supervisor entered it in the CMS on 02
nd

 May 

2012, 

 

In her village most of the women who had CNIC discrepancies or data missing were 

eventually paid their cash transfers, but she was not. So, once again, her son visited the BISP 

Divisional Office Kalat where he was told that his mother’s case had been rejected. 

 

The family of the beneficiary was highly disappointed upon her rejection; they believe they 

are poor and hence, deserving. 

 

5. What we Learnt  
 

 She was guided by BISP staff to appeal as a ‘missing’ household. Her son applied for a 

resurvey, but her case was rejected and closed by BISP. 

 The prescribed BISP complaints process is based on electronic and Complaints Management 

System (CMS) BISP Divisional Office Uthal. Presently, the staff is maintaining the 

complaints record in files. They also prepare a monthly summary of complaints for 

submission to higher offices. And BISP Office is updating CMS.  

 The understanding of the beneficiary was very low regarding the complaint redressal, while 

her son had learnt about some of the process to lodge a complaint from BISP field supervisor.  

 At the BISP level, the Divisional Office Lasbela located at District Uthal has made volunteers 

in different locations who help the beneficiaries in submitting their complaints at the BISP 

Office. 

 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 2 - Grievance Case Studies 

G-Q4-Balochistan-19 
 

J40252715 

GHK Consulting Ltd. 383 

6. Recommendations 
 

 There is need for visits by the BISP Divisional Director to beneficiaries before rejecting any 

case. 

 The BISP staff also needs to be trained about the proper complaint registration mechanism 

and BISP programme. 

 There is a need to create awareness amongst women regarding the cash grant programme. 
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Case Number: G-Q4-Balochistan-20 

Nature of Case: Eligibility Appeal 

Complainant/ Beneficiary: Hayat Khatoon 

Wife of: Waife of Abdul Hameed 

Complainant, if not beneficiary herself Husband 

Address MohallahGoom Tehsil Kalat 

CNIC Number 51201-7254675-4 

PMT 42.80 

PSC form number 4422463 

Draft Case Study Date 31
st
 December 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary, Hayat Khatoon, wife of Abdul Hameed is a 31year old woman who has never 

been to school. She remains at her home to perform her household chores and takes care of her 

family. She has four children (two Boys and two Girls) two of whom are school going. The 

beneficiary has a small mud (katcha) house consisting of 2 katcha rooms, two bathrooms and a 

kitchen. They have very few possessions. 

 

Her husband runs a shop and his monthly income is around Rs.10, 000. Her husband is 

responsible for running the household’s kitchen. In her village, most people are poor and they 

work fordaily wages. 

 

Her village is situated 455 km away from the BISP Divisional Office Kalat in Uthal. Her village 

has most essentials electricity and schools. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase, and in the 2
nd

 phase, she was 

declared ineligible as her PMT score of 42.8 is well over the cut-off for eligibility. The 

beneficiary’s CNIC numbers had been entered on her PSC survey form. She was not familiar with 

BISP or the location of its offices, but she came to know about it from her husband; her husband 

has shop in the village where he got information from various beneficiaries of BISP who visited 

his shop. 

 

All she knew about the Programme was that the newly elected government had started it for the 

poor people. In April 2010, the BISP PSC Survey team visited her house and took down all her 

information after which she was given an acknowledgement slip. 

 

She plans to spend the cash clothes for herself, food for her home and her children’s education. 

 

3. How did the Complaint Emerge? 
 

In Kalat, when postmen started distributing Money Orders to the eligible beneficiaries of BISP’s 

2
nd

 phase she assumed that she will also receive cash because this grant is for the poor and she 

considers herself to be poor.  Herhusb and eventually visited the Post Office Kalat to collect the 

payments in his wife’s name but he come to know that his wife is not a listed beneficiary. 

 

In the month of March 2011 her husband visited a local net café in Kalat City and checked her 

status on the BISP website where he learnt that her wife is ineligible. In the month of May 2012 

her husband learnt from the BISP Field Supervisor Kalat that he can make an Eligibility Appeal. 
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4. Processing of the Case 
 

4.A Provider’s Version 

 

Hayat Khatoon‘s Husband gave an application for an eligibility appeal to the BISP Supervisor 

Kalat in the 2
nd

week of May 2012 which he forwarded to the BISP Divisional Office Kalat in 

the last week of May 2012 to the Complaints Assistant Kalat. 

 

Her case was not entered in CMS and it is still in pending with the BISP Office Kalat’s 

Complaints Assistant as of 28
th
February 2013. 

 

Her husband registered her complaint with BISP Field supervisor Kalat and he sent it to 

Complaint Assistant BISP Kalat Office. The prescribed BISP complaints process is based on 

electronic (CMS) and this complaint was not entered in CMS system. 

 

4.B Client’s Version 

 

After receiving this Eligibility Appeal letter the BISP Field Supervisor Kalat sent it to the 

Complaints Assistant who did not enter it in the CMS. No acknowledgement slip was issued 

to the complainant to be used as a reference. 

 

The complainant visited the BISP Field Supervisor Kalat twice, he sits 38 km away from her 

home, for the follow up of the complaint. He spent Rs.300 on each visit to. 

 

5. What we Learnt? 
 

 This case was of an eligibility appeal. The case was not entered in the CMS and her appeal is 

still to be taken action on.  

 The prescribed BISP complaints process is based on electronic and Complaints Management 

System (CMS) BISP Divisional Office Kalat. Presently, the staff is maintaining the 

complaints record in files. They also prepare a monthly summary of complaints for 

submission to higher offices. 

 The understanding of the beneficiary was very low regarding the complaint redressal, while 

her husband had learnt about some of the process to lodge a complaint from BISP Field 

Supervisor.  

 In this case beneficiary’s husband did not know regarding appeal but Field Supervisor advised 

him to apply for eligibility appeal. 

 As her PMT score was very high after discussing at BISP divisional level without entering in 

CMS it was rejected by BISP Divisional Director.  

 

6. Recommendations 
 

 BISP staff must be given a timeline within which to process cases.  

 There is a need to create awareness amongst women regarding the cash grant programme. 

 Every application of beneficiary must be responded with in written communication. 
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Case Number G-Q4-Balochistan-21 

Nature of Case: Missing of CNIC  

Complainant/ Beneficiary: Asma 

Wife/Widow/Daughter of: Wife of Panja Khan 

Complainant, if not beneficiary herself (Husband) 

Address Mohallal atif Abad Sacho Tehsil Sibi 

CNIC Number 53104-3109454-0 

PMT  

PSC form number 3342917 

Draft Case Study Date 4
th
 January 2013 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Asma, wife of Panja, is 34 years old and she has never been to school. She 

remains at her home to perform her household chores and takes care of her children. She fetches 

water from a well in her village. There are seven other beneficiaries in her family but their kitchen 

is separate from hers. The beneficiary has six children (two girls and four boys), two of whom are 

enrolled at schools. 

 

The beneficiary has a mud (katcha) house consisting of two katcha rooms a bathroom and a 

kitchen. 

 

Her husband works for daily wages in the fields of a landlord as a Buzgar; his monthly income is 

around Rs.8, 000.At times, she also helps her husband her husband who is responsible for running 

the household’s kitchen and paying for her children’s education. In her vicinity, some people are 

poor and they mostly work for daily wages. 

 

Her village is situated around 111 km away from the BISP Divisional Office Naseerabad located 

in District Naseerabad. Her village does not have potable water, electricity or a Basic Health Unit. 

They do, however, have primary schools for boys and girls. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase, but in the second phase, she 

was declared an eligible beneficiary for the monthly cash grant of Rs.1,000 but, as her CNIC was 

not issued at the time of the PSC Survey and her name was in pending due to a CNIC 

‘discrepancy’. 

 

She was not familiar with BISP or the location of its offices, but she came to know about it from 

her husband. All she knew about the Programme was that the newly elected government had 

started it for the poor. In end of April 2010, the BISP Survey team visited her house and took 

down all her information after which she was given an acknowledgement slip. She plans to spend 

the cash on her children’s education and food for her house. So that her husband may be relieved 

of some of his burden. 

 

3. How did the Complaint Emerge?  
 

When the first phase was completed and the 2
nd

 phase started, the postman started distributing 

Money Orders, in 2011, to the eligible beneficiaries of the PSC phase.She thought that she would 

also receive instalments of the BISP monthly cash grant but after a long wait she still did not 

receive any thing from either BISP or the Post Office. 
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Her husband visited the Post Office to collect her payments but he was told that his wife was not 

listed as a beneficiary according to Post Office records. In August 2011, her husband met with the 

Complaint Assistant at the BISP Divisional Office Naseerabad. The Complaints Assistant 

checked Asma’s status on the BISP website and found that she is eligible with discrepancy. 

 

He advised her husband to have a CNIC made for her wife and to submit a copy of it to the 

Divisional Office along with a request that her information be updated. 

 

The Complaints Assistant, for BISP supported them in resolving the issue; he advised Asma’s 

husband to get his wife’s CNIC issued by NADRA. Her husband told to hem her wife CNIC had 

already been made in June 2010 (a short while after the survey). 

 

4. Processing of The Case 
 

4.A Provider’s Version  

 

In the last week of August 2011, her husband visited the BSIP Divisional Office Naseerabad 

and submitted a copy of his wife’s CNIC and an application requesting an update of his 

wife’s missing data. At the BISP level, her complaint was sent to BISP Headquarter 

Islamabad and the DG Balochistan for further processing in the 1
st
week of September 2011. 

 

The beneficiary’s husband paid continuous visits to the BISP Divisional Office Naseerabad to 

check the status of his wife’s case. In the Month of December 2011 all grievances cases from 

Naseerabad division were sent back to the BISP Divisional Office Naseerabad with a note 

that all pending cases will be responded to by their respective divisions after the initiation of 

the CMS system. 

 

In 1st week of May 2012 she received a letter of intimation from the BISP Head Office in 

Islamabad telling her to submit her CNIC information at the BISP Office in Naseerabad. On 

2
nd

September 2012, the husband of the beneficiary again visited the BISP Divisional Office 

Naseerabad and for a 2
nd

 time submitted the application requesting the updating of his wife’s 

CNIC information. Her application and copy of her CNIC was received by the Complaints 

Assistant and was entered manually into the complaint register. 

 

As per the process of the CMS her case was entered in the CMS on the 12
th
of September 2012 

which generated the CMS ID Number 10944166, which was given to the complainant to be 

used as a reference for the future. 

 

On the same day her case was forwarded, electronically, to the BISP Divisional Director for 

further process and approval. He processed it further and her case was accepted by the 

Divisional Director Naseerabad. Her case was accepted and she become eligible but her 

payment is not generated by the BISP Head Office in Islamabad as of 28
th
 February 2013.  

 

4.B Client’s Version 

 

After getting the eligibility latter from the Islamabad BISP Office, the complainant submitted 

his wife’s CNIC copy along with a written application to the Complaints Assistant. The 

Complaints Assistant entered her application in the CMS system and after a week her case 

was accepted by the Director BISP Naseerabad. 

 

The complainant visited the BISP Divisional Office five times in total, from the submission of 

the application to becoming an active beneficiary.The cost of each round trip was Rs.500.Her 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 2 - Grievance Case Studies 

G-Q4-Balochistan-21 
 

J40252715 

GHK Consulting Ltd. 388 

husband is familiar with the BISP Office and the redressal process. 

 

The beneficiary was very happy to have become eligible. She said, ‘I will be more 

empowered at the domestic level,I can spend the cash as I wish.’ 

 

5. What we Learnt  
 

 This case is missing of CNIC number; BISP staff told her husband to submit his wife’s CNIC 

at the BISP Office Naseerabad which he did. The prescribed BISP complaints process is 

based on electronic filing, first time her application was sent to BISP DG Balochistan and 

BISP HQ, but 2
nd

 time on the day he submitted application her application was entertained 

and she became an active beneficiary. 

 Presently the staff is maintaining the complaints record in the CMS system for resolving all 

CMS cases. They also prepare a monthly summary of complaints in an Excel file and update 

the data for submission to higher Offices. 

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her gusband had learnt about some of the process to lodge a complaint. 

 She knew if financially she will be strong so she would be empowered at home hold level.  

 

6. Recommendations 
 

 After the PSC survey was held and the relevant households were declared eligible, there is 

seldom any formal or informal communication from BISP to the beneficiaries. 

 It may also be helpful if the beneficiaries are informed and educated about the complaint 

registration mechanism. 

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them.  

 Volunteers may be identified to support the beneficiaries in villages, or coordination may be 

made with local NGO’s and CBO’s working with volunteers to support beneficiaries, if they 

have any problem so the volunteers of those NGO’s and CBO’s may support them. 
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Case Number G-Q4-Balochistan-22 

Nature of Case: Missing of CNIC  

Complainant/ Beneficiary: Zar Gull 

Wife/Widow/Daughter of: Wife of GhousBux 

Complainant, if not beneficiary herself (Husband) 

Address Mohallalatif Abad Chakr Mari Tehsil Sibi 

CNIC Number 53104-8297365-6 

PMT  

PSC form number 3342920 

Draft Case Study Date 4
th
 January 2013 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Zar Gull, wife of Gous Bux, is 32 years old and she has never been to school. She 

remains at her home to perform her household duties. She fetches water from a well of her 

village. The beneficiary has no children. There are nine more beneficiaries in her family as 

mentioned on the BISP website but they are not actually her nuclear family members but 

relatives.The beneficiary has a mud (katcha) house consisting of one katcha room, a jhompri, a 

bathroom and a kitchen. 

 

She has been married for over ten years but still she has not been able to have any children; she is 

taunted by other women because of this. 

 

Her husband works on daily wages and his monthly income is around Rs.5, 000. She also 

supports her husband with local traditional embroidery that she does for others. Her husband has 

the primary responsibility for running the household’s kitchen. In her vicinity, most people are 

poor and they work on daily wages, or work as Buzgars with local landlords. 

Her village is situated around 111 km away from the BISP Divisional Office Naseerabad located 

in District Naseerabad. Her village does not have potable water, electricity or a Basic Health Unit. 

It does have primary schools for boys and girls.  

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase, but in the second phase, she 

was declared an eligible beneficiary for the monthly cash transfer of Rs.1, 000. Her CNIC was not 

updated at the time of the PSC Survey and her name was in pending and had a CNIC 

‘discrepancy’. 

 

She was not familiar with BISP or the location of its offices, but she came to know about it from 

her husband. All she knew about the Programme was that the newly elected government had 

started it for the poor. At the end of April 2010, the BISP PSC Survey team visited her house and 

took down all her information after which she was given an acknowledgement slip. She plans to 

spend the cash on food for her house so that her husband may be relieved of some of his burden. 

 

3. How did the Complaint Emerge?  
 

When the first phase was completed and 2
nd

 phase started the postman started distributing Money 

Orders, in 2011, to the eligible beneficiaries of the PSC phase. She thought that she would also 

receive instalments of the BISP monthly cash grant but after a long wait she still did not receive 

any thing from either BISP or the Post Office. 
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Her husband visited the Post Office to collect her payments but he was told that his wife was not 

listed as a beneficiary according to Post Office records. In August 2011, her husband met with the 

Complaints Assistant at the BISP Divisional Office Naseerabad. The Complaints Assistant 

checked Zar Gull’s status on the BISP website and found that she is eligible with discrepancy. 

 

He advised her husband to have a CNIC made for her wife and to submit a copy of it to the 

Divisional Office along with a request that her information be updated. 

 

The Complaints Assistant, for BISP supported them in resolving the issue; he advised Zar Gull’s 

husband to get his wife’s CNIC issued by NADRA. Her husband said she had already had her 

CNIC made in April 2010 following the PSC survey. 

 

4. Processing of The Case 
 

4.A Provider’s Version  

 

In the last week of August 2011, her husband visited the BSIP Divisional Office Naseerabad 

and submitted a copy of his wife’s CNIC and an application requesting an update of his 

wife’s missing data. At the BISP level, her complaint was sent to BISP Headquarter 

Islamabad and the DG Balochistan for further processing in the 1
st
week of September 2011. 

 

The beneficiary’s husband paid continuous visits to the BISP Divisional Office Naseerabad to 

check the status of his wife’s case. In the Month of December 2011 all grievances cases from 

Naseerabad division were sent back to the BISP Divisional Office Naseerabad with a note 

that all pending cases will be responded to by their respective divisions after the initiation of 

the CMS system.  

 

In the 1
st
week of May 2012 she got an intimation letter from the BISP Head Office in 

Islamabad advising her to submit her CNIC information at the BISP Office Naseerabad. On 

3
rd

July 2012, the husband of the beneficiary again visited the BISP Divisional Office 

Naseerabad a 2
nd

 time to submit an application requesting the update of his wife’s CNIC 

information. Her application and copy of her CNIC was received by the Complaints Assistant 

and was entered manually into the complaint register. 

 

As per the process of the CMS her case was entered in the CMS on 4
th
July 2012 which 

generated the CMS ID Number 10237560, which was given to the complainant to be used as 

a reference for the future. 

 

On the same day her case was forwarded, electronically, to the BISP Divisional Director for 

further process and approval. He processed it further and her case was accepted. She became 

an eligible beneficiary on 30
th
 of September 2012 and subsequently payments of Rs.3000 

were generated in her name by BISP Islamabad. 

 

4.B Client’s Version 

 

After getting the eligibility letter from the Islamabad BISP Office the complainant submitted 

his wife’s CNIC copy along with a written application to the Complaints Assistant. The 

Complaints assistant entered her application in the CMS system and after a week her case was 

accepted by the Director BISP Naseerabad. 

 

He processed it further and her case was accepted by the Divisional Director Naseerabad. Her 

case was accepted and she became an eligible beneficiary on 30
th
September 2012. 
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The complainant visited the BISP Divisional Office four times in total, from the process of 

application for the CNIC to the submission of the application to becoming an active 

beneficiary. The cost of each round trip was Rs.500. Her husband is familiar with the BISP 

Office sand the redressal process. 

 

The beneficiary was very happy and she was getting her cash, now she is planning to have her 

BDC issued. She said that after getting the cash she feels empowered and feels as though she 

receives less taunts as well.  

 

5. What we Learnt  
 

 This case is of a missing CNIC number. BISP stafftold her husband to submit his wife’s 

CNIC at the BISP Office Naseerabad. The prescribed BISP complaints process is based on 

electronic filing, the Complaints Management System (CMS) which was not operational the 

first time her application was submitted and she was advised to wait for it to be made 

operational. Upon her 2
nd

 application her case was accepted and she became an active 

beneficiary on 30
th
 of September 2012. A payment of Rs.3000 was generated for her by BISP 

Office Islamabad. 

 Presently the staff is maintaining the complaints record in the CMS system for resolving all 

CMS cases. They also prepare a monthly summary of complaints in an Excel file and update 

the data for submission to higher Offices.  

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her husband had learnt about some of the process to lodge a complaint. 

 At house hold level the beneficiary was more empowered and after getting cash grants she 

was feeling herself more confident. 

 

6. Recommendations 
 

 After the PSC survey was held and the relevant households were declared eligible, there is 

seldom any formal or informal communication from BISP to the beneficiaries. 

 There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary and must apply any mechanism for the information of beneficiary regarding to 

mode of payment.  

 It may also be helpful if the beneficiaries are informed and educated about the complaint 

registration mechanism.   

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them.  
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Case Number G-Q4-Balochistan-23 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: MahBibi 

Wife/Widow/Daughter of: Wife of Shikari 

Complainant, if not beneficiary herself Shikari (Husband) 

Address Latifabadchakr Mari Tehsil Sani district Kachi 

CNIC Number 53104-7666741-6 

PMT  

PSC form number 3342919 

Draft Case Study Date 3
rd

 January 2013 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Mah Bibi, wife of Shikari, is 59 years old and has never been to school. She 

remains at her home to perform her household chores and takes care of her children. She fetches 

water from a well near her home but her responsibilities do not end with this; she has to support 

her husband working in the fields of a landlord as well, where her husband works as a Buzgar. 

The beneficiary has four children (three girls and a boy). 

 

Her husband works as Buzgar and her entire family works with him to cultivate the fields of the 

landowner, after taking out all the expenditures done at the time of cultivation, from the net profit 

1/3 is given to Mah Bibi’s family as labour charges, which averages to around Rs.7,000 a month. 

In the start of the year financially they are strong as they get a bulk of money but at the end of 

year they mostly depend on credit. 

 

Her husband is the sole provider for the family as her rest of family supports him and is 

responsible for running the kitchen’s expenditure and paying for the children’s education. Most 

permanent villagers are poor and work on daily wages, at government or private jobs like her 

husband’s. 

 

Her village is situated around 112 km away from BISP Divisional Office Naseerabad located in 

Dera Allah Yar. Her village has most essential facilities such as drinking water, electricity, a 

Basic Health Unit and schools for boys and girls, but due to a high rate of crimes in the area, 

people from outside Tehsil Suni avoid regular visits. 

 

She has four more beneficiaries in her family who are her relatives like her sister in law, and other 

close family members. However, all these beneficiaries live independently in separate houses; at 

the time of the survey being close to each other all had their PSC form filled under one family 

head. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase, and in the second phase, she 

was declared an eligible beneficiary ‘with discrepancy’ for the monthly cash transfers. The 

beneficiary’s CNIC discrepancy was caused because at the time of the survey, the beneficiary did 

not have a computerised NIC issued by NADRA. 

 

She was not familiar with BISP or the location of its offices, but she came to know about it from 

her husband who made enquiries from the landlord and an activist of the area named Abdul 

Raheem. All she knew about the Programme was that the newly elected government had started it 

for poor people of Pakistan. The BISP Poverty Score Card survey team visited her home 

sometime in 2010 and she gave all the required information to them. The enumerator filled a form 
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for her and gave her a slip of acknowledgement. She did not have valid CNIC at the time of 

survey. 

 

She plans to spend the cash grant on food for her family, so that her husband may be relieved of 

some of his burden. 

 

3. How did the Complaint Emerge?  
 

When the first phase was completed and 2
nd

 phase started the postman started distributing Money 

Orders in 2010 to the eligible beneficiaries of the PSC phase. Mah Bibi thought that she would 

also receive instalments of the BISP monthly cash grant, as at the time of survey she was also 

given an acknowledgement but after a long wait she still did not receive any thing from either 

BISP or the Post Office.  

 

Her husband visited the Post Office to collect her payments but he was told that his wife was not 

listed as a beneficiary according to Post Office records. In the end of March 2011, her husband 

met with the Complaints Assistant at the BISP Divisional Office Naseerabad. The Complaints 

Assistant checked his wife status on the BISP website and found that she is eligible with a 

discrepancy.  

 

He advised her husband to have a CNIC made for his wife and to submit a copy of it to the 

Divisional Office Naseerabad along with a request that her information be updated. 

 

4. Processing of the Complaint 
 

4.A Provider’s Version  

 

Mah Bibi’s husband submitted the copy of his wife’s CNIC along with an application to the 

Complaints Assistant at the BISP Divisional Office Naseerabad in May 2011.In the start of 

June 2011 her application was sent to the BISP DG Balochistan and BISP Headquarters for a 

data update. 

 

At the end of 2011 all pending cases of Naseerabad division were sent back with a note that 

very soon in 2012 all pending cases will be responded by respective Divisional Office. Till 

the end of June 2012 no action was taken on her application. In the 1
st
 week of June 2012 her 

husband again visited the BISP Divisional Office Naseerabad and submitted a copy of Mah 

Bibi’s CNIC and an application requesting an update of her missing data. 

 

Her application and copy of her CNIC was received by the Complaints Assistant and was 

entered manually into the complaint register. 

 

As per the process of the CMS her case was entered in the CMS on 3
rd

July 2012 which 

generated the CMS ID Number 10231597, which was given to the complainant to be used as 

a reference for the future.  

 

On the same day her case was forwarded, electronically, to the BISP Divisional Director for 

further processing and approval. He processed it further and her case was resolved on the 

same day, and in October 2012 her payments were generated and she drew them using her 

BDC Card. 
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4.B Client’s Version 

 

In May 2011 her husband visited BISP Divisional Office Naseerabad and gave a written 

application with a copy of his wife’s and his own CNICs as supporting documents. It took an 

entire day for him to the visit BISP Divisional Office Naseerabad which is four hours from 

her home. Till the end of May no action was taken, and in hot summer of 2012, the 

beneficiary received a letter from BISP to submit a copy of CNIC in BSIP Divisional Office 

Naseerabad. 

 

Her 2
nd

 application was submitted in the 1
st
 week of June 2012.Her husband this time 

submitted her application with s copy of Mah Bibi’s and his CNIC as supporting documents. 

He paid Rs.30 for the printed copy of the application which was available in a shop, and Rs.5 

for the photo copy of her CNIC. 

 

The complainant’s husband visited the BISP Divisional Office thrice in total, from the 

process of application for the CNIC to the submission of the application to becoming an 

active beneficiary.The cost of each round trip was Rs.500.  

 

After the complaint was received by the BISP Divisional Office, staff took the necessary step 

as per CMS requirements and her case was resolved on 3
rd

 July 2012. When she submitted her 

1
st
 application she was not issued any acknowledgement but upon her 2

nd
 application she was 

issued a CMS ID on a slip of paper.  

 

She was very happy about this and she said,“This cash grant will support us in our rainy 

days.” 

 

Her village is around 100 km away from BISP Divisional Office Naseerabad. 

 

Mah Bibi and her husband were not familiar with the BISP Office or the redressal process, 

but they learnt it from landlord of the land where her husband works as Bazgar and from an 

activist of the area named Abdul Raheem.  

 

5. What we Learnt  
 

 The prescribed BISP complaints process is based on electronic filing, Complaints 

Management System (CMS) operational in BSIP Divisional Office Naseerabad.  

 Presently the staff is maintaining the complaints record in the CMS system for resolving all 

CMS cases. They also prepare a monthly summary of complaints in an Excel file and update 

the data for submission to higher offices.  

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her husband had learnt about some of the process to lodge a complaint. 

 2
nd

 time as they got discrepancy letter from BISP they visited BSIP Divisional Office 

Naseerabad and her case was resolved.  

 

6. Recommendations 
 

 It may also be helpful if the beneficiaries are informed and educated about the complaint 

registration mechanism. 

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them.  

 Every staff member involved in updating pending cases be given daily task to complete 

pending cases sent by DG Balochistan or BISP HQ. 
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Case Number G-Q4-Balochistan-24 

Nature of Case: Missing of CNIC 

Complainant/ Beneficiary: BakhtawarBibi 

Wife/Widow/Daughter of: Widow of Dolat khan 

Complainant, if not beneficiary herself Abdul Rahim cousin  

Address Latif Abad Chakar Mari Tehsil Sani district Kachi 

CNIC Number 53104-1172883-0 

PMT  

PSC form number 3342916 

Draft Case Study Date 3
rd

 January 2013 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Bakhtawar Bibi, widow of Dolat Khan, is 57 years old she has never been to 

school. She remains at her home to perform her household chores and takes care of her children. 

She fetches water from a well near her home, but her responsibilities do not end with this; she has 

to support her son in fields of a landlord, where her son works as a Buzgar. The beneficiary has 

four children (a girl and three boys). 

 

Her son works as a buzgar and his monthly income is around Rs.10, 000, in the start of the year 

they are financially strong as they get a bulk of money but at the end of year they mostly depend 

on credit. 

 

Her son is the sole provider but the rest of the family supports him. Most permanent villagers are 

poor and work on daily wages. 

 

Her village is situated around 100 km away from the BISP Divisional Office Naseerabad located 

in Dera Allah Yar. Her village has essential facilities such as drinking water, electricity, a Basic 

Health Unit and schools for boys and girls, but due to a high rate of crimes in the area people 

from outside Tehsil Suni avoid regularly coming in. 

 

She has 7seven other beneficiaries in her family; they are her relatives like her sister in law and 

other close family members but they all live independently in separate houses. At the time of the 

survey, being close relative,they all had their PSC form filled under one family head. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian’s Phase, and in the second phase, 

she was declared an eligible beneficiary ‘with discrepancy’ for the monthly cash transfers. The 

beneficiary’s CNIC discrepancy was caused because at the time of the survey, the beneficiary did 

not have a computerised NIC issued by NADRA. 

 

She was not familiar with BISP or the location of its offices, but she came to know about it from 

her husband who made enquiries from the landlord and an activist of the area named Abdul 

Raheem. All she knew about the Programme was that the newly elected government had started it 

for the poor people of Pakistan. The BISP Poverty Score Card survey team visited her home 

sometime in 2010 and she gave all the required information to them. The enumerator filled a form 

for her and gave her a slip of acknowledgement. She did not have a valid CNIC at the time of the 

survey. 

 

She plans to spend the cash on her grand children’s education and food for her family, so that her 

son may be relieved of some of his burden. 
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3. How did the Complaint Emerge?  
 

When the first phase was completed and 2
nd

phase started, the postman started distributing Money 

Orders, in 2010, to the eligible beneficiaries of the PSC phase. Bakhtawar Bibi thought that she 

would also receive instalments of the BISP monthly cash grant, as at the time of survey she was 

also given acknowledgement, but after a long wait she still did not receive any thing from either 

BISP or the Post Office. 

 

Her son visited the Post Office to collect her payments but he was told that his mother was not 

listed as a beneficiary according to Post Office records. In March 2011, her son met with the 

Complaints Assistant at the BISP Divisional Office Naseerabad. The Complaints Assistant 

checked Bakhtawar Bibi’s status on the BISP website and found that she is eligible with 

discrepancy. 

 

He advised her son to have a CNIC made for Bakhtawar Bibi and to submit a copy of it to the 

Divisional Office along with a request that her information be updated. Her son said that his 

mother’s CNIC has already been made, following the PSC survey. 

 

4. Processing of the Complaint 
 

4.A Provider’s Version  

 

Bakhtawar Bibi son submitted the copy of Bakhtawar’s CNIC along with an application to the 

Complaints Assistant BISP Divisional Office Naseerabad in March 2011. In the start of April 

2011 her application was sent to the BISP DG Balochistan and BISP Headquarters for the 

data update. 

 

At the end of 2011, all pending cases from Naseerabad division were sent back with a note 

that very soon, in 2012, all pending cases will be responded to by their respective divisional 

office. Till the end of June 2012 no action was taken on her application on 26
th
 of June 2012 a 

relative of the beneficiary’s named Abdul Rehim again visited the BISP  Divisional Office 

Naseerabad and submitted a copy of Bakhtawar Bibi’s CNIC and an application requesting an 

update of her missing data. 

 

Her application and copy of her CNIC was received by the Complaints Assistant and was 

entered manually into the complaint register. 

 

As per the process of the CMS her case was entered in the CMS on 27
th
 of July 2012 which 

generated the CMS ID Number 10214227, which was given to the complainant to be used as 

a reference for the future.  

 

On the same day her case was forwarded, electronically, to the BISP Divisional Director for 

further process and approval. He processed it further and her case was resolved on the same 

day, and in September 2012 her first payments were generated. 

 

4.B Client’s Version 

 

After getting basic information from landlord and activist of the area Abdul Raheem, in 

March 2011 her son visited the BISP Divisional Office Naseerabad and gave a written 

application with a copy of his Mothers’s CNIC and his own as supporting documents. It took 

an entire day for him to visit BISP Divisional Office Naseerabad which is at a four hours 

traveling distance from her home. Till the end of May, no action was taken and in the hot 
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summer of 2012, the beneficiary received a letter from BISP advising her to submit a copy of 

her CNIC to the BISP Divisional Office Naseerabad. 

 

Her 2
nd

 application was submitted on 27
th
of June 2012, and this time her son took Abdul 

Rahim with him and submitted her application with a copy of her his own CNIC as 

supporting documents. He paid Rs.30 for the printed copy of application which was available 

in a shop andRs.5 for the photo copy of her CNIC. The complainant’s son and his relative 

visited the BISP Divisional Office twice in total, from the process of application for the CNIC 

to the submission of the application to becoming an active beneficiary.The cost of each round 

trip was Rs.500. However, for these two visits, the complainant also had to request his cousin 

to come along. 

 

After the complaint was received by the BISP Divisional Office, staff took the necessary step 

as per CMS requirements and her case was resolved on 27
th
 of June r 2012. When her son 

submitted her 1
st
 application he was not issued any acknowledgement but upon her 2

nd
 

application he was issued a CMS ID on a slip of paper. 

 

She was very happy about this and she said, “This cash grant will support us in our days of 

need.” 

 

Her village is around 100 km away from BISP Divisional Office Naseerabad. 

 

Her son was not familiar with the BISP Office or the redressal process, but he learnt it from 

landlord of the land where her son works as Bazgar and from an activist of the area named 

Abdul Raheem. 

 

5. What we Learnt  
 

 The prescribed BISP complaints process is based on electronic filing, Complaints 

Management System (CMS) operational in BSIP Divisional Office Naseerabad.  

 Presently the staffis maintaining the complaints record in the CMS system for resolving all 

CMS cases. They also prepare a monthly summary of complaints in an Excel file and update 

the data for submission to higher Offices.  

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her husband had learnt about some of the process to lodge a complaint. 

 2
nd

 time as they got discrepancy letter from BISP they visited BSIP Divisional Office 

Naseerabad and her case was resolved.  

 

6. Recommendations 
 

 It may also be helpful if the beneficiaries are informed and educated about the complaint 

registration mechanism.   

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them.  

 Every staff member involved in updating pending cases be given daily task to complete 

pending cases sent by DG Balochistan or BISP HQ. 
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Case Number G-Q4-Balochistan-25 

Nature of Case: Missing of CNIC numbers and eligibility appeal 

Complainant/ Beneficiary: Paro 

Wife/Widow/Daughter of: Wife of SyadMahen Shah 

Complainant, if not beneficiary herself (Husband) 

Address Basti Jokhon Lohma Zareen Tehsil Barkhan 

CNIC Number 56101-2997387-6 

PMT 17.56 

PSC form number 3247580 

Draft Case Study Date 9
th
 January 2013 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Paro, is 52 years old and she has never been to school. She remains at her home 

to perform her household chores and takes care of her children and she fetches water from a well 

of her village. The beneficiary has seven children (three girls and four boys) two of them are 

enrolled at schools. 

 

The beneficiary has a mud (katcha) house consisting of a katcha room, a jhopmpri, bathroom and 

a kitchen. 

 

Her husband works on daily wages and his monthly income is around Rs.7, 000. Her husband is 

responsible for running the household’s kitchen and paying for her children’s education. In her 

vicinity, some of the people are poor and they work on daily wages. 

 

Her village is situated around 247 km away from BISP Divisional Office Zhob located in District 

Loralai. 

 

Her village does not have facilities like drinking water, electricity or a Basic Health Unit. Her 

village does have primary schools for boys and girls. 

 

District Barkhan has a border with District Kholu and is close to Dera Bugti. Within the district 

there are two different groups (pro-government and anti- government) due to which the political 

situation remains critical which has made the life of people working on daily wages, or those who 

have small businesses more challenging. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase, but in the second phase, she 

was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000 but her CNIC was 

not updated at the time of the survey and her name was put in pending as having a CNIC 

discrepancy. Additionally, her PMT of 17.56 is just over the eligibility cut-off. 

 

She was not familiar with BISP or the location of its offices, but she came to know about these 

from her husband. All she knew about the Programme was that the newly elected government had 

started it for the poor. At the end of April 2010, the BISP PSC Survey team visited her house and 

took down all her information after which she was given an acknowledgement slip. She will 

spend the cash grant on her children’s education and on food for her house. 

 

She plans to spend the cash on her children’s education and food for her family, so that her 

husband may be relieved of some of his burden. 
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3. How did the Complaint Emerge?  
 

When the first phase was completed and phase, and 2
nd

 phase started, the postman started 

distributing Money Orders, in 2011, to the eligible beneficiaries of the PSC phase.She thought 

that she would also receive instalments of the BISP monthly cash grant but after a long wait she 

still did not receive any thing from either BISP or the Post Office. 

 

Her husband visited the post Office to collect her wife payments but he was told that his wife was 

not listed as a beneficiary according to Post Office records. 

 

In September2011, her husband met with the Field supervisor Barkhanin Barkhan city. The Field 

Supervisor BISP Barkhan checked Paro’s status on the BISP website and found that she 

is‘ineligible with discrepancy’. 

 

He advised her husband to have a CNIC made for her wife and to submit a copy of it to the 

Divisional Office along with a request that her information be updated and an appeal for 

eligibility. 

 

The BISP Supervisor Barkhan, for BISP supported them in resolving the issue; he advised her 

husband to get his wife’s CNIC issued by NADRA. Her husband told to hem his wife’s CNIC 

was already made in 2010. 

 

4. Processing of The Case 
 

4.A Provider’s Version  

 

In the month of July 2011her husband visited the BSIP Divisional Office Barkhan and 

submitted a copy of his wife’s CNIC and an application requesting an update of his wife’s 

missing data in the last week of July 2011. At the BISP level, her complaint was sent to BISP 

Headquarter Islamabad and the DG Balochistan for further processing in the 1
st
week of 

September 2011. 

 

The beneficiary’s husband paid continuous visits to the BISP Supervisor to check the status of 

his wife’s case. In the month of December 2011 all grievances cases from Zhob division were 

sent back to the BISP Divisional Office Zhob with a note that all pending cases will be 

responded to by their respective divisions after the initiation of the CMS system. 

 

On 7
th
 of December 2012 beneficiary again visited the BISP Field Supervisor Barkhan for a 

2
nd

 time and submitted the application requesting the updating of his wife’s CNIC 

information. Her application and copy of CNIC was received by the Field supervisor Barkhan 

and was entered manually into the complaint register. 

 

As per the process of the CMS her case was entered in the CMS on 15
th
of December 2012 

which generated the CMS ID Number 10972285, which was given to the complainant to be 

used as a reference for the future. 

 

On the same day her case was forwarded, electronically, to the BISP Divisional Director for 

further process. He processed it further buther case was appeal was rejected by the Divisional 

Director Zhob. 
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4.B Client’s Version 

 

The complainant and her husband live in a small village of District Barkan, most residents of 

the village are related to one another. Few essential facilities are available and as is 

traditional, in the evenings all the villagers sit together and discuss issues in the village or any 

upcoming events. 

 

As per old practices BISP was also discussed in the village and the husband of the beneficiary 

was advised to meet the Field Supervisor BISP Barkhan, in the start of August 2011, the 

husband of the beneficiary visited Barkhan city for some personal work and so he met with 

the Field Supervisor Barkhan and discussed his wife’s case. He was advised to bring a copy 

of his wife’s CNIC as his wife is ineligible but she could apply for eligibility; for this she 

needed to a submit copy of her CNIC and application for an eligibility appeal. 

 

In the 2
nd

 week of August, her husband visited the BISP Field Supervisor and gave a written 

application and copy of his and his wife’s CNIC for data updating. For his visit her paid 

Rs.500 traveling cost and Rs.25 for the photo copies and the written application. Till the end 

of 2011, the husband of the beneficiary kept visiting the BISP Field Supervisor but got no 

response from BISP Headquarters or the DG Balochistan. 

 

In mid 2012 the pending families started receiving cash grants and once again the husband of 

the beneficiary visited the BISP Field Supervisor and gave a 2
nd

 application for data updating 

on 15
th
 December 2012.This time he paid around Rs.600 for traveling costs and Rs.30 for 

copies of the CNICs and the applications. 

 

The complainant visited the BISP Divisional Office thrice in total, from the process of 

application for the CNIC to the submission of the application to becoming an active 

beneficiary.The cost of each round trip was Rs.500for the first two and Rs.600 on the third 

visit. 

 

5. What we Learnt  
 

 This case is of discrepancy of CNIC and eligibility appeal, the BISP Field Supervisor told her 

husband to submit her wife CNIC and application for eligibility appeal, after entering her case 

in the CMS, the BISP Divisional Director rejected her case. 

 Presently the staffs are maintaining the complaints record in the CMS system for resolving all 

CMS cases. They also prepare a monthly summary of complaints in an Excel file and update 

the data for submission to higher Offices.  

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her husband had learnt about some of the process to lodge a complaint. 

 

6. Recommendations 
 

 It may also be helpful if the beneficiaries are informed and educated about the complaint 

registration mechanism.   

 The beneficiary case was rejected by BISP Divisional Director, so she may be communicated 

the reasons of her case’s rejection. 

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them.  
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Case Number G-Q4-Balochistan-26 

Nature of Case: Missing of CNIC  

Complainant/ Beneficiary: GullabBibi 

Wife/Widow/Daughter of: Wife of Mohammad hayat 

Complainant, if not beneficiary herself (Husband) 

Address Mohalla Tang kararbahgao Tehsil Barkhan 

CNIC Number 56101-2665931-0 

PMT  

PSC form number 3948736 

Draft Case Study Date 9
th
 January 2013 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary, Gullab bib, is wife of Mohammad Hayat, is 38 years old and she has never been 

to school. She remains at her home to perform her household chores and takes care of her 

children. She fetches water from a well in her village. The beneficiary has six children (two girls 

and four boys), two of whom, are enrolled at schools. 

 

The beneficiary has a mud katcha house consisting of two katcha rooms, a bathroom and a 

kitchen. 

 

Her husband works on daily wages and his monthly income is around Rs.8, 000.At times she also 

supplements her husband’s income by making traditional dresses. In her vicinity, some people are 

very poor and they work on daily wages. 

 

Her village is situated around 211 km away from BISP Divisional Office Zhob located in District 

Loralai. 

 

Her village doesn’t have facilities like drinking water, electricity or a Basic Health Unit. It does 

have primary schools for boys and girls. 

 

District Barkhan has a border with District Kholu and is close to Dera Bugti. Within the district 

there are two different groups (pro-government and anti- government) due to which the political 

situation remains critical which has made the life of people working on daily wages, or those who 

have small businesses more challenging 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase, but in the second phase, she 

was declared an eligible beneficiary for the monthly cash transfer of Rs.1,000 but her CNIC was 

not updated at the time of the survey and her name was put in pending as having a CNIC 

discrepancy.  

 

She was not familiar with BISP or the location of its offices, but she came to know about it from 

her husband. All she knew about the Programme was that the newly elected government had 

started it for the poor people. In end of April 2010, the BISP Survey team visited her house and 

took down all her information after which she was given an acknowledgement slip.  

 

She plans to spend the cash grant on her children’s education and food for her family, so that her 

husband may be relieved of some of his burden. 
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3. How did the Complaint Emerge?  
 

When the first phase was completed and phase two started, the postman started distributing 

Money Orders, in 2011, to the eligible beneficiaries of the PSC phase.She thought that she would 

also receive instalments of the BISP monthly cash grant but after a long wait she still did not 

receive any thing from either BISP or the Post Office. 

 

Her husband visited the Post Office to collect her wife payments but he was told that his wife was 

not listed as a beneficiary according to Post Office records. 

 

In August 2011, her husband met with the Field supervisor Barkhanin Barkhan city. The Field 

Supervisor BISP Barkhan checked Gullab Bibi’s status on the BISP website and found that she is 

eligible with discrepancy. 

 

He advised her husband to have a CNIC made for her wife and to submit a copy of it to the 

Divisional Office along with a request that her information be updated. 

 

The BISP Supervisor Barkhan, for BISP supported them in resolving the issue; he advised her 

husband to get his wife’s CNIC issued by NADRA. Her husband told to him his wife’s CNIC was 

already made in 2010. 

 

4. Processing of The Case 
 

4.A Provider’s Version  

 

In the month of August 2011, her husband visited the BSIP Field Supervisor Barkhan and 

submitted a copy of his wife’s CNIC and an application requesting an update of his wife’s 

missing data in the lastweek of August 2011. At the BISP level, her complaint was sent to 

BISP Headquarters Islamabad and the DG Balochistan for further processing in the 1
st
week of 

September 2011. 

 

The beneficiary’s husband paid continuous visits to the BISP Supervisor to check the status of 

his wife’s case. In the Month of December 2011 all grievances cases from Zhob division were 

sent back to the BISP Divisional Office Zhob with a note that all pending cases will be 

responded to by their respective divisions after the initiation of the CMS system. 

 

On 10
th
 of December 2012 the complainant again visited the BISP Field Supervisor Barkhan 

for a 2
nd

 time and again submitted the application requesting the updating of his wife’s CNIC 

information. Her application and copy of her CNIC was received by the Field Supervisor 

Barkhan and was entered manually into the complaint register. 

 

As per the process of the CMS her case was entered in the CMS on 15
th
December 2012 which 

generated the CMS ID Number 10972224, which was given to the complainant to be used as 

a reference for the future.  

 

On the same day her case was forwarded, electronically, to the BISP Divisional Director for 

further process and approval. He processed it further and her case was accepted by Divisional 

Director Zhob. Her case was accepted and she became an active beneficiary but her payment 

has not been generated by theBISP Office in Islamabad as of 1
st
 March 2013.  
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4.B Client’s Version 

 

The complainant and her husband live in a small village of District Barkhan, in the village 

most people are relatives; in her village most of the life living facilities are not available, as 

per old traditions in the evenings all villagers sit together and discussed issues of village or 

any upcoming situation of the village. 

 

As per old practices BISP was also discussed in the village and husband of beneficiary was 

advised to meet field supervisor BISP in Barkhan, Inthe start of August 2011, husband of 

beneficiary visited Barkhan city for his some personal work so he met with field supervisor 

Barkhan and discussed her wife’s case. He was advised to bring copy of his wife’s CNIC as 

his wife is eligible but needs to a submit copy of her CNIC. 

 

In 2
nd

 week of August her husband visited BISP Field Supervisor and gave a written 

application and copy of his and his wife’s CNIC for data updating. On this visit he paid 

Rs.500 traveling cost and Rs.25 for the photo copies and the written application. Till end of 

2011 the husband of the beneficiary kept visiting BISP Field Supervisor but got no response 

from BISP Headquarters or the DG Balochistan. 

 

In the mid of 2012 when other pending families started receiving cash they once again visited 

the BISP Field Supervisor and gave in a 2
nd

 application requesting a data update on 

15
th
December 2012 and. He paid around Rs.600 for traveling cost and Rs.30 for copies of 

CNICs and the written application. 

 

The complainant visited the BISP Divisional Office thrice in total; from the process of 

application for the CNIC to the submission of the application to becoming an active 

beneficiary.The cost of each round trip was Rs.500forthe first two visits and Rs.600 on the 

third visit. 

 

Her case has been resolved buther payments are not yet generated  

 

5. What we Learnt  
 

 This case is missing of CNIC number the BISP Office told her husband to submit her CNIC 

with the BISP Field Supervisor Barkhan. The prescribed BISP complaints process is based on 

electronic filing; the Complaints Management System (CMS) which had not been activated 

and they were advised to wait for it to be made operational. Upon her 2
nd

 application her case 

was accepted and she becamean eligible beneficiary but her payment is yet to be generated by 

the BISP Office Islamabad. 

 Presently the staffs are maintaining the complaints record in the CMS system for resolving all 

CMS cases. They also prepare a monthly summary of complaints in an Excel file and update 

the data for submission to higher Offices. 

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her husband had learnt about some of the process to lodge a complaint. 

 

6. Recommendations 
 

 After the PSC survey was held and the relevant households were declared eligible, there is 

seldom any formal or informal communication from BISP to the beneficiaries. 

 There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary and must apply any mechanism for the information of beneficiary regarding to 

mode of payment.  
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 It may also be helpful if the beneficiaries are informed and educated about the complaint 

registration mechanism.   

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them. 
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Case Number: G-Q4-Balochistan-27 

Nature of Case: Missing CNIC  

Complainant/ Beneficiary: JumaiBibi 

Wife of: Wife of Nora Jan 

Complainant, if not beneficiary herself  

Address VillageSareenKingrai Tehsil Musakhail 

CNIC Number 564015093069-6 

PMT CMS ID(107726944) 

PSC form number 1872845 

Draft Case Study Date 21
st
 November 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary, Jumai Bibi, is a 33 years old woman, who has not been to school. She remains at 

home to perform her household chores and takes care of her family. The beneficiary has five 

children (three Boys and two Girls).The beneficiary has a small mud (katcha) house consisting of 

two katcha rooms, a bathroom and a kitchen with very limited household and kitchen items. 

 

Her husband works on daily wages in Musakhail city and his monthly income is around Rs.8, 

000. Her husband is responsible for running the household’s kitchen. In her vicinity, most of the 

people are poor and they work for daily wages. 

 

Her village is situated 133 km away from BISP Divisional Office Zhob located in Loralai. Her 

village has no living facilities like, electricity, a Basic Health Unit and drinking water facilities. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian’s Phase, but in the second phase, 

she was declared an eligible beneficiary for the monthly cash grant. The beneficiary’s CNIC 

number was missing on her PSC survey form because at the time of survey she did not have a 

CNIC.  She was not familiar with BISP or the location of its offices, but she came to know about 

it from her husband. All she knew about the Programme was that the newly elected government 

had started it for the poor people. In March 2010, the BISP PSC Survey team visited her house 

and took all her information after which she was given an acknowledgement slip. 

 

At the time when the survey was held, her father gave all her information to the survey team to fill 

her form. She plans to spend the cash on her children’s needs and food for her house. 

 

3. How did the Complaint Emerge? 
 

In Musakhail, when the postman started distributing Money Orders to the eligible beneficiaries of 

BISP 2
nd

 phase, she thought that she will also receive cash because this grant is for the poor and 

she must therefore be eligible. After a long wait, finally her husband visited the Post Office to 

collect the payments in her name but he come to know that her name is not on the list of 

beneficiaries. 

 

In the second week of October 2011 he visited the BISP Supervisor Musakhail to get information. 

He was told that his wife is an eligible beneficiary but her CNIC numbers are missing. They 

should apply for a CNIC and submit a copy of it to BISP. 
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4. Processing of The Case 
 

4.A Provider’s Version  

 

Jumai Bibi’s husband gave an application for a CNIC update in the 1
st
week of October 2011 

to the BISP Field Supervisor Musakhail along with a copy of her CNIC. At that time the CMS 

system was not active, her complaint was sent to the DG BISP Balochistan for further 

processing but DG Balochistan sent it back to the Divisional Zhob and her case was in 

pending till the end of October2012. 

 

On 19
th
 of October2012 her husband visited the BISP Field Supervisor Musakhaila second 

time and gave in anotherapplication.On21
st
October 2012 her application was sent to the BISP 

Divisional Director. In the last week of October 2012 the Divisional Director Zhob rejected 

her application without giving a justification.  

 

4.B Client’s Version 

 

Jumai Bibi and her husband got information in her village and in October 2011, her husband 

visited the BISP Divisional Office Zhob located in Loralai (133kms from their village) and 

met with the BISP District Supervisor to get basic information, regarding her payments. He 

was told his wife is eligible but needs to submit a copy of her CNIC. 

 

After getting basic information her husband visited the BISP Divisional Office a second time 

(only a few days after his first visit) and submitted a copy of his wife’s CNIC with an 

application to update her case. For each visit her husband paid Rs.500 and Rs. 30 for the 

printed application and copies of his and her CNICs photo copies. 

 

In her village most of the women who had discrepancy of CNIC or data missing were paid 

cash, but she was not and so, once again her husband (after a year) visited the BISP 

Divisional office Zhob in October 2012.He was told to submit a new application. Following 

the instructions of the BISP team, he again submitted an application. This time he paid Rs.600 

for traveling and Rs.30 for the application and photo copies. 

 

The complainant visited the BISP Field Supervisor Musakhle three times for the follow up of 

the complaint. He spent Rs.500initiallyand Rs. 600 on the 3
rd

 visit. The office of the BISP 

Field Supervisor is 133Km away from her home. She is satisfied with BISP. She was very 

happy that she would soon receive the cash. She plans to buy clothes for her family and any 

other needs they might have.  

 

5. What we Learnt? 
 

 This case was of a missing CNIC and her case was entered in CMS by field supervisor, and 

sent to the BISP Divisional Director for further processing but the BISP DD rejected her case 

without specifying any reason. 

 The prescribed BISP complaints process is based on electronic and Complaints Management 

System (CMS) BISP Divisional Office Zhob. Presently, the staff is maintaining the 

complaints record in files. They also prepare a monthly summary of complaints for 

submission to higher offices, and BISP Office is updating CMS. 

 The understanding of the beneficiary was very low regarding the complaint redressal, while 

her husband had learnt about some of the process to lodge a complaint from BISP field 

supervisor.  
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 At the BISP level, the Divisional Office Zhob located at District Loralai has made volunteers 

in different locations who help the beneficiaries in submitting their complaints at the BISP 

Office. 

 

6. Recommendations 
 

 After the PSC survey was held and the relevant households were declared eligible, there was 

no formal or informal communication from BISP to the beneficiary’s payment and grievance 

cases. 

 The beneficiary case was rejected by BISP Divisional Director Zhob division, but the 

beneficiary was not formally or informally communicated that he case has been rejected , if 

any case is rejected by BISP Divisional Director so the beneficiary may be communicated, the 

proper justifications of rejection.  

 There is need of Visit by BISP Divisional director Zhob to Visit beneficiary before rejecting. 

There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary.   

 The BISP staff also needs to be trained about the proper complaint registration mechanism 

and BISP program. 

 There is a need to create awareness amongst women regarding the cash grant programme. 
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Case Number G-Q4-Balochistan-28 

Nature of Case: CNICUpdate 

Complainant/ Beneficiary: BibiHakeema 

Wife/Widow/Daughter of: Wife of Noor Mohmmad 

Complainant, if not beneficiary herself (Husband)  

Address KilliRasaniKawas Post office Kawas district Ziarat 

CNIC Number 5540120037926 

PMT  

PSC form number 3446792 

Draft Case Study Date 14
th
 December 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Bibi Hakeema, wife of Noor Mohmmad, is 37 years old and has never had any 

formal schooling. Most people in her locality are educated, but it is not so in the case of women; 

there is no place for them in the work space. She remains at her home to perform her household 

chores and takes care of her children’s. The beneficiary has five children (two boys and three 

girls), none of whom are enrolled at any school. 

 

The beneficiary has a small kacha house consisting of two kacha rooms, a bathroom and a kitchen 

with very limited household and kitchen items.  

 

Her husband works on daily wages and his monthly income is around Rs.7, 000. Her husband is 

responsible for running the kitchen’s expenditure. Most of the villagers are poor and work on 

daily wages or have private jobs. 

 

Her village, Killi Rasani Ka is in District Ziarat is situated around 18 km away from the BISP 

BDC Centre Ziarat and around 370 km away from the BISP Divisional Office located in Sibi. Her 

village has no essential facilities like drinking water, electricity, Basic Health Unit, schools for 

boys and girls; she uses well water for drinking. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

Bibi Hakeema was not an eligible beneficiary in the BISP Parliamentarian Phase, but in the 

second phase she wasdeclared an eligible beneficiary for the monthly cash transfers. The 

beneficiary’s CNIC numbers were missing on her PSC survey form because at the time of the 

survey she did not possess a Computerised NIC. 

 

She was not familiar with BISP or the location of its offices, but she came to know about it from 

her husband who made enquiries in the village. All she knew about the Programme was that the 

newly elected government had started it for the poor. The BISP PSC survey team visited her 

house and took down all her information for her PSC form, after which she was given an 

acknowledgement slip. 

 

She plans to spend the cash on her children’s clothes and food for her family. 

 

3. How did the Complaint Emerge?  
 

When phase one was completed and phase two started, the postman started distributing Money 

Orders to the eligible beneficiaries of the PSC phase. Bibi Hakeema thought that she would also 

receive instalments of the BISP monthly cash transfers but, after a long wait she failed to receive 
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anything from BISP or the Post Office. After some time, Bibi Hakeema and her husband left for 

Afghanistan and came back in June 2012. 

 

Her husband visited the Post Office to collect her payments but he was told that his wife was not 

listed as a beneficiary according to Post Office records. In August 2012 her husband visited Ziarat 

city and met with the Field Supervisor of the BISP Ziarat BDC centre, The Field Supervisor 

checked Bibi Hakeema’s status on the BISP website and found that she is eligible with 

discrepancy in BISP records. 

 

He advised her husband to have a CNIC made for Bibi Hakeema and to submit a copy of it to the 

Divisional Office along with a request that her information be updated. 

 

The Field Supervisor, for BISP supported them in resolving the issue; he advised Bibi Hakeema’s 

husband to get his wife’s CNIC issued by NADRA. 

 

4. Processing of the Complaint 
 

4.A Provider’s Version 

 

The beneficiary’s CNIC numbers were missing from her PSC survey form because at the time 

of the BISP survey she did not have an updated Computerised National Identity Card. 

 

Bibi Hakeema and her husband applied for a new CNIC from the District Ziarat NADRA 

Office in the 1
st
 week of September 2012 and received it in the second week of October 2012. 

They then again visited the BISP Ziarat BDC centre and submitted the copy of his wife’s 

CNIC and application requesting the update of his wife’s missing data on 28
th
November 

2012. Her case was received by the Field Supervisor. 

 

As per the process of the CMS her case was to be entered in the CMS but the Field Supervisor 

did not enter her case in the CMS due to which her case is still pending. 

 

4.B Client’s Version 

 

After applying for a new CNIC from the District Ziarat NADRA Office in the 1
st
 week of 

September 2012 and having received it in the second week of October 2012, they again 

visited the BISP Ziarat BDC Centre and submitted a copy of his wife’s CNIC and the 

application in the last week of November 2012. At the BISP level her case was received a 

Field Supervisor and, as he said, entered in the register manually. Bibi Hakeema’s husband 

made four visits to follow up but no action has been taken. 

 

No acknowledgement slip was issued to Bibi Hakeema’s husband. The complainant visited 

the BISP Field Supervisor four times, at a cost of Rs.50 one way and Rs.100 each time. 

 

The family of beneficiary was highly disappointed as even after many months her discrepancy 

remains.  

 

5. What we Learnt 
 

 The BISP Office sent the complainant to the NADRA Office to have Bibi Hakeema’s CNIC 

updated. After four weeks, the beneficiary received her updated CNIC from NADRA. The 

prescribed BISP complaints process is based on electronic filing, Complaints Management 

System (CMS) however her case was not entered in the CMS. When the BISP-TPE team met 
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with the Field Supervisor regarding her case he said he would be registering her case that 

week (first week of December); even after reminders still her case has not been entered. 

 Presently the staff is maintaining the complaints record in CMS system for resolving all CMS 

cases. They also prepare a monthly summary of complaints in an Excel file and update the 

data for submission to higher Offices as filed supervisor claimed.  

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her husband had learnt about some of the process to lodge a complaint. 

 The beneficiary paid four visits to BISP Divisional Office regarding her wife’s case in this 

regard he not pay for travelling and for also complete day , as her husband works on daily 

wages so on those four days he was not paid his wages as he was absent from his work on 

those days.  

 

6. Recommendations 
 

 After the PSC survey was held and the relevant households were declared eligible, there was 

no formal or informal communication from BISP to the beneficiaries. 

 There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary. It may also be helpful if the beneficiaries are informed and educated about the 

complaint registration mechanism.   

 The BISP staff also needs to be trained about the proper complaint registration mechanism. 

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them.  

 BISP staff should be trained to handle all cases in the field. 

 

 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 2 - Grievance Case Studies 

G-Q4-Balochistan-29 
 

J40252715 

GHK Consulting Ltd. 411 

Case Number: G-Q4-Balochistan-29 

Nature of Case: Missing CNIC  

Complainant/ Beneficiary: SabrHatoon 

Wife of: Wife  of Sana u allah 

Complainant, if not beneficiary herself  

Address Post office Hurro UC, Jamak , Tehsil and district Kharan 

CNIC Number 5130130866980 

PMT CMS ID 10261669 

PSC form number 4387493 

Draft Case Study Date 21
st
 November 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary, Sabr Bibi, is a 43 years old woman who has never been to school. She remains at 

home to perform her household chores and takes care of her family. The beneficiary has 10 

children (six boys and four girls).They live in a small mud (katcha) small house consisting of two 

katcha rooms, a bathroom and a kitchen. They have very few possessions. 

 

Her husband works on daily wages in Kharan city and his monthly income is around Rs.8, 000. 

Her husband is responsible for running the household’s kitchen. In her vicinity, most of the 

people are poor and they work on daily wages. 

 

Her village is situated two km away from the BDC centre and over 1000km from the BISP 

Divisional Office located in Uthal. To get to the BISP Divisional Office Kalat requires crossing 

four districts.  

 

Her village has basic facilities like, electricity, a Basic Health Unit and drinking water facilities. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian phase, but in the second phase, she 

was declared an eligible beneficiary for the monthly cash transfers. The beneficiary’s CNIC 

number was missing on her PSC survey form because at the time of survey she did not have a 

CNIC.  She was not familiar with BISP or the location of its offices, but she came to know about 

these from her husband. All she knew about the Programme was that the newly elected 

government had started it for the poor. In 2010, the BISP Survey team visited her house and took 

down all her information after which she was given an acknowledgement slip. 

 

At the time when the survey was being conducted, her husband gave all her information to the 

survey team to fill her form. She plans to spend the cash on her children’s needs and food for her 

house. 

 

3. How did the Complaint Emerge? 
 

In Kharan UC Jamak, when the postman of Post Office Hurro started distributing Money Orders 

to the eligible beneficiaries of BISP’s 2
nd

 phase, she thought that she will also receive grant 

because this grant is for the poor and she must therefore be eligible. After no payment came 

through, her husband visited the Post Office to get payments in her name but he come to learn that 

her name is not on the payment list. 
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In May 2011, husband of the beneficiary visited the BISP Supervisor Kharan for information. He 

came to learn that his wife is an eligible beneficiary but her CNIC numbers are missing; they 

should apply for a CNIC and submit a copy of it to BISP. 

 

4. Processing of The Case. 
 

4.A Provider’s Version  

 

Sabr Khatoon’s husband gave an application regarding the missing CNIC number in July of 

2011 to the BISP Field Supervisor Kharanon a visit to Kharan city. At that time the CMS 

system was not operational in Kalat division so her complaint was sent to the DG BISP 

Balochistan for further processing but the DG Balochistan sent it back to the Divisional 

Office Kalat with instructions to await the operationalization of the CMS at the Divisional 

Office. No action was taken for a year. In the beginning of June 2013 she received a letter of 

intimation for BISP informing her of the CNIC issue, and so, at the end of June 2012 she sent 

in her application and CNIC copy via TCS to the BISP Divisional Office. 

 

The BISP Divisional Office received via TCS, a copy of her CNIC, an application requesting 

the update of Sabr Khatoon’s missing information and the eligibility/discrepancy letter sent to 

her by BISP Islamabad. 

 

After receiving the letter, as per the prescribed process, her application was entered in the 

complaints register and on 10
th
 of July 2012, her application was entered in the CMS by the 

Field Supervisor. On the same day her application was sent to the Divisional Director for 

further process and approval The Divisional Director Kalat accepted her case and she became 

an active beneficiary. Her first BDC payment was generated in September of 2012. 

 

4.B Client’s Version 

 

Sabr Bibi, and her husband got information about BISP in her village in May of 2012.Her 

husband visited the BISP Field Supervisor in Kharan city and got information regarding her 

payment details; as per the details given by the Field Supervisor, her CNIC numbers were 

missing on her BISP PSC and she neededed to submit a copy of her CNIC. 

 

After getting basic information her husband took Sabr Bibi and applied for new CNIC in June 

2011 and got new computerised NIC in July 2011.After getting the CNIC her husband again 

visited the BISP Supervisor for Kharan and submitted a copy of his wife CNIC’s and 

application requesting the update of her missing data. 

 

In her village most of the women who had discrepancy of CNIC or data missing were paid 

cash eventually, but she was not. Near the start of June 2012 she received a letter of 

discrepancy from BISP Islamabad, advising her to a submit copy of his wife’s CNIC. Her 

husband waited for a few days in Kharan for the Field Supervisor to visit but he did not come 

for a while so he sent her application along with copy of CNIC and the letter received from 

Islamabad to the BISP Divisional Office Kalat in Uthal. 

 

The complainant visited the BISP Field Supervisor Kharan three times. He spent a total of 

Rs.500over the duration of the entire process of having the CNIC made to becoming an active 

beneficiary. 

 

She is satisfied with BISP and she was very happy to know that she would get the cash; she 

was keen to buy clothes and other essentials for her family with the money. Her issue has 
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been resolved and now she is an active beneficiary and her payments are generated and now 

she has made her BDC card and withdrawn cash grant from her BDC card. 

 

5. What we Learnt  
 

 This case was of missing CNIC and her case was entered in CMS by field supervisor, and 

sent her case to BISP Divisional director for further process. BISP Divisional Director 

accepted her case and now she is an active beneficiary. 

 The prescribed BISP complaints process is based on electronic and Complaints Management 

System (CMS) BISP Divisional Office Kalat. Presently, the staff is maintaining the 

complaints record in files. They also prepare a monthly summary of complaints for 

submission to higher offices, and BISP Office is updating CMS. 

 The understanding of the beneficiary was very low regarding the complaint redressal, while 

her husband had learnt about some of the process to lodge a complaint from BISP Field 

Supervisor.  

 Only in few of the cases it has been seen delivery of discrepancy of letters and in her case her 

letter for discrepancy was delivered to her. 

 

6. Recommendations 
 

 There is need for visit by the BISP Divisional Director Kalat to Kharan. Perhaps a Field 

Supervisor should also be permanently based there. 

 The BISP staff also needs to be trained about the proper complaint registration mechanism 

and BISP program. 

 Time line may be given to BISP DD to respond cases within a week not above than a week. 

 There is a need to create awareness amongst women regarding the cash grant programme. 
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Case Number: G-Q4-Balochistan-30 

Nature of Case: CNIC update 

Complainant/ Beneficiary: Khan Bibi 

Wife of: Wife of Khan Muhammad  

Complainant, if not beneficiary herself  

Address WAPDA colony , Tehsil and district Kharan  

CNIC Number 5130121366371 

PMT CMS ID (10262715) 

PSC form number 3488464 

Draft Case Study Date 21
st
 November 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary, Khan Bibi, is a 66 years old woman, who has never been to school. She remains 

at home to perform her household chores and takes care of her family. The beneficiary has four 

children (one boy and three girls). They live in a small mud (katcha) house consisting of two 

katcha rooms, a bathroom and a kitchen. They have very few possessions. 

 

Her husband is nearly 70 years old and retired; he spends most of his time at home. Her son works 

on daily wages in Kharan city and his monthly income is around Rs.8,000. Her son is the sole 

breadwinner. Most of the locals are poor and they make a living from daily wage labour. 

 

One of her daughters is also an active beneficiary of the cash transfer scheme. 

 

Her house is situated a km away from BDC centre and over 1,000 km from the BISP Divisional 

Office Kalat located in Uthal. To get to the Divisional Office requires one to cross four districts. 

 

Her village has most basic facilities like, electricity Basic Health Unit and drinking water 

facilities. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the Parliamentarian’s Phase, but in the second phase, she was 

declared an eligible beneficiary for the monthly cash transfers. The beneficiary’s CNIC number 

was missing on PSC survey form because at the time of survey her husband’s CNIC number was 

entered on the Poverty Score Card instead of hers.  She was not familiar with BISP or the location 

of its offices, but she came to learn about these from her husband who gleaned the information 

from other retired villagers. 

 

All she knew about the Programme was that the PPP governmental has started this programme for 

the poor people of Pakistan. In 2010, the BISP Survey team visited her house and took down all 

her information after which her husband was given an acknowledgement slip. 

 

She plans to spend the cash on her children’s needs and food for her family. 

 

3. How did the Complaint Emerge? 
 

When postmen of Post Office Kharan started distributing Money Orders to the eligible 

beneficiaries of BISP’s 2
nd

 phase she thought that she will also receive transfers because this grant 

is for the poor and she considered herself deserving. When none were forthcoming, her husband 

visited the Post Office to collect payments but he was told that his family is not listed as a 

beneficiary in Pakistan Post’s records. 
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The family of the beneficiary did not pursue the case but after March 2012, the number of 

beneficiaries increased in her area. She enquired from the new beneficiaries how they had 

changed their status in the programme. They advised her to consult the BISP Field Supervisor. 

 

In May 2012, her husband visited the BISP Supervisor Kharan who checked her status and learnt 

that her CNIC numbers are missing. He told them they should submit a copy of her CNIC. 

 

4. Processing of The Case. 
 

4.A Provider’s Version  

 

Khan Bibi’s application for CNIC update was received in the first week of July 2012 via TCS 

along with a copy of her and her husband’s CNIC copies and the PSC survey 

acknowledgement slip. After receiving the letter, as per the prescribed process, her 

application was entered in the complaint register and the CMS on 10
th
 of July 2012 by the 

Field Supervisor Kharan. On the same day her application was sent to the Divisional Director 

for further process and approval; after a few days her application was accepted by the 

Divisional Director Kalat. However, according to the BISP website, she is not listed as an 

active or potentially eligible beneficiary. 

 

4.B Client’s Version 

 

When in 2010, the BISP Poverty Score Card survey was held the enumerator got the details of 

the beneficiary’s family from the household head (Khan Bibi’s husband), and his CNIC 

number was entered on her survey form even though the beneficiary had a valid CNIC since 

2007. 

 

After getting basic information from his friends, her husband visited the BISP Field 

Supervisor who visits District Khanran every once in a blue moon. In May 2012, her husband 

visited BISP Field Supervisor in Kharan city and got information regarding her wife’s 

payment details, as per details given by Field Supervisor her CNIC numbers were missing on 

her BISP PSC and to rectify this they needed to submit a copy of her CNIC to BISP. 

 

After getting basic information her husband discussed the issue with one of his relatives 

named Muhammad Shah who is a social activist also in the village. Muhammad Shah had 

also been identified as a volunteer for BISP to support beneficiaries with complaint 

resolution. In the last week of June 2012, Khan Muhammad gave copies of his and his wife 

CNIC’s to Muhammad Shah to submit her application. 

 

In the first week of July 2012, Shah Muhammad sent her application along with a few other 

applications to the BISP Divisional Office Kalat located in Uthal. The complainant has visited 

Muhammad Shah many times to regarding Khan Bibi’s case. Her issue has been resolved as 

communicated to him, but her payments are still not generated as of 8
th
 March 2013. 

 

She is satisfied with BISP and she was very happy that she will get cash transfers and will 

buy clothes and essentials for her family; she is unaware that she is not a potential beneficiary 

according to BISP records.  

 

5. What we Learnt  
 

 This case was communicated to them to be of a missing CNIC and her case was entered in the 

CMS by the Field Supervisor as such. He sent her case to BISP Divisional Director for further 
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process. BISP Divisional Director accepted her case but she is not a potentially eligible 

beneficiary as per the records of BISP.  

 The prescribed BISP complaints process is based on electronic and Complaints Management 

System (CMS) BISP Divisional Office Kalat. Presently, the staff is maintaining the 

complaints record in files. They also prepare a monthly summary of complaints for 

submission to higher offices, and BISP Office is updating CMS. 

 The understanding of the beneficiary was very low regarding the complaint redressal, while 

her husband had learnt about some of the process to lodge a complaint from BISP Field 

Supervisor.  

 

6. Recommendations 
 

 There is need for field visits by the BISP Divisional Director Kalat to Kharan. A Field 

Supervisor should also be based in Kharan on a permanent basis to make it easier for 

beneficiaries of the area to get in touch with BISP representative. 

 The BISP staff also needs to be trained about the proper complaint registration mechanism 

and BISP programme. 

 Time line may be given to BISP DD to respond cases with in a week not above than a week. 

 There is a need to create awareness amongst women regarding the cash grant programme. 
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Grievance Case Study Number G-Q4-Balochistan-31 

Nature of Case Duplicate household 

Complainant/ Beneficiary Nasreen 

Wife of: Arshad Ali 

Complainant, if not beneficiary herself  

Address Shaldra, Near Noor Masjid  Kansi Kabristan Quetta City 

CNIC Number 5440110148192 

PSC form number 4363281,4155120 

Draft Case Study Date 18
th
 November 2012 

 

1. Beneficiary/ Complainant’s Profile and Background Information 
 

Nasreen is a 30 years old, illiterate and married woman living in a rented room with her four sons 

and two daughters in a three Marla katcha house owned by her relatives. The house consists of 

two rooms, a katcha courtyard and a small open katcha washroom. In the other room lives her 

cousin with her two children.  

 

Arshad Ali, Nasreen’s husband, is mentally retarded and unable to work. When he does earn 

anything, or come upon money, he spends it on spirits & smoking. Nasreen earns Rs.6,000 to 

7,000 per month, working as a domestic servant in three or four houses in Quetta city.  Nasreen 

pay Rs.2,000 as monthly rent for thw room and also shares the electricity and Sui gas service 

charges. Her eldest son Ajmal is 11 years old and not going to school because of poverty and now 

he is with his uncle learning to be a labourer. Maliaka is nine years old and she is studying in 

class two. Abuzar is eight year old and he is studying in one class. Faria is six year old and she is 

studying in prep class; all school going children are studying at a Government School. Her sons 

Feroz and Shahroz are below five years of age.  

 

The street leading to Nasreen’s house is paved and in very poor condition. Her children help to 

fetch drinking water from a nearby pump or from their neighbours. Shaldra is a well-known area 

in Quetta but it is poorly developed and there is no underground drainage; an open drain lines the 

street. Electricity and Sui gas services are available however. At the time of the Poverty Score 

Card Survey, she was living in a Zafar Shah School, Master Colony Road Sirki Killah free of 

cost. She mentioned that she is living in the new place since the last seven months. The BISP 

Divisional Office Quetta is at a distance of four Km and the General Post Office is about five Km 

from her house. 

 

2. Receiver Woman / Complainant’s Relationship with BISP 
 

Nasreen mentioned that her Poverty Score Card (PSC) survey was conducted in May/June 2010. 

She further mentioned that the survey team had provided her a survey receipt for future reference, 

but she misplaced that receipt and again contacted the PSC’s survey team to fill another PSC for 

her. The PSC’s survey team mentioned that this is impossible and would cause her to be tagged as 

belonging to a ‘duplicate household’ they took pity on her because she looked extremely poor and 

deserving. They filled another PSC for her and provided her a survey receipt for future reference. 

She learnt about the BISP from the PSC’s surveyors and from neighbouring BISP beneficiaries. 

 

While explaining her complaint, she mentioned that, BISP did not send her any Notification 

Letter regarding her household eligibility or about any discrepancy in her survey information. She 

is unaware of the BISP eligibility criterion and also not fully aware about the reason for her 

discrepancy; she is also unaware of the BISP complaint redressal mechanism and how much time 
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this matter will take to be resolved. She believes that the Benazir Income Support Programme was 

initiated by the Pakistan People’s Party and is the PPP’s property.  

 

3. How did the Complaint Emerge 
 

When neighbouring women of her locality started receiving the BISP cash grants in June 2011, 

she got concerned and asked those women how to get the ‘money’. The neighbouring women’s 

advised her to visit the BISP Divisional Office Quetta to get her PSC survey result. She visited the 

BISP Divisional Office Quetta on 15
th
 August 2011 by traveling on local bus and spent Rs.20 for 

travel both sides. She presented her original CNIC and Survey slip to the BISP Assistant 

Complaint (AC), who checked her PSC survey status and recorded her PSC number and status on 

the complaint register and said that they will further check and process the complaint when the 

BISP Case Management is operationalized. Later on after her first visit, she made regular visits on 

every week or twice a week to request BISP Officials to consider her for eligibility for the 

programme.  

 

BISP Officials again registered her complaints to update her PSC survey information in April 

2012 and in July 2012 .while explaining her complaints, she  mentioned that she did not sign or 

put her thumb impression on any paper and also BISP Officials did not ask any other information 

like her contact number or details of other family members. Also, no complaint registration 

acknowledgement was given to her for future reference. She mentioned that since she submitted 

her CNIC copies at the BISP Divisional Office, there has been no satisfactory reply from BISP 

about any other requirements or about any proper decision. She does not know about any 

discrepancy or why she is not getting any instalments of the BISP cash transfers, although her 

household has been eligible for BISP programme and she has a valid CNIC.   

 

4. Processing of the Complaint  
 

4.A Provider’s Version 

 

Nasreen’s household has been declared as am “eligible household with no potential 

beneficiary” against PSC 4363281. On 15
th
 August 2011, BISP Assistant Complaint recorded 

her complaint in the complaint register as duplicate household, because during this period 

BISP CMS was not operationalised. So they keeping these types of cases in pending cases 

file. Her other PSC number is 4155120 and her household has been declared as ineligible 

because of her PMT score is 26.25. 

 

In April 2012, the BISP Assistant Complaint (AC) / Data Entry Operator (DEO) entered an 

update in CMS under update ID 10045768, and PSC 4155120 as “duplicate household due to 

duplicate form for Nasreen’s household. As per the AC/DEOs recommendation the household 

was declared “suspended” by the supervisor and approver authority. Another update was also 

made by AC/DEO under update ID 10225445 and PSC 4155120 on 1
st
 July 2012 as duplicate 

CNIC “duplicate mark in the family”. This update was also approved by the supervisor and 

approver authority.  

 

BISP AC/DEO mentioned that BISP Divisional Office updated her information against PSC 

4155120 and her household was marked as “suspended” due to it being a duplicate household 

(Nasreen’s CNIC appeared on both), with the understanding that if her household status 

marked suspended and use of same CNIC in two PSC considered as duplicate CNIC, than it 

may help for her eligibility on the PSC number 4363281, in which her household has already 

been declared as eligible with no potential beneficiaries. The AC/ DEO further mentioned that 

now they did not know why the BISP database was showing that her household has no 
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potential beneficiaries as she is already included in the family roster of PSC 4363281 with a 

valid CNIC and qualifying PMT score. 

 

4.B Client’s Version 

 

Nasreen repeatedly visited BISP Divisional Office for lodging and to follow up on her 

complaints. Nasreen provided her CNIC’s photo copies to the BISP Divisional Office Quetta 

as and when asked, but she still gets no satisfactory reply or reason for her exclusion from the 

BISP programme.  

 

The other neighbouring women have been receiving their instalments; and she is only hoping 

that BISP officials have entered her case in the CMS and she will get approval against her 

requests. On her last visit on 26
th
 July 2012, the AC/DEO mentioned that she is not likely to 

get BISP cash grants but if she is lucky and her case is approved then he will inform Nasreen 

as such. After learning of this situation, she is highly disappointed and she said that she has a 

valid CNIC which she provided during PSC interviews and the CNIC information was also 

submitted to the BISP Divisional Office Quetta a long time ago but she is still waiting for the 

resolution of the problem and a satisfactory reply.  

 

She was not sure whether she will get paid or not after going through the whole complicated 

and cumbersome processes repeatedly since the last one year. She did not try to influence the 

whole process as she said that she did not know anyone (political figure or notable) who can 

help her in expediting the resolution process. Regarding the communication gap between her 

and BISP, Nasreen mentioned that since she has not received any notification in writing from 

BISP, she is suspicious that after the update of her information, BISP may ask her to provide 

some other information which may further delay the approval of her cash grant.   

 

5. What We learnt 
 

 BISP Divisional Office Quetta is located in city centre Quetta. The office is about four km far 

away from Nasreen house and is easy to find. There is also one board outside the office that 

helps visitors to identify the building. The office building consists of five rooms, two wash 

rooms and with a sitting arrangement of 50 beneficiaries. 

 While reviewing the Nasreen case, it has been learnt that BISP Divisional Staff Quetta should 

immediately check through CMS or investigate the real requirement for considering her as 

BISP potential beneficiary. And also BISP should properly communicate if there is any 

update information is required from Nasreen.  

 The online BISP tracking information shows for PSC 4363281 that actually there is 

discrepancy in the CNIC of Nasreen’s Husband Mr Arshad Ali, as Mr Arshad Ali CNIC is 

missing. During interview, Nasreen also mentioned that her husband did not have 

computerised CNIC. She also mentioned that CNIC copy of her husband is not asked by BISP 

during any visit. It is also observed that Nasreen has only one valid CNIC, while BISP 

officials considered that she has two CNICs and they made update in CMS.  

 It has been observed that BISP officials has been using Nasreen name as Nasreen Bibi in the 

CMS, actually her name as per CNIC is Nasreen, this (Bibi)addition with her name may 

create problem when BISP match her name with NADRA records. 

 It has been observed, that there is no proper mechanism/practice for submission of written 

complaints in the BISP Divisional Office Quetta. No proper acknowledgement is provided to 

complainants regarding their complaints / appeals etc. and if AC/DEO use complaint / appeal 

form that he not ensures to get complaint signature / thumb impression or other relevant 

information, mostly he attached CNIC copy of complainant or only records her cell number. 
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In most of case the type of complaint is also not mentioned on complainant application form. 

BISP officials accepted this weakness and said that they have shortage of frontends staff. 

 There is clear communication gap observed between complainant and the BISP, as after 

several visits by the complaint (Nasreen), still complaint or BISP does not know about the 

real cause of issue, requirements and time line to solve the issue. 

 The BISP higher-ups (programme specialist) have to frequently visit to the BISP Field 

Offices in order to improve the understanding of BISP field Staff on complaint handling and 

record keeping. 

 BISP Divisional staffs Quetta needs to improve their understanding about the CMS and types 

of complaints. 

 

6. Recommendations 
 

 Nasreen’s complaint has been taken during 2011 by BISP Divisional Official before the Case 

Management System (CMS) was operationalised. Now CMS is operationalised but BISP 

Divisional Staff has not entered her old complaint in CMS yet against PSC 4363281 and no 

action has been taken to enquire the issue this need to take up with Director beneficiary as the 

BISP  Quetta staff feels to unable to understand the issue.  

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

 BISP must send letter to eligible household and there are discrepancies in the potential 

beneficiary’s profiles. 

 Staff training on complaint handling and processing in Case Management System (CMS) is 

recommended. 

 BISP Divisional Staff Quetta should properly keep the old records of complaints, understand 

the type of complaint and must properly enter in CMS.  

 Introduce proper mechanism for submitting complaints including issuance of 

acknowledgement/ complaint ID/ update ID to the complainants. 

 BISP higher up  should also need to check the documentation of CMS  both for approved and 

rejected complaints, this will help to identify the gaps and help to ensure the quality usage of  

CMS. 
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Case Number G-Q4-Balochistan-32 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: Bibi Zarlasht 

Wife/Widow/Daughter of: Wife of Mohammad Sidiq 

Complainant, if not beneficiary herself Husband 

Address Killi Chena Alizai, Post Office, District Loralai 

CNIC Number 5630282037864 

PMT  

PSC form number 3267126 

Draft Case Study Date 14
th
 December 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Bibi Zarlasht, wife of Mohammad Siddiq, is 57 years old and has never had any 

formal schooling. Mostly people are educated but religious factors have strong grip, and in this 

situation women do not have any authority in decision making and are not allowed to work in 

order to make a living. She remains at her home to perform her household chores and takes care 

of her children. The beneficiary has nine children (eight boys and a girl), out of which five boys 

are enrolled in school. 

 

The beneficiary has a katcha small house consisting of four katcha rooms, a bathroom and a 

kitchen with very limited household and kitchen items. 

 

Her husband is a wagon driver with daily wages of Rs.400 with a monthly income of around 

Rs.12,000. Her husband is responsible for running the kitchen’s expenditure and children’s 

education. Most of the villagers are poor and work on daily wages and private jobs. 

 

Her address, Killi Chena Alizai Post Office, District Loralai is situated around 30 km away from 

BISP District Office Loralai and around 280 km away from BISP Divisional office located in 

Zhob. Her village has essential facilities like drinking water, electricity, a Basic Health Unit and 

schools for boys and girls. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not an eligible beneficiary in the BISP Parliamentarian Phase, but in the 

second phase she was also declared an eligible beneficiary for the monthly cash grant. The 

beneficiary’s CNIC numbers were missing on her Poverty Score Card (PSC) survey form because 

at the time of the survey she did not possess a computerized NIC. 

 

She was not familiar with BISP or the location of its offices, but she came to know about it from 

her husband who made enquiries in the village. All she knew about the Programme was that the 

newly elected government had started it for poor people. The BISP survey team visited her house 

and noted down all her information for her PSC form, after which she was given an 

acknowledgement slip. 

 

She plans to spend the cash grant on her children’s education and food for her family. 

 

3. How did the Complaint Emerge?  
 

When the Parliamentarian Phase-one was completed and Phase-two started, the postman started 

distributing Money Orders to the eligible beneficiaries of the PSC phase. Bibi Zarlasht thought 
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that she would also receive instalments of the BISP monthly cash grant but after a long wait, she 

did not receive any cash grant from BISP and Post Office. 

 

Her husband visited the Post Office to collect her payments but he was told that his wife was not 

listed as a beneficiary according to Post Office records. In February 2011, her husband visited 

Loralai city and met with the Field Supervisor of BISP District Office Loralai. The Field 

Supervisor checked Bibi Zarlasht’s status on the BISP website and found that she is eligible with 

discrepancy. 

 

The Supervisor advised her husband to have a CNIC made for Bibi Zarlasht and to submit a copy 

of it to the Divisional Office along with a request that her information be updated. 

 

BISP Field Supervisor supported them in resolving the issue; he advised Bibi Zarlasht’s husband 

to get his wife’s CNIC issued by NADRA. 

 

4. Processing of the Complaint 
 

4.A Provider’s Version 

 

Zarlasht Bibi and her husband applied for a new CNIC from the District Loralai NADRA 

Office in the 1
st
 week of March 2011 and received Zarlasht Bibi’s Computerised National 

Identity Card in the last week of April 2011. 

 

They then again visited BSIP District Office Loralai and submitted copy of her wife’s CNIC 

and application for updating his wife’s missing data in 1
st
 week of May 2011. At BISP level 

her complaint was sent to BISP Headquarter Islamabad and DG Balochistan for further 

processing in the 2
nd

 week of May 2011. The beneficiary’s husband paid continuous visits to 

the BISP District Office Loralai to get his wife’s case status. In the end of June 2011, all 

grievance cases of Zhob Division were sent back to BISP Divisional Office with a note that 

all pending cases will be responded by respective divisions.  

 

On 12
th
 of March 2012, the husband of beneficiary again visited BISP District Office Loralai 

and
 
for a second time submitted an application for updating his wife’s CNIC information and 

copy of CNIC was received by Field Supervisor and was entered manually into the complaint 

register. 

 

As per the process of the Complaint Management System (CMS), her case was not entered in 

it. Her husband continuously visits the BISP District Office Loralai for any update on his 

wife’s case. After some time, her husband submitted a third application on 4
th
 June 2012. For 

the third time, her application and copy of CNIC was received by BISP Field Supervisor and 

was entered manually into the complaint register but not in CMS. The TPE Team met the 

Field Supervisor, Mr. Mohammad Lal District Office Loralai and asked about Zarlasht Bibi’s 

case and also reminded him via telephone conversation but still he had not entered Zarlasht 

Bibi’s case in CMS.  

 

Her case was still pending. 

 

4.B Client’s Version 

 

The complainant applied for the new CNIC from the District Loralai NADRA Office in the 1
st
 

week of March 2011and received it in the last week of April 2011. He again visited the BISP 

District Office Loralai to submit a copy of his wife’s CNIC and an application for updating 
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his wife’s missing data in 1
st
 week of May 2011. Then Zarlasht Bibi’s husband submitted a 

second and third application in the 1
st
 week of May 2012 and 4

th
 June 2012, respectively. At 

BISP level, her case was received by BISP Field Supervisor but not entered in the CMS 

system for being updated. Both times, her husband submitted her application and a copy of 

her CNIC, which was received by BISP Field Supervisor and was entered manually into the 

complaint register but not in CMS. Regarding Bibi Zarlasht’s case, her husband visited the 

BISP Office seven times to updating of his wife’s case. 

 

Bibi Zarlasht and her husband were not familiar with the BISP Office or the redressal process, 

so they contacted a political activist of the area to support them in registering a complaint. 

 

The husband of the beneficiary has visited BISP Office more than four times and they are 

extremely disappointed from BISP and the process of the programme. 

 

5. What we Learnt  
 

 The BISP Office sent the complainant to the NADRA Office to have Bibi Zarlasht’s CNIC 

updated. After six weeks, the beneficiary received her updated CNIC from NADRA. 

However, the prescribed BISP complaints process is based on electronic filing, Complaints 

Management System (CMS).  

 Presently the staffs are maintaining the complaints record in CMS system for resolving all 

CMS cases. They also prepare a monthly summary of complaints in an Excel file and update 

the data for submission to higher Offices.  

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her husband had learnt about some of the process to lodge a complaint. 

 The beneficiary paid seven visits to BISP District Office regarding her wife’s case in this 

husband pay for traveling and for also a complete day, as her husband works on daily wages 

so on those seven days he was not paid his wages as he was absent from his work on those 

days.  

 

6. Recommendations 
 

 After the PSC survey was held and the relevant households were declared eligible, there was 

no formal or informal communication from BISP to the beneficiaries. 

 There is a need to ensure delivery of the eligibility letter or discrepancy letter to the 

beneficiary. It may also be helpful if the beneficiaries are informed and educated about the 

complaint registration mechanism. 

 The BISP staff also needs to be trained about the proper complaint registration mechanism.  

 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them.  

 BISP staff should be trained to handle all cases in the field. 
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Case Number G-Q4-Balochistan-33 

Nature of Case: CNIC Update 

Complainant/ Beneficiary: Bibi Gul  

Wife/Widow/Daughter of: Wife of Ommah  

Complainant, if not beneficiary herself Husband 

Address Present add: Killi Bandak Meerzai Unioun Council Sadar, 

Post Office Killa Saif Ullah 

Permanent add: Killi Khoni Union Council Tobli Killa Saif 

Ullah 

CNIC Number 5620196137144 

PMT  

PSC form number 393925 

Draft Case Study Date 14
th
 December 2012 

 

1. Receiver Woman/Complainant’s Profile and Background Information 
 

The beneficiary Bibi Gul, wife of Ommah, is 76 years old and has never had any formal 

schooling. She lives in Killi Khoni Union Council Tobli. Union council Tobli is a religious and 

conservative area of Killa Saifullah where women are not allowed to work or even go out of their 

houses since male family members believe this is forbidden in Islam. She is unable to do any 

work because of her old age. Her daughter-in-law performs the household chores and takes care 

of the children. The beneficiary has six children (four boy and two girls), none of whom are 

enrolled at any school. 

 

The beneficiary has a katcha small house without a boundary wall, consisting of a katcha room, 

two Juggees (thatched huts), a bathroom and no kitchen. She uses one of the juggees as a kitchen 

with very limited household and kitchen items. 

 

Due to old age of her husband, her two sons work in an orchard on daily wages and their total 

monthly income is around Rs.16, 000. Her sons are responsible for running the kitchen’s 

expenditure. Most of the villagers are poor and work on daily wages and private jobs. 

 

Her village Killi Khoni, Union Council Tobli, District Killah Saif ullah is situated around 100 km 

away from BISP District Office Loralai and the present address is around five km away from 

BISP District Office Killa Saif ullah (BDC centre) and around 350 km away from BISP 

Divisional Office located in Zhob. Her village does not have essential facilities like drinking 

water, electricity, Basic Health Unit nor any school for boys and girls. She uses dam water for 

drinking. 

 

2. Receiver Woman/ Complainant’s Relationship with BISP 
 

The beneficiary was not included in the BISP Parliamentarian Phase, and in the second phase, she 

was declared an eligible beneficiary ‘with discrepancy’ for the monthly cash grant. The 

beneficiary’s CNIC discrepancy was caused because at the time of survey the beneficiary did not 

have a computerised NIC issued by NADRA. 

 

She was not familiar with BISP or the location of its offices, but she came to know about it from 

her son who made enquiries in the village with people and other beneficiaries’ family members, 

both who were receiving the cash grants and those also with discrepancies. All she knew about 

the Programme was that the newly elected government had started it for the poor people of 

Pakistan. The BISP Poverty Score Card (PSC) survey team visited her home in 2010 and she gave 

all required information to BISP survey team, who filled a form for her and gave her a slip of 
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acknowledgement. She did not have valid CNIC at the time of survey. 

 

She plans to spend the cash grant on her children’s clothes and food for her family, so that her son 

may be alleviated of some of the burden. 

 

3. How did the Complaint Emerge?  
 

When the Parliamentarian Phase-one was completed and Phase-two started, the postman started 

distributing Money Orders in 2010 to the eligible beneficiaries of the PSC phase. Bibi Gul 

thought that she would also receive instalments of the BISP monthly cash grant but after a long 

wait she did not receive anything from BISP or the Post Office. 

 

Her son visited the Post Office to collect her payments but he was told that his mother was not 

listed as a beneficiary according to Post Office records. In April 2011, her son met with the field 

supervisor at the BISP District Office Loralai. The field supervisor checked Bibi Gul’s status on 

the BISP website and found that she is eligible with discrepancy and also told that her original 

name is Gul Bashra but in survey form her name is Gul Bibi. 

 

He advised her son to have a CNIC made for Bibi Gul and to submit a copy of it to the District 

Office along with a request that her information be updated with name correction. 

 

Field Supervisor for BISP supported them in resolving the issue; he advised Gul Bibi’s son to get 

his mother’s CNIC issued by NADRA. 

 

4. Processing of the Complaint 
 

4.A Provider’s Version 

 

Gul Bibi and her son applied for a new CNIC from the District Loralai NADRA Office in the 

1
st
 week of April 2011 and received Bibi Gul Computerised National Identity Card in the last 

week of May 2011. 

 

They then visited the BISP District Office Lorarai again and submitted a written application 

for updating his mother’s missing data alongside a copy of Gul Bibib’s CNIC during the 1
st
 

week of June 2011. At BISP level, her complaint was sent to BISP Headquarter Islamabad 

and DG Balochistan for further processing in the last week of June 2011. The beneficiary’s 

son paid continuous visits to the BISP District Office Lorarai to enquire about his mother’s 

case status. In the end of June 2011, all grievances cases of Zhob Division were sent back to 

BISP Divisional Office with a note that all pending cases will be responded by respective 

divisions. 

 

On 6
th
 of August 2012, the son of the beneficiary again visited BISP BDC centre District 

Killa Saif Ullah and for the second time submitted an application for updating his mother’s 

CNIC information with a copy of her CNIC, which was received by the BISP Field 

Supervisor and was entered manually into the complaint register. It was not, however, entered 

in the Complaint Management System (CMS) because Field Supervisor Killa Saif Ullah said 

he does not know about the name changing procedure. 

 

Her case was not resolved, and still her case is pending. 
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4.B Client’s Version 

 

After applying for CNIC in the 1
st
 week of April 2011, she got her CNIC in the last week of 

May 2011. The beneficiary’s son submitted his mother’s copy of CNIC with a written 

application to BISP Field Supervisor in the 1
st
 week of June 2011. He paid Rs.50 for 

application writing. Gul Bibi’s second application was submitted on 6
th
 of August 2012, and 

again her son paid Rs.5 for the photocopy of his and his mother’s CNIC. 

 

The complainant visited the BISP Divisional Office five times during the total process of 

applying for a new CNIC to submitting the application to be an active beneficiary at BISP, at 

a cost of Rs.400, for each round trip and in these five visits he was not paid his daily wages 

also. 

 

After the complaint was received by the BISP District BDC Office staff, they entered in a 

register manually, but not in CMS system because BDC staff informed the TPE team that 

they do not know about resolving name issue cases. 

 

The beneficiary was not happy about this process and she said, “The programme was started 

for poor people but still her case was not resolved”. 

 

Her village is around 350 km away from BISP Divisional Office Zhob and around 100 km 

away from BISP District Office Loralai. 

 

Bibi Gul and her son were not familiar with the BISP Office or the redressal process, but they 

learnt it from other beneficiaries of the village. 

 

5. What we Learnt  
 

 The BISP Office sent the complainant to the NADRA Office to have Bibi Gul’s CNIC 

updated. After five weeks, the beneficiary received her updated CNIC from NADRA. The 

prescribed BISP complaints’ process is based on electronic filing, Complaints Management 

System (CMS). 

 Presently, the staff is maintaining the complaints record in CMS system for resolving all CMS 

cases. They also prepare a monthly summary of complaints in an Excel file and update the 

data for submission to higher Offices. 

 The understanding of the beneficiary was very low regarding the complaint redressal, 

although her son had learnt about some of the process to lodge a complaint. 

 The beneficiary paid five visits to BISP Divisional Office regarding his mother’s case.  Her 

son works on daily wages so on those five days he was not paid his wages as he was absent 

from his work.  

 

6. Recommendations 
 

 After the PSC survey was held and the relevant households were declared eligible, there was 

no formal or informal communication from BISP to the beneficiaries, which could have taken 

place for better clarity. 

 There is a need to ensure delivery of the eligibility or discrepancy letter to the beneficiary. It 

may also be helpful if the beneficiaries are informed and educated about the complaint 

registration mechanism.   

 The BISP staff needs to be trained about the proper complaint registration mechanism for all 

sorts of cases including name issues.  
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 There is a need to create awareness amongst women regarding the cash grant programme 

since it is especially designed to empower them.  

 BISP staff should be trained to handle all cases in the field.   

 A refresher course may be held for them. 
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Case study Number G-Q4-Sindh-01 

Nature of Case CNIC Update 

Complainant/ Beneficiary Razia  

Wife of Muhammad Jurrial 

Complainant, if not beneficiary herself Muhammad Jurrial 

Address Village Full Taril, District Naushero Feroze 
CNIC Number 4530462091538 

PSC form number 8682173 

Date Study Completed 30
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Razia, w/o Muhammad Jurrial, is a 42 year old woman who is a resident of Village Full Taril, 

District Naushero Feroze. Razia is an illiterate woman who usually stays busy with household 

chores. She has 10 children; nine of her children live with her in the house and one is an Imam in 

the mosque and visits their house once in month. One son works in a hotel and earns Rs.250 per 

day while another son works in a poultry shop and earns Rs.200 per day. Some of her children 

also go to school: two sons are in 4
th
 grade and two daughters also go to school while the 

remaining three daughters do not go to school yet. Her husband is a peon in a government primary 

school in the village and his monthly salary is Rs.18,000. Her mother in law, brother in law along 

with his wife and 8 children also live with her in the house.  The house they live in is katcha and 

has a total area of 200 sq. yards. There are two rooms in the house and they do not have access to 

electricity and gas. They obtain water from their neighbour’s house. There is a katcha bathroom 

in the house but they do not have a drainage system. The BISP Tehsil Office is 15 km away from 

her village and she went there on a bus. The village has 500 houses and the residents of the village 

consist of different kinship groups. There is a school and a hospital in the village as well. 

 

2. Relationship with BISP 
 

Razia was not a beneficiary of the Parliamentarian Phase of BISP. According to Razia, the PSC 

survey was conducted in her village in November 2010. The survey team came to their door steps; 

her husband had filled her form and also received an acknowledgement slip from them. Razia 

considered herself a beneficiary of BISP and she heard about this from her neighbourhood 

women. Razia does not know about BISP except that it is a Benazir’s scheme; which she was 

informed about by the people of the village. The PSC survey team did not provide her with IEC 

material. She did not know about the eligibility criteria but she was aware that the program is for 

the poor and she is poor herself. She said if she received cash transfers from BISP she would use 

it to build her house.  

 

3. How did the complaint emerge?  
 

According to Razia and her husband, the women in their village started receiving the money 

through the post office, ten months after the PSC survey had been conducted but she did not 

receive this money. She told her husband that he should inquire from people why they were not 

getting cash transfers since they are poor. Her husband asked other beneficiaries about the cash 

transfers and was advised that he should submit an application to the BISP Tehsil Office 

Naushero Feroze. When he went to the BISP Tehsil Office Naushero Feroze he was asked to 

bring the beneficiary’s PSC tracking form from an internet cafe. He got the PSC tracking form 

and then went to the Tehsil Office again and he was asked to submit the beneficiary’s CNIC copy. 

The staff at the BISP office told him that they would send an application to Islamabad and the 

beneficiary would get the cash transfers through the post office after 3-4 month. According to her 

husband, he went to the BISP office again, 10 month after the complaint registration, but was 
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asked to submit a copy of the beneficiary’s CNIC again. The staff at the office told him that his 

wife’s CNIC has not yet upgraded so they would send it to Sukkur via email. Her husband told us 

that he went to the BISP office for the third time in February 2013 and was told by the staff there 

that they had lost the beneficiary’s CNIC copy so they could not send her application to Sukkur. 

They asked him to submit a copy of the beneficiary’s CNIC once again.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

On 4
th
 February 2013, Razia’s husband came to the BISP Tehsil Office in Naushero Feroze. 

This office is the nearest to their home. The Assistant Director (AD) at the Tehsil Office 

received her complaint and entered it into the CMS but did not provide an acknowledgement 

slip to the complainant. According to the AD this complaint indicated that her CNIC number 

had to be updated on the PSC survey form. The BISP office took a copy of the beneficiary’s 

CNIC and PSC tracking form and the supervisor registered this complaint from the DEO’s ID 

on 14
th
 February 2013. The Supervisor (AD) also verified this complaint and after approval he 

forwarded it to the Divisional Director. The Director fetched and verified the data and finally 

approved Razia’s complaint. As a result of this whole process Razia’s CNIC was updated in 

the CMS. CMS processed the complaint automatically and sent it to the CMS department in 

HQ Islamabad. The AD said that this complaint was resolved within a single day through the 

CMS.  

 

4.B Client’s version 

 

According to the beneficiary’s husband, when he went to the BISP Tehsil Office for the third 

time, in February 2013, he was told there that they were updating his wife’s CNIC in their 

online record. They also said that he should inquire about the status of the complaint after 20 

days. He told us that he heard about the complaint registration process from the people of the 

village. Razia is poor and traditionally she could not visit the city.  The BISP Tehsil Office is 

at a distance of 15 km from their house and her husband went there on a rickshaw and it cost 

him Rs.150 for a trip. Razia told us that her complaint had not been resolved yet but she was 

hopeful. She further told us that she was satisfied with the complaint registration mechanism 

and BISP did not charge money to register her complaint.  

 

5. What We Learnt? 
 

 BISP did not provide a discrepancy letter to the beneficiary and she was unaware about her 

status in BISP. Her husband was informed by their neighbours who were getting the BISP 

cash transfers through the post office that they should register a complaint at the BISP Tehsil 

Office 

 Her husband went to the BISP office to register a complaint, on the advice of other 

beneficiaries; he went to the BISP office thrice and submitted copies of Razia’s CNIC and 

registered her complaint thrice but had not received any payments till date (13
th
 March 2013) 

 The staff at the BISP office did not handle Razia’s case with responsibility as the 

beneficiary’s husband visited their office thrice but the complaint had not yet been resolved. 

The BISP Tehsil Office Naushero Feroze is 15 km away from the beneficiary’s village and it 

cost Rs.150 per round trip 

 The BISP Tehsil Office Naushero Feroze had only one complaint on their records, which was 

the complainants last visit to the Tehsil Office on 4
th
 February 2013 

 Razia was unaware about the status of her complaint because the BISP office did not provide 

her any acknowledgement slip or confirmation letter of complaint resolution. 
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 According to the CMS website, as checked on 22
nd

 March 2013, Razia’s CNIC update request 

was approved on 14
th
 February 2013. However, no payments have been generated for her thus 

far, as per her payment details on the BISP website.  

 

6. Recommendations 
 

 BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per 

standard procedure, informing them of their status in the program/discrepancy on their form 

so that they may know about the complaint registration mechanism and when to expect their 

payments 

 BISP should provide acknowledgement slips to beneficiaries and should also inform them 

about them about when to expect their case to be resolved 

 BISP should instruct their staff at the tehsil office level that they should register beneficiaries’ 

complaints as soon as possible and also provide them  with acknowledgement slips 

 BISP Tehsil Office should maintain manual records of the visits of beneficiaries to their 

offices  

 BISP should inform the beneficiaries about the status of their complaints via phone because it 

could save the cost of beneficiary’s trips to BISP offices 

 BISP should also establish toll free help lines and provide information to beneficiaries about 

the complaint registration mechanism and their eligibility status. 
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Case study Number G-Q4-Sindh-02 

Nature of Case CNIC Update 

Complainant/ Beneficiary Zakia  

Wife of Jawed 

Complainant, if not beneficiary herself Tariq 

Address Village Hashim phul, Tehsil Naushero Feroze, District 

Naushero Feroze 
CNIC Number 4530457687000 

PSC form number 08741113 

Date Study Completed 16
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Zakia, wife of Jawed, is a 32 year old woman. She lives in Village Hashim Phul, Tehsil Naushero 

Feroze, District Naushero Feroze. She is an illiterate house wife. She has a four year old daughter 

who does not go to school yet. The house they live in is pacca and has a total area of 300 sq. 

yards and it consists of two rooms. Her father in law, mother in law and 3 brother-in-laws also 

live in the same house. One of her brother in laws is married and has four children. They do not 

have a kitchen; they use one corner of the courtyard as a kitchen and they cook together. There is 

no washroom in the house. They do not have access to gas so they use wood as fuel. They have 

access to electricity and they obtain water using a hand-pump installed inside the house. There is 

no drainage system either. Zakia’s husband works as a crop harvester and in the crop season he 

earns Rs.200 per day. Her brother in law works as an agriculture labourer and earns Rs.200 per 

day.  Her sister in law is also a beneficiary of BISP. The area where they live is considered rural 

and has 100 houses. The residents of the village consist of the same kinship group. There is a 

government primary school in the area but it takes 15 minutes from the village to reach the 

school. There is no hospital in the village and in emergency they visit Civil Hospital Naushero 

Feroze. The main road is about 30 minutes away from the village. The BISP Tehsil Office is 30 

km away from the village.   

 

2. Relationship with BISP 
 

Zakia was not a beneficiary of BISP in the Parliamentarian Phase. According to her the PSC 

survey was held in her area in September/October 2011 and the survey team came to her village. 

Her husband had filled her form and also received a PSC acknowledgement slip from them.  

Zakia considered herself a beneficiary of BISP. She heard about BISP from a local influential 

person and she only knows about BISP that it is Benazir’s scheme. She heard about BISP from 

people in the village as the BISP survey team did not provide her any printed material. Zakia did 

not know about the eligibility criteria but she was aware that this program is for the poor and she 

is poor herself. She said if she received cash transfers she would use it on food and clothes for the 

household.  

 

3. How did the complaint emerge? 
 

According to Zakia, the women in their village started receiving money through the post office, 

six months after the PSC survey had been conducted but she did not receive this money. She 

asked the postman about when she will get the money. The postman told her that only selected 

candidates were getting cash grants and her name was not approved as a beneficiary. Later on she 

was informed by the school teacher in village that she had been selected as a beneficiary. The 

school teacher further told her that she, too, would start getting her money if she got her CNIC 

made. She got her CNIC made in January 2013 and then she went to the BISP Tehsil Office 

Naushero Feroze and was told that her CNIC needed to be updated.  
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4. Processing of the complaint 
 

4.A Provider’s version 

 

The Assistant Director (AD) at the BISP Tehsil Office Naushero Feroze received Zakia’s 

complaint on 28
th
 February 2013.  The AD told us that Zakia’s complaint was registered and 

it was indicated that her CNIC number had to be updated on the PSC survey form. She visited 

this particular office because it was near her house. He took a copy of her CNIC and BISP 

tracking form to register this complaint. He updated her CNIC information in the CMS since 

she did not have a card at the time of the PSC survey. The Assistant Director provided her 

with the CMS ID # 1128893 and forwarded her complaint to the Divisional Director (DD) 

with his remarks.  The DD received this complaint on 28
th
 February 2013 through the CMS. 

He fetched and verified the data and finally approved Zakia’s complaint on the same date. 

This complaint was resolved within a single day and as a result the beneficiary’s CNIC was 

updated in the CMS. The CMS processed the complaint automatically and sent it to the CMS 

department in HQ Islamabad.  

 

4.B Client’s version 

 

According to Zakia, she was told by her relative Tariq that if she handed him a copy of her 

CNIC along with Rs.200, he would submit her complaint at the BISP Tehsil Office Naushero 

Feroze. She gave Tariq a copy of her CNIC and Rs.200 and he registered her complaint in 

February 2013. The staff at the Tehsil Office collected copies of Zakia’s CNIC and BISP 

tracking form from Tariq and told him that the beneficiary’s CNIC was not registered in the 

PSC form. According to Zakia she was informed by Tariq that he had submitted her 

complaint and the BISP office would send it to Islamabad. Tariq also told her that when her 

application will be approved she will get the cash transfers. Zakia told us that she did not visit 

the BISP Office herself due to illness. She did not receive an acknowledgement slip from the 

BISP Office. Zakia further told us that BISP Tehsil Office Naushero Feroze is 10 km away 

from her village and her relative went there on bus and it cost him Rs.30 for the round trip. 

Zakia was satisfied with the complaint registration mechanism and she was hopeful. The 

BISP office did not charge money to register her complaint.  

 

5. What We Learnt? 
 

 Zakia did not receive a discrepancy letter from BISP  informing her of the procedure to 

follow in order to start receiving her cash transfers 

 Zakia did not have her CNIC at the time of the survey which was conducted in September/ 

October 2011. The women in her village started receiving the money through the post office, 

six months after the PSC survey had been conducted, but she did not receive this money. She 

asked the post man when she would receive her cash. She also heard from him that her name 

was not approved as a beneficiary 

 Later on the school teacher in the village informed her that her name had been approved as a 

beneficiary. The school teacher further told her that she, too, would start getting her money if 

she got her CNIC made. She got her CNIC made in January 2013 and then her cousin Tariq 

registered her complaint at the BISP Tehsil Office Naushero Feroze on her behalf 

 According to BISP, they received Zakia’s complaint on 28
th
 February 2013 and they updated 

her CNIC in the CMS on the same date. BISP did not provide her an acknowledgement slip 

and also did not inform her that her CNIC had been updated 

 Zakia did not know the complaint registration procedure so she faced problems. She gave 

Rs.200 to her relative for complaint registration  

 Zakia did not know about the status of her complaint and also did not get her cash transfers 
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 According to the CMS website, as checked on 22
nd

 March 2013, Zakia’s CNIC update request 

was approved on 28
th
 February 2013. However, no payments have been generated for her thus 

far, as per her payment details on the BISP website.  

 

6. Recommendations 
 

 BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per 

standard procedure, informing them of their status in the program/discrepancy on their form 

so that they may know about the complaint registration mechanism and when to expect their 

payments 

 BISP should provide acknowledgement slips to beneficiaries and should also inform them 

about them about when to expect their case to be resolved 

 BISP should also establish toll free help lines and provide information to beneficiaries about 

the complaint registration mechanism and their eligibility status 

 BISP should update the beneficiary’s payment details on the BISP website, and deposit 

payments in their accounts, as soon as their discrepancies have been resolved so that the 

beneficiary can access her payments immediately.  
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Case study Number G-Q4-Sindh-03 

Nature of Case CNIC Update 

Complainant/ Beneficiary Razia 

Wife of Mukhtiar Ahmed Memon 

Complainant, if not beneficiary herself Ejaz 

Address Village Koro Khan Larai Taluka Naushero Feroze District 

Naushero Feroze 
CNIC Number 4530401771342 

PSC form number 087444576 

Date Study Completed 17
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Razia, wife of Mukhtiar Ahmed is a 30 year old woman who is a resident of Village Koro Khan 

Larai, Tehsil Naushahro Feroze, District Naushero Feroze. She has six children—three daughters 

and three sons. Her eldest son studies in 8
th
 grade; the one after him studies in grade 3 and the 

youngest studies in 1
st
 grade. One of her daughter studies in 3

rd
 grade and another one studies in 

1
st
 grade. Her husband does masonry work, for which he gets paid around Rs.600 daily. 

According to her, she also has three brothers-in-law living with her but they arrange their food 

separately. In her household, no one except her is a beneficiary of BISP. Her house consists of 

three rooms and they are katcha; the house has a total area of 450 sq. yards. They obtain water 

using hand-pump which is installed inside the house.  There is a bathroom in the house, too, is 

katcha and there is no system of drainage. They have access to electricity but do not have access 

to gas. There is a primary school in the village. To go to a hospital in case of emergencies, she has 

to go to Naushero Feroze. According to her, there are around 150 houses in the village of Haji 

Koro Khan Larai and people from two kinship groups live there: Memon and Larai.  

 

2. Relationship with BISP 
 

Razia was not a beneficiary of the BISP Parliamentarian Phase and she got her PSC survey form 

filled in November 2011. Her brother went to get her form filled and it was filled at the “autaaq” 

because the survey enumerator was filling the forms there. Her brother was given the PSC slip as 

acknowledgement. Prior to the arrival of the survey team, Razia had known nothing about the 

BISP because BISP did not launch any campaign to inform beneficiaries of the program. Razia 

did not know about the eligibility criteria but she was aware that this program is for the poor and 

the poor received cash transfers through the Benazir card. She said if she received cash transfers 

she would spend it on household expenditures and clothing.  

 

3. How did the complaint emerge? 
 

According to Razia, the women in her village started receiving the money through post office, 

five to six months after the PSC survey had been conducted, but she did not receive this money. 

She was told by the other beneficiaries that she, too, would start getting her money if she got her 

CNIC made.  So, she went to the NADRA office in Naushero Feroze district to get one made. 

After that, every time the postman would visit her village to deliver money to the other women, 

she would ask him whether her money had arrived or not. In 2012, when the women of the village 

started receiving money through the BDC, she went along with them to the BDC Centre to ask if 

her card had arrived or not. At the centre, she was told that her card had not arrived yet. She 

would visit the centre almost every month to check if her card had arrived. Then she asked her 

relative Ejaz—who is a vendor and works outside the BDC Centre—to find out if her card had 

arrived. He asked her to deliver to him a copy of her CNIC and her BISP tracking form and then 

he would find out. (Upon submission of the documents), he informed her that the staff at the 
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centre had informed him that Razia’s CNIC was not listed in her BISP form which was why she 

was not receiving the money; they said that if she submitted a copy of her CNIC and PSC tracking 

form, they would forward it to the BISP office in Sukkur. After that, Ejaz submitted the required 

documents and was told by the staff to find out 20 days later.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the Assistant Director (AD) at the BISP Tehsil Office Naushero Feroze, Razia’s 

complaint was registered on the CMS on 6
th
 March 2013. He said that she herself had 

submitted the complaint. She deposited a copy of her CNIC and the tracking form. Perhaps 

Razia visited this particular office because it was near her home. The AD said that Razia’s 

application indicated that her CNIC number had to be updated on the PSC form. The Data 

Entry Operator (DEO), after entering the complaint into CMS, forwarded this complaint to 

the Assistant Director (AD). Upon receiving the application, the AD fetched and verified it 

with his data, after which he approved it and forwarded it to the Divisional Director (DD). 

The DD, then, fetched the application, verified it with his data and finally approved it. After 

being approved, the CMS software automatically updated Razia’s CNIC number on her PSC 

form and sent its status to the CMS Department in HQ Islamabad.  

 

4.B Client’s version 

 

According to Razia, she handed over copies of her CNIC and BISP tracking form to her 

cousin, Ejaz. In March 2013, Ejaz submitted these documents at the BISP Tehsil Office 

Naushero Feroze. He was told there that Razia’s CNIC number had to be updated on the PSC 

form so they would forward her application to Sukkur. Razia said she heard about the 

complaint registration mechanism from the people of the village. Her cousin Ejaz registered 

her complaint on her behalf at the BISP Tehsil Office Naushero Feroze. Razia further told us 

that BISP Tehsil oOffice Naushahro Feroze is at a distance of 2 km from her house. Her 

cousin Ejaz went there on Qingqi (Rickshaw) and it cost him Rs.150. According to Razia her 

complaint had not been yet resolved and she did not get the Benazir Debit Card (DBC). 

However, Razia was satisfied with the complaint registration mechanism because she thought 

she would receive her money. Furthermore, she told us that the BISP staff at BISP Tehsil 

Office Naushero Feroze behaved well with Ejaz and did not charge money to register her 

complaint. 

 

5. What We Learnt? 
 

 BISP did not provide Razia with an eligibility letter (PSC survey was conducted in November 

2011) informing her that she was eligible for the cash transfers or a discrepancy letter 

informing her about the CNIC discrepancy on her PSC form 

 Razia did not know about the complaint registration process and also did not have money to 

visit the BISP Office. She heard from the other beneficiaries in the village about the 

complaint registration procedure 

 Razia went to the BDC Centre many times but they did not guide her about the complaint 

registration mechanism  

 Razia did not have a CNIC at the time of survey but later on she got her CNIC made and her 

cousin Ejaz registered her complaint on her behalf at the BISP Tehsil Office Naushero Feroze 

in March 2013 
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 According to the AD at BISP Tehsil Office Naushero Feroze they received Razia’s complaint 

on 6
th
 March 2013 and it was indicated that Razia’ CNIC had to be updated on PSC from. 

According to him they had resolved her complaint on the same date  

 Razia’s CNIC had been updated in the CMS but BISP neither provided her any 

acknowledgement nor informed her about complaint resolution. Although her CNIC had been 

updated in a single day but BISP Tehsil Office Naushero Feroze told her that it takes 20 days 

 Razia’s considered her complaint to have not yet been resolved as she did not get a BDC. 

However, she was satisfied with the complaint registration mechanism because the staff at the 

BISP office behaved well and also did not charge money to register her complaint 

 According to the CMS website, as checked on 22
nd

 March 2013, Razia’s CNIC update request 

was approved on 6
th
 March 2013. However, her payment details are empty on the BISP 

website, as no payments have been generated for her thus far, despite the complaint being 

resolved.  

 

6. Recommendations 
 

 BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per 

standard procedure, so that they may know about their status in the program and about the 

complaint registration mechanism, instead of being ignorant or misinformed about the BISP 

as Razia was in this case.  

 BDC centre should inform beneficiary about the CNIC discrepancy on her PSC form so that 

she knew about the cause of her payment delay 

 BISP should instruct their staff at BDC centres that they should inform beneficiaries about 

their status in BISP and also guide them properly about complaint registration mechanism 

 BISP should upgrade beneficiaries status on CMS as soon as possible and also provide them 

acknowledgement slip  

 BISP should inform beneficiaries about the complaint resolution via phone or by a letter.  
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Case study Number G-Q4-Sindh-04 

Nature of Case CNIC Update 

Complainant/ Beneficiary Mai Wasai 

Wife of Abdul Ghani 

Complainant, if not beneficiary herself Hakim Sheikh 

Address Mohallah Saifullah, Dharejo Adil Pur, Tehsil and District 

Ghotki. 
CNIC Number 4510277792676 

PSC form number 08142351 

Date Study Completed 16
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Mai Wasai, wife of Abdul Ghani, is a 58 year old resident of Mohallah Saifullah, Dharejo Adil 

Pur, Tehsil and District Ghotki. She is illiterate and has ten children—five sons and five 

daughters. Two of her sons are married and out of these two, one lives with her. None of her 

children are educated. One son of hers, eighteen years old, is a waiter at a hotel; he gets paid a 

daily wage of Rs. 200. She lives with her nine children in a kaccha house and has a total area of 

200 sq. yard. This house consists of two rooms—one belongs to her and the other belongs to her 

married son. There is no proper kitchen in the house, with a corner of the courtyard being used as 

one. Water for drinking is filled from the community/mushtarka hand-pump. They own this 

house. There is no facility of drainage available. The washroom is build kaccha. Her husband 

does not do any work as he has been suffering from a heart problem for the past three years. She 

herself cuts crop on the land of a village’s landowner. When wheat is harvested, she manages to 

get around 80 Munds of it; she uses this wheat for personal use at home. Other than harvesting, 

she does agricultural labour, from which she manages to earn around Rs. 80daily. Other than her 

family, no one lives with her in her house. They get by with difficulty because of the meagre 

earnings.  

 

The area they live in is considered rural has around 300-400 houses. There is a government 

primary school in the village. There is no hospital in the village; in case of illness and emergency, 

the people of the village go to the city which is about 15-20 minutes away. The main road is 5-10 

minutes away. On foot, it takes around half an hour to reach the Tehsil Headquarters. Most 

residents of the village do harvesting work.  

 

2. Relationship with BISP 
 

Mai Wasai was not a beneficiary of BISP Phase I (Parliamentarian Phase). The PSC survey was 

conducted in her area around January-February 2011. The survey team visited her home; her 

husband had filled her form and also received an acknowledgement slip from them. Mai Wasai 

considered herself a beneficiary of BISP and she was told by the area’s local Influential. She 

knew that BISP is a government scheme and she heard about this from the area’s women. The 

PSC Survey team did not provide her with IEC material. She did not know about the eligibility 

criteria but she was aware that the program is for the poor and she is poor herself. She said that 

she uses the money received from BISP on her household.  

 

3. How did the complaint emerge? 
 

According to Mai Wasai, the women in their village started receiving the money from BISP, in 

September 2011 after the PSC survey had been conducted but she did not receive this money. 
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She thought of getting an application registered but she did not have the money to commute, nor 

did she know where the application should be registered. Because of this, a year passed and she 

did nothing. Then she found out four months ago, through her neighbours, that Hakim Sheikh—a 

primary school teacher—lived in her neighbouring village and, collected applications from 

women and got them submitted at the BISP office. She also found that he helped the women 

obtain their money from BISP and that he had already done so for many of the women of her 

village. That is why, four months ago, she visited him at his school and told him that she was not 

receiving the money. He asked her for her CNIC, and said he would write an application and send 

it to Islamabad. He also told her that it would cost her Rs.100 to get the application submitted. 

Mai Wasai gave her CNIC and a hundred rupees to Hakim Sheikh.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

On 13
th
 December 2012, Mai Wasai came to the BISP Tehsil Office in Ghotki. The Assistant 

Director (AD) at the BISP Office received her complaint and entered it into the CMS. 

According to the AD, they do not give CMS ID to the beneficiary and that the beneficiary can 

track her complaint through her CNIC. He said that there was no “office setup” there, which 

was why he had taken a room in Ghotki and, during the day, collected all BISP Tracking 

Forms and CNICs of beneficiaries from there. In the evening, he goes home and, through his 

laptop, updates the CNICs. Mai Wasai’s complaint was given CMS ID 10965748. According 

to the details of the complaint, her CNIC number had to be updated on the PSC form. For the 

complaint, a copy of her CNIC and BISP tracking form were collected and registered in the 

CMS. This complaint was first entered by the Supervisor (AD) from the DEO’s ID into the 

CMS; then through the Supervisor AD’s ID, he verified the complaint and forwarded it to the 

Divisional Director (DD) on the same date. The DD also fetched and verified the data and 

finally approved Mai Wasai’s complaint on 13
th
 December 2013. This complaint was resolved 

within a single day and her CNIC was updated in the CMS.  

 

4.B Client’s version 

 

In December 2012, Mai Wasai went to the social worker Hakim Sheikh’s village and handed 

him a copy of her CNIC along with a hundred rupees. Hakim Sheikh submitted Mai Wasai’s 

CNIC copy and BISP Tracking Form (which he obtained from an Internet Café himself) at the 

BISP Tehsil Office Ghotki. The staff there received the complaint and told him that the 

money was not being delivered to Mai Wasai because her CNIC number was not entered in 

the PSC survey form. They said that they would update Mai Wasai’s CNIC number on the 

PSC survey form and send it to Islamabad, after which she would start receiving the money. 

About the complaint registration mechanism, Hakim Sheikh told Mai Wasai that he would get 

her application request registered. Mai Wasai said that she herself did not to go to get her 

complaint registered because she felt that if she had gone herself, she would not have gotten 

the problem solved. She felt that Hakim Sheikh was an educated person who could better 

handle her case. The BISP office is at a distance of 5 km from their village it took 20 minutes 

to reach there. After the complaint had been registered, Mai Wasai had asked him two to three 

times about it and he had asked her to wait. According to Mai Wasai, her issue has been 

resolved and she had received an instalment of Rs.3,000 and also got her Benazir Card. This 

complaint was resolved within a single day. Mai Wasai was satisfied with the complaint 

registration/resolution mechanism.   
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5. What We Learnt? 
 

 BISP did not provide Mai Wasai with an eligibility letter (PSC survey was conducted in 

September 2011) informing her that she was eligible for the cash transfers or a discrepancy 

letter informing her about the CNIC discrepancy on her PSC form  

 Mai Wasai did not know about the complaint registration process and BISP survey team did 

not guide her about the complaint registration mechanism at the time of survey. She heard 

from the other beneficiaries of the village about the complaint registration procedure. Her 

complaint was registered by the local social worker Hakim Sheikh on her behalf 

 There is no setup of a BISP Tehsil Office in Ghotki. The Assistant Director at the Office has a 

room in Ghotki, where he receives all the incoming cases and BISP Tracking Forms of 

beneficiaries. In the evening, he goes home and registers them on the CMS via his laptop 

 The BISP staff has kept a list of all the Union Councils of their Zillah (District) and, area-

wise, has also told the teachers and local influentials that the BISP Tracking Forms of the 

women who have PSC Slips should be obtained; and the BISP Tracking Forms of the 

beneficiaries who are eligible should be given to be kept by the Assistant Director. The 

rationale behind this is that this method will be easier for the women who are located in 

distant areas and who will not be able to reach the Ghotki BISP Tehsil Office 

 To get the CNIC updated, the social worker of the area charged Rs.100 and deposited the 

CNIC copy and the BISP Tracking Form with the AD. The BISP office did not provide an 

acknowledgment slip to the complainant 

 Along with there not being any BISP Office Setup at the Ghotki Tehsil Office, there is also a 

shortage of staff. Due to the absence of an Assistant Complainant, the Assistant Director log-

ins from both the Supervisor AD and DEO’s accounts to update CNICs on the CMS 

 The Assistant Director does not have complete knowledge of the CMS. 

 According to the CMS website, as checked on 22
nd

 March 2013, Mai Wasai’s CNIC update 

request was approved on 13
th
 December 2012. She further even withdrew one BDC 

instalment of Rs.3,000 on 22
nd

 February 2013. There is however one discrepancy – her name 

is registered as Allah Wasai in the BISP records but this has not prevented her payments from 

being delivered to her.  

 

6. Recommendations 
 

 BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per 

standard procedure, so that they may know about their status in the program and about the 

complaint registration mechanism 

 The setup for BISP Tehsil Office should be introduced as soon as possible so that it is easier 

for us to work 

 The Assistant Director at the BISP Tehsil Office in Ghotki should be given training so that 

beneficiaries face fewer problems 

 BISP should also establish toll free help lines and provide information to beneficiaries about 

the complaint registration mechanism and their eligibility status. 
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Case study Number G-Q4-Sindh-05 

Nature of Case Eligibility Appeal 

Complainant/ Beneficiary Nazira 

Wife of Ali Nawaz 

Complainant, if not beneficiary herself  

Address Village Jahan Khan Bangwar, UC Aakhero, Tehsil Kandkot, 

District Kashmore. 
CNIC Number 4310382180034 

PSC form number 12514578 

Date Study Completed 24
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Nazira, wife of Ali Nawaz, is a 31 year old woman. She lives in Village Jahan Khan Bangwar, 

UC Aakhero, Tehsil Kandkot, and District Kashmore. She is illiterate and has nine children—four 

sons and five daughters. One of her daughters is married. Two of her sons go to school: one son 

studies in 4
th
 grade and the other one is in 3

rd
 grade. Her daughters do not go to school. Nazira’s 

husband is a shop keeper and earns Rs.400-500 per day. She also makes rillis and earns Rs.300-

400 in a month. Nazira lives with her family in their own house. The house they live in is pacca 

and has two rooms along with a veranda. There is a courtyard and a kitchen in the house as well. 

There is a pacca bathroom in the house and they have a drainage system. They obtain water using 

hand pump and have access to electricity and gas. The village has 200 houses. There are two 

primary schools which are situated at a distance of 1.5 km from the village. The Basic Health Unit 

(BHU) is at a distance of five minutes from the village. The BDC Centre Kandkot is 6 km and the 

main road is 0.5 km away from the village. 

 

2. Relationship with BISP 
 

Nazira was not a beneficiary of BISP in the Parliamentarian Phase. According to her the PSC 

survey was held in her area in December 2011. She had filled her form and also received a PSC 

acknowledgement slip from the survey team.  Nazira considered herself a beneficiary of BISP 

which she was informed of by her husband who got to know from an internet cafe. Nazira knows 

about BISP and says that it is a Benazir’s scheme; which she was informed about by the survey 

team. The PSC survey team also provided her printed material. Nazira told us that since she is 

poor, she is eligible for the BISP cash transfers. She said that if she received cash transfers from 

BISP she would use it for household expenditures.  

 

3. How did the complaint emerge? 
 

According to Nazira, the women in her village started receiving the Benazir Debit Card (BDC) 

from BDC Centre Kandkot in May 2012 so she also went to the BDC Center Kandkot. She was 

told by the staff there that her photo was missing on her CNIC. She was also advised there that 

she should get her new CNIC made. In June 2012, Nazira got her CNIC made and went again to 

the BDC centre but did not get a BDC. The BISP staff at the BDC centre advised her that she 

should submit her BISP tracking form and copies of her and her husband’s CNICs at the BDC 

centre. She submitted the required documents at the centre on the next day. The staff there told 

her that they would send her appeal to the higher authorities and she should inquire about her card 

after one month.  
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4. Processing of the complaint 
 

4.A Provider’s version 

 

The Assistant Director (AD) of the BISP Tehsil Office Kandkot registered Nazira’s complaint 

on 14
th
 November 2012. According to the AD, there are two Tehsil Offices in Kandkot and he 

does not remember the DEO whose ID the complaint was registered through. This complaint 

was registered in the CMS (with ID # 10833358) an acknowledgement slip was not provided 

to the beneficiary. The AD said that the beneficiary’s PMT score was less than 20 so he 

registered this complaint as an eligibility appeal. He said that Nazira also submitted her BISP 

tracking form and her CNIC copy.  On 14
th
 November 2012 the Supervisor registered this 

complaint in the CMS using the DEO’s ID and then verified it with his own ID. The AD 

approved this complaint and forwarded it to the Director. The Director fetched and verified 

the data of this complaint and finally approved it. According to the AD there are four criteria 

in the CMS for eligibility: a) Disability in the household b) Above 60 year old age c) More 

than four persons in the house hold d) Household income less than Rs.6,000 per month. The 

AD said the CMS processed Nazira’s complaint automatically according to these afore-

mentioned criteria and submitted the result to the CMS Department Islamabad.  

 

4.B Client’s version 

 

According to Nazira she registered her complaint at the BDC Centre Kandkot along with her 

BISP tracking form and copies of her and her husband’s CNICs. She was told by the staff that 

they would send this complaint to the higher authorities and she should inquire about it after 

one month. She went one month later to the BDC centre but she did not receive her BDC. She 

said she did not go to the BDC again because she was hopeless. Nazira told us that she heard 

about the complaint registration mechanism from women in the village. She went to the BDC 

Centre Kandkot 5 months ago where she was informed by the BISP Tehsil Office staff 

stationed there that they would register her complaint. The BISP staff registered her 

complaint but did not provide her an acknowledgement slip. Nazira said that the BDC Centre 

was 6 km away from her house and she went there by rickshaw which cost her Rs.200. She 

was not satisfied with the complaint registration/resolution mechanism. She was satisfied with 

the behaviour of the staff at the BDC Centre Kandkot and they did not charge her money to 

register her complaint.  

 

5. What We Learnt? 
 

 Nazira’s photo was missing on her CNIC so she was not selected as a beneficiary of BISP 

although her PMT score was less than 20. She heard from the other women in the village 

about how to register her complaint. When she visited the BDC Centre Kandkot she was 

informed about the discrepancy 

 Nazira did not receive a discrepancy letter from BISP informing her of the procedure to 

follow in order to start receiving her cash transfers 

 She got her new CNIC made in June 2012 and then she registered her complaint/eligibility 

appeal in November 2012 at the BDC Centre Kandkot with the staff of the BISP Tehsil Office 

Kandkot stationed there. According to the BISP office, her complaint was registered on 14
th
 

November 2012 and it was forwarded to BISP HQ Islamabad through the CMS but they did 

not inform Nazira yet. The BDC centre did not provide her an acknowledgement receipt and 

they also did not have a manual record of this complaint 

 Although Nazira’s eligibility appeal was approved on the CMS website, she did not receive 

her BDC when she went to the BDC Centre Kandkot twice. The BDC centre is 6 km away 

from her house and it cost her Rs.200 for the round trip 
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 According to the BISP website, as checked on 4
th
 April 2013, Nazira’s status has still not 

been updated and she does not appear as a beneficiary. According to the CMS website, an 

eligibility appeal, made to her husband’s name, was registered and approved on 14
th
 

November 2012 and her and her husband’s CNICs were updated separately, on 21
st
 March 

2013. 

 

6. Recommendations 
 

 BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per 

standard procedure, informing them of their status in the program/discrepancy on their form 

so that they may know about the complaint registration mechanism and when to expect their 

payments 

 BISP should provide acknowledgement slips to beneficiaries and should also inform them 

about when to expect their case to be resolved 
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Case study Number G-Q4-Sindh-06 

Nature of Case CNIC Update 

Complainant/ Beneficiary Mai Allah Rakhi 

Wife of Zaheer Ahmed 

Complainant, if not beneficiary herself  

Address Village Unar Mahallah, UC Adilpur, Tehsil Ghotki, 

District Ghotki. 
CNIC Number 4510260435642 

PSC form number 081424454 

Date Study Completed 13
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Mai Allah Rakhi, wife of Zaheer Ahmed, is a 25 year old woman. She lives in Village Unar 

Mahallah, UC Adilpur, Tehsil and District Ghotki. She is an illiterate woman and usually stays 

busy with household chores. She has two daughters: one is 2 years old and the other is 6 months 

old. Her husband is a daily wage labourer and earns Rs.250 per day. Mai Allah Rakhi also works 

as a seasonal labourer on farms. She usually earns Rs.100 per day and this season lasts 4 months 

each year. The house she lives in with her family belongs to her parents; her three brothers, four 

sisters and parents also live there.  She has only one room and a small court yard in this house. 

The house she lives in is katcha-pacca and has an open kitchen. There is no bathroom in the 

house but they have access to electricity and gas. They obtain water using a hand-pump installed 

inside the house. The village they live in has 300 houses and the residents of the village consist of 

the Unar and Malik kinship groups. The school and hospital are at distance of 0.5 km away from 

the village, situated at Adilpur.  

 

2. Relationship with BISP 
 

Mai Allah Rakhi was not a beneficiary of BISP in the Parliamentarian Phase. According to her, 

the PSC survey was held in her area in December 2010 and the survey team came to their door 

steps; her father had filled her form and also received a PSC acknowledgement slip from them.  

Mai Allah Rakhi did not know much about BISP except that the government gives these cash 

transfers to poor women which she heard about from the staff at the post office. The PSC survey 

team did not provide her with IEC material. Mai Allah Rakhi told us that if she received cash 

transfers she would use it to buy ration for the house and clothes for her children.  

 

3. How did the complaint emerge? 
 

According to Mai Allah Rakhi, when other women in her village started receiving money through 

the BDC, she also went to the BDC Centre in Ghotki to get her BDC but she did not receive it. 

Then she requested Hakim Ali Shah (a teacher and social worker) to find out about her BDC. 

Hakim checked her status on the BISP website and told her that her CNIC was not registered in 

the PSC survey form. Hakim Ali told her that if she gave him a copy of her CNIC then he would 

register her complaint at the BISP Tehsil Office Ghotki. She gave a copy of her CNIC to Hakim 

Ali and after four month she went to the BDC Centre Ghotki to find out about her BDC. She was 

told there that her card had not arrived yet and she should register her complaint in BISP Tehsil 

Office Ghotki. When she went to the BISP Office she was asked by the staff there to submit her 

BISP tracking form and copy of her CNIC. The staff told her that they would send her application 

to their higher office and she should inquire about her complaint after 20 days.  
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4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the Assistant Director (AD) BISP Tehsil Office Ghotki, Mai Allah Rakhi’s 

complaint was registered in the CMS on 6
th
 October 2012. This complaint indicated that the 

beneficiary’s CNIC had to be updated in her PSC survey form. The AD told us they registered 

this complaint in the CMS and it accepted the update request but it continues to show her 

status as “No potential beneficiary”. According to the AD, Mai Allah Rakhi’s second 

complaint which was titled “Data entry” was registered on 1
st
 March 2013. The AD told us 

about Data Entry that they register this type of complaint to know about the missing details of 

beneficiary from her PSC form. The AD said that they registered Mai Allah Rakhi’s 

complaint of 1
st
 March 2013and the Divisional Director (DD) approved this at the same date. 

He further told us that Mai Allah Rakhi’s status still appears as “No potential Beneficiary”.  

 

4.B Client’s version 

 

According to Mai Allah Rakhi, Hakim Ali Shah registered her complaint 4-5 months ago at 

the BISP Tehsil Office Ghotki on her behalf. She also went herself to the BISP Tehsil Office 

Ghotki and registered her complaint; she was advised by the staff at BDC Centre. She 

submitted her BISP tracking form and a copy of her CNIC along with an application at the 

BISP Office. She was asked there to inquire about her card after 20 days. Mai Allah Rakhi 

said she did not go to the BISP office again and her complaint has still not been resolved. She 

said the BISP Tehsil Office is at a distance of 8 km from her house and she went there by 

Chingchi (Rickshaw) and it cost her Rs.150 for the round trip.   

 

5. What We Learnt? 
 

 Mai Allah Rakhi did not receive a discrepancy letter from BISP informing her of the 

procedure to follow in order to start receiving her cash transfers 

 Mai Allah Rakhi did not receive her BDC and she was informed by the social worker, Hakim 

Ali, that her CNIC had to be upgraded in her PSC survey form 

 Hakim Ali registered Mai Allah Rakhi’s complaint at the BISP Tehsil Office Ghotki on 6
th
 

October 2012 but in vain. Again, in March 2013 she registered her complaint but her 

complaint had not been resolved yet 

 According to the BISP staff they upgraded her CNIC on her PSC survey form but her status 

still appears as a non potential beneficiary. The BISP staff registered her second complaint to 

find out the missing data on her PSC survey form, on 1
st
 March 2013. The BISP staff said that 

this complaint had not been resolved and the website still does not show her as a potential 

beneficiary 

 BISP Tehsil Office is at a distance of 8 km from Mai Allah Rakhi’s house and she went there 

by Chingchi (Rickshaw) and it cost her Rs.150 

 According to the CMS website, as checked on 28
th
 March 2013, Mai Allah Rakhi’s status is 

not found as a beneficiary. 

 

6. Recommendations 
 

 BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per 

standard procedure, informing them of their status in the program/discrepancy on their form 

so that they may know about the complaint registration mechanism and when to expect their 

payments 
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 BISP should upgrade the status of beneficiaries on website and should enhance the capacity 

of CMS software  

 BISP should solve beneficiaries’ complaints on priority basis and should improve 

communication among their offices to explore the problem  
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Case study Number G-Q4-Sindh-07 

Nature of Case CNIC update 

Complainant/ Beneficiary Mukhtiar Khatoon 

Wife of Ghulam Abbas 

Complainant, if not beneficiary herself Ghulam Abbas 

Address ADC Colony, Jacobabad 
CNIC Number 4310262095490 

PSC form number 12621847 

Date Study Completed 19
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Mukhtiar Khatoon, wife of Ghulam Abbas, is a 28 year old resident of the ADC Colony in Zila 

Jacobabad. She has four children—two daughters and two sons. She and her family live in a 

katcha-pakka room on a 120 sq. yard plot. The bathroom is pakka. There is no proper kitchen—a 

corner of the courtyard is used as one for cooking purposes. Facilities of gas and electricity are 

available. For drinking water, they buy a gallon for Rs.15 every day. The water which the motor 

installed in their house pulls is salty and bitter. Out of her four children, she married off one 

daughter a month ago. One son studies in Grade 1 and the rest of the children are too young for 

school. Her husband sells vegetables at the mandi, from which he manages to earn around Rs.200-

300. Mukhtiar Khatoon is an illiterate woman and remains busy with household work. The area 

she lives in is urban and consists of around 2,000-3,000 households. The primary government 

school is 5 minutes away, the government hospital is 10 minutes away and the main road is 5 

minutes away. The Tehsil Headquarters is located at a distance of 1.5 km. Mukhtiar Khatoon is 

the only potential beneficiary in her household. 

 

2. Relationship with BISP 
 

Mukhtiar Khatoon was not a beneficiary of the BISP Phase I (Parliamentarian Phase). According 

to her, the PSC Survey was conducted in her area around January-February 2011. A survey team 

visited her house and filled the form at her doorstep. Her husband got the form filled. She was 

given a PSC slip as acknowledgement. She considers herself to be a beneficiary of BISP and she 

found out about the program through (an) internet café when she got her PSC slip checked. She 

has considerable knowledge about BISP and knows that it is Benazir’s program. She also got her 

information from the neighbourhood women and the television. She was not given any IEC 

material by the PSC Survey Team. She also knows about the BISP beneficiary eligibility criteria; 

that one has to be poor to be a beneficiary and since she is poor herself, she feels that she is 

entitled to be a recipient of the money. She said that if she received money from the BISP cash 

transfers, she would spend it on clothes for the children and would get her children admitted in 

school. 

 

3. How did the complaint emerge? 
 

Six months after the PSC survey was conducted in January-February 2011, the women in 

Mukhtiar Khatoon’s neighbourhood received their first instalments but she did not receive hers. 

So, in November 2011, her husband went to an internet café in Jacobabad and got a printout of 

her PSC tracking form; the people at the café told her husband that the money had not arrived yet. 

Then someone told him to get the PSC slip checked at the BDC Centre. In January 2012, he went 

to the BDC Centre and got the slip checked. There he was told that his wife’s CNIC number was 

not entered in the PSC Form, and that he should get her CNIC made should so that she would start 

receiving the money. He then tried having his wife’s CNIC made but since they got busy with 

their daughter’s wedding, they couldn’t get it made soon. After they were done with the wedding, 
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Mukhtiar Khatoon got her CNIC made on 12
th
 November 2012. Her husband then got the PSC 

tracking form from the internet café for Rs.40 and submitted it to the BDC Centre in February 

2012. 

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

On 5
th
 March 2013, Mukhtiar Khatoon took her complaint of not having received the money 

to the BISP Tehsil Office in Jacobabad. The Assistant Director (AD) at the BISP Tehsil 

Office received her complaint at the BDC Centre Jacobabad as the Tehsil Office had not set 

up its office yet. The complaint was registered in the CMS and the complainant was not given 

any acknowledgement. According to the details of her complaint, the beneficiary’s CNIC 

number was not entered in her PSC form during the time of the PSC Survey, and hence the 

CNIC needed to be updated in the CMS. For registration of the complaint, she was asked to 

provide copies of her CNIC and PSC tracking form. The complaint was maintained only in 

the CMS and the case was given CMS ID 11307148. On 5
th
 March 2013, the Supervisor (AD) 

first entered the complaint in CMS through the Data Entry Operator’s (DEO’s) ID and then 

verified it through the Supervisor’s (AD’s) ID. After approving it, he forwarded the complaint 

to the Director, with his remarks attached. On the same day, upon receiving the complaint, the 

Director data-fetched, verified and accepted it. According to the result of this case, this 

complaint was resolved in the CMS; CMS ran this case automatically and sent the case’s 

status to CMS Department Islamabad. It took one day for the complaint to get resolved in 

CMS.  

 

4.B Client’s version 

 

In February 2013, Mukhtiar Khatoon’s husband, Ghulam Abbas, went to the BDC Centre 

Jacobabad with a copy of his wife’s CNIC and her BISP tracking form each. He submitted his 

complaint to the BISP staff there. The staff took his complaint and kept it; they did not enter it 

into the computer right then. They told him that they would send the complaint to Islamabad 

and, when it received an “OK” from there, his wife would start receiving the money. They 

also told him to come back to them 20 days later to check on the status of the complaint. 

When Ghulam Abbas went back 20 days later, he was told that the money had not arrived and 

that he should check back after a week. Mukhtiar and her husband learnt about the complaint 

registration mechanism from people of their neighbourhood who had also gone to get their 

complaints registered (at some point or another). She herself could not go due to being busy 

with household work. When, in February 2013, her husband went to the BDC Centre near 

them and submitted the complaint, he was not given an acknowledgement slip. The BDC 

Centre Jacobabad is located at a distance of 1.5 km from Mukhtiar Khatoon’s house and her 

husband walked there on foot to submit the complaint. No expenses were incurred. Mukhtiar 

Khatoon opined that registering a complaint did not result in anything because if it had, she 

would have received the money. She was not fully satisfied with the complaint registration 

mechanism; she said that while the staff at the office took the complaint from her husband, 

she did not know whether or not they sent it forward. And although no money was charged to 

register the complaint, the staff was rude because there was a lot of rush at the office. 

 

5. What We Learnt? 
 

 The complaint was submitted by Mukhtiar Khatoon’s husband in February 2013. It was not 

registered by the BISP staff in front of him and was later registered in CMS which got 

updated on 5
th
 March 2013 
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 A BISP Tehsil Office has not been established in Jacobabad yet. A week ago, a room in the 

DCO was given to the BISP staff; this room does not have an electricity connection. Prior to 

this, the staff used to sit at the BDC Centre. Due to the lack of facility, the ADs take copies of 

the beneficiaries’ CNICs and BISP tracking forms home and update their CNICs from there 

 According to our observation, the AD does not know how to operate a computer; he has a 

computer operator at home who updates the CNICs 

 When Ghulam Abbas submitted his wife’s complaint in February 2013, he was asked to 

return 20 days later to check on the status of the complaint. The staff took the copy of the 

CNIC and the PSC form and did not enter it into the computer right away. When he returned 

20 days later, he was asked to come back again after a week even though the CNIC gets 

updated in the CMS within 24 hours. If this complaint had been registered on the same day 

(13
th
 February), the beneficiary would have gotten the BDC 

 Due to the lack of a BISP Tehsil Office setup, the beneficiaries and the BISP staff have to 

face a lot of a problems and the AD also has to do the work of the Assistant Complainant 

 According to our observation, the AD has the passwords for his, the AC’s and the Director’s 

accounts. 

 The CMS website, as checked on 5
th
 April 2013, shows that Mukhtiar Khatoon’s CNIC 

update request was approved on 5
th
 March 2013, however her payment details still do not 

show any payment deposits in her accounts thus far. 

 

6. Recommendations 
 

 The BISP Tehsil Staff in Jacobabad is in need of further training so that for updating 

complaints on the CMS, they and the beneficiaries do not face any difficulty 

 The beneficiaries should be informed of their status (the status of their complaint) by the 

BISP staff. If the staff does not have the complainants’ contact numbers, a message should be 

communicated through the area’s community workers, social workers or political workers 

that the complaints have been resolved and that the BDC cards are ready to be collected 

 A list of all the CNICs that have been updated on the CMS should be put up at the BISP 

Tehsil Office. This would help the beneficiaries or the relatives visiting to find out about the 

status and the CNIC updates 

 The beneficiaries should be made aware of the complaint registration mechanism 

 Issues of dates should be resolved in the CMS. 
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Case study Number G-Q4-Sindh-08 

Nature of Case Eligibility appeal case 

Complainant/ Beneficiary Ajeeban 

Wife of Abdul Jabbar 

Complainant, if not beneficiary herself Hakim Sheikh 

Address Goth Adilpur, Taluka and District Ghotki 

CNIC Number 4510295935006 

PSC form number 08142344 

Date Study Completed 22
nd

 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Ajeeban, wife of Abdul Jabbar, aged 27, lives in a village called Adilpur in District Ghotki. She is 

an illiterate woman who stays busy with household chores. She has 3 sons and 1 daughter. She 

lives with her children in a house of 120 sq. ft in a single room. The house is made of cement and 

has the facilities of water, gas and electricity. The household does not have a kitchen therefore 

one portion of the courtyard is used as a kitchen. Drainage facility is not available. Drinking water 

is obtained from the hand-pump in the village. One of her sons is in first grade, while the others 

are too young. Ajeeban’s husband does construction labor for which he gets paid around Rs.250-

300 daily. Such low income makes their survival tough. This is a rural area which is around 20 

km away from the city on the main road. In the village the primary government school is at a 

distance of 10 to 15 minutes. Government BHU is in Adilpur which is 15 to 20 minutes away. 

There are around 300 to 400 households. 

 

2. Relationship with BISP 
 

Ajeeban has not been a beneficiary of BISP Phase 1(Parliamentarian Phase). The PSC survey 

took place in her community in January/February 2011, and the survey team had filled in the form 

at her house. Her husband had helped them fill the form and as proof they had given him a PSC 

slip. Ajeeban considered herself in need of the BISP cash transfers. She had been told about it by 

a teacher in her area. Ajeeban was aware that this money is provided by the government and she 

had heard from her neighbor that this is Benazir’s money distributed by the government. Ajeeban 

does not know anything about the BISP beneficiary eligibility criteria, but she believes that she is 

poor therefore she should get this money. She told us that when she got the first installment, she 

used the money to cook food for her family. 

 

3. How did the complaint emerge? 
 

In September 2011, after the PSC survey, when the other women in the village started getting 

money and she did not, Ajeeban gave the PSC slip to her husband to check what the reason for 

non-payment was. In November 2011 her husband got it checked from the internet café 3-4 times. 

They were then told by the internet café and the village postman that they would not get money. 

She asked the postman again in February 2012 and he said that when her name would come he 

would bring the money. Now after 3 months she heard from the village women that Hakim 

Sheikh helps women get the BISP money, and helps register their applications. Her husband then 

asked Hakim Sheikh to help them get the money too. He asked her husband to get his wife’s 

CNIC copy and PSC slip and give it to him, and he would register their appeal and when the form 

would get approved from Islamabad they would get the money. 
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4. Processing of the complaint 
 

4.A Provider’s version 

 

On 13
th
 December 2012, Ajeeban went to the BISP Tehsil Office Ghotki with her complaint 

about not receiving money. The Assistant Director there received the complaint from her, 

which he registered in the CMS and did not give the CMS ID to the complainant. The 

Assistant Director gave this case a CMS ID 10905735 and registered the eligibility appeal in 

the CMS. According to the details of the complaint the PMT score of the beneficiary was less 

than 20, which is why the AD himself appealed for her eligibility so that Ajeeban could get 

her money. For this complaint, the CNIC copy of the beneficiary and the BISP tracking form 

were submitted. Apart from the CMS there was no record of the complaint. The Supervisor 

(AD) registered this complaint from the DEO’s ID in the CMS on 13
th
 December 2012 and 

after that he verified it from the Supervisor (AD)’s ID and after approving it forwarded it to 

the Director. When this complaint was received by the DD on 13
th
 December 2012, he fetched 

the data of that case, verified it and accepted it. According to the eligibility criteria there has 

to be either: 

Disability in the household 

 

Above 60 years old age 

 

More than 4 persons in the household 

 

Household income less than Rs.6,000 

 

As per these four criteria, this eligibility appeal was automatically run and approved and the 

status of this case went to CMS Department Islamabad. 

 

4.B Client’s version 

 

In December 2012 Ajeeban’s husband, Abdul Jabbar, gave the CNIC copy and PSC slip of 

his wife to Hakim Sheikh, a teacher and social worker in their village. Hakim Sheikh told 

them that he himself would write a request and register their eligibility appeal, which he gave 

to the BISP staff at the BISP Tehsil Office Ghotki. The staff said that they would send the 

application to Islamabad and when it would be approved, the form would be accepted. 

Ajeeban had heard about the BISP complaint system from the women in her neighborhood. 

Ajeeban, herself, did not go to submit her complaint because she did not know where to go. 

When she heard that Hakim Sheikh could get the work done, she went and asked him to help. 

Hakim Sheikh had experience with the BISP Tehsil Office which is why he submitted the 

application on her behalf. 

 

The BISP staff asked Hakim Sheikh for the beneficiary’s CNIC copy, her husband’s CNIC 

copy and BISP tracking form for the complaint. There was no acknowledgement issued for 

this complaint. Hakim Sheikh had gone to the BISP Tehsil Office Ghotki to submit the 

complaint on a motorcycle. This office was 1.5 km away from his place and it took him 30 

minutes to reach there and Rs.100 of petrol. After giving in the application he did not visit the 

office again. After the complaint, the problem was resolved and Ajeeban got a BDC from 

which one installment of Rs.3,000 was withdrawn as well. The BISP staff talked nicely and 

politely and gave them hope that they would get the money soon. No money was required to 

register this complaint. 
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5. What We Learnt? 
 

 When we visited BISP Tehsil Office in Ghotki, the staff was not present and the AD was 

sitting in a room where he collected CNICs and BISP tracking forms from the beneficiaries 

and submitted them and went home and updated them from his laptop. 

 According to our observation, the AD did not know how to use the computer and at home he 

had hired a computer operator to update the CMS 

 This complaint was submitted by the beneficiary in December 2012 and was registered in the 

CMS in the same month  

 Because of no proper training of the AD, he had problems in updating the cases in the CMS. 

This is why many cases are in process and many appeal cases get rejected and they need to be 

entered again in the CMS 

 Because of the date issue in the CMS, the same date appears at all three levels of the case 

processing 

 As there is no Assistant Complaint, the AD has the ID and password of the AC who registers 

the complaints 

 No acknowledgement is issued of any case, ant this case had none either 

 The beneficiaries have no knowledge about the status of their complaint even after it has been 

updated. When they asked the focal person themselves, he said now they could go get the 

BDC card 

 The beneficiaries should be given awareness about how to register a complaint 

 Ajeeban’s eligibility appeal was approved on 13
th
 December 2012, as per the CMS website as 

checked on 5
th
 April 2013, however her payment details do not show any payments 

generated/deposited for her yet.  

 

6. Recommendations 
 

 The issue of dates in the CMS should be resolved so that action taken at each stage of the 

complaint resolution process is available and visible  

 The BISP Tehsil office Ghotki staff should be given proper training so that the complaints of 

the beneficiaries in the CMS can be solved as soon as possible 

 The BISP staff should be given responsibility that all cases that have been updated in the 

CMS are made a list of and printed 

 In spite of having CMS the beneficiary is given a time of 20 days, even though CMS can 

solve the problem in 24 hours. Because of this, the complainant has to make repeated trips to 

the office.  

 Beneficiaries should be given an acknowledgement slip/receipt upon registration of their 

complaints 

 The BISP staff should inform beneficiaries about their complaint status on the phone, through 

community workers or political and social workers etc.  
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Case study Number G-Q4-Sindh-09 

Nature of Case CNIC update 

Complainant/ Beneficiary Sumaira 

Wife of Hussain Umer 

Complainant, if not beneficiary herself Majeed 

Address Village Naik Shah, Taluka Sakrand, District Shaheed 

Benzirabad 
CNIC Number 4540322282874 

PSC form number 09464607 

Date Study Completed 26
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Sumaira, wife of Hussain Umer, aged 33 years is a resident of the Naik Shah Village, District 

Shaheed Benazirabad. She is an illiterate woman who has 4 children; 3 sons and a daughter. One 

of the sons is in grade 1 and the rest of them are too young to go to school. Her husband works as 

a labourer cutting bananas; he earns Rs.50-100 daily. Sumaira does embroidery work and gets 

paid Rs.200-250 per week. She said she lives with her children at home. Her house is made of 

cement. It has one room and a courtyard made in which one corner is allotted for the kitchen. 

There is no bathroom in the house, and there is no electricity or gas available. There is a hand 

pump installed from where they get the water. The village has 100 houses within it. There is a 

primary school in the village which is at a walking distance. There is no hospital in the village due 

to which in case of an illness they go to Sakrand or Nawabshah. It takes them 2 hours to reach 

there. There are people from two castes residing in this village; Khaskheli and Shah. It takes an 

hour to go to the main road from the village; it is 3 km away. The BISP Tehsil Office is 10 km 

away from the village. 

 

2. Relationship with BISP 
 

According to Sumaira, she was not a beneficiary of BISP Parliamentarian Phase. She said that in 

November 2011 the PSC survey team came to her village. They sat in the sitting area outside and 

her husband helped them fill her form. After this the survey team gave them a slip. Sumaira was 

aware of the BISP and she said that the money was provided through Benazir’s Scheme. She said 

that her relatives in Sakrand had told her about BISP as they had gotten money through the 

program. She said that the PSC survey team had not given her any IEC material. She said that the 

money from BISP is given to all; rich and poor people alike. She believed that she was poor and 

she should get this money too. She said she would buy household rations with this money. 

 

3. How did the complaint emerge? 
 

Sumaira mentioned that when other women in her village started getting the first instalment after 

the PSC survey, and she did not get the money, she asked the women in Sakrand why she was not 

getting money. She went to the BDC Centre Sakrand in June 2012 to find out about her money, 

where they said that she would have to file a request in Nawabshah because her CNIC number 

was not present in the PSC form. After that, 20 days later she filed a request at the BISP 

Divisional Office Nawabshah. Here they told her that her work would be done and they would 

send her application to the higher authorities. With the application, she gave in her BISP tracking 

form and a copy of her CNIC. When Sumaira got no money till 4 months after this, she sent her 

relative Majeed (who used to come to her place often for work) with her CNIC copy and PSC 

slip, and told him to go find out about her complaint. In November 2012 Majeed went to the BISP 

Divisional Office to find out about Sumaira’s complaint. The staff there told him that her 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 2 - Grievance Case Studies 

G-Q4-Sindh-09 
 

J40252715 

GHK Consulting Ltd. 456 

complaint had not been registered in the CMS. Majeed got it registered on the same day and 

submitted her PSC slip and a copy of her CNIC. 

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

This complaint was submitted by the beneficiary and filed by the Assistant Director (AD) at 

the BISP Divisional Office Nawabshah, on 5
th
 November 2012. According to the AD, this 

office was nearer to the beneficiary, which is why she came to register her complaint here. He 

said beneficiaries bring their complaints themselves and their complaints are entered in the 

CMS. No acknowledgement slip is given to them, he said. According to our observation, the 

staff of the BISP Divisional Office does not give the CMS ID to the beneficiary. Sumaira’s 

was a CNIC update complaint as her CNIC number needed to be updated on the PSC form. 

According to the AD, when the beneficiary came with the complaint, her CNIC copy and PSC 

slip was taken. He said they had no record of this complaint other than on the CMS. When 

Sumaira came with the complaint on 5
th
 November 2012, her complaint was entered in the 

CMS by the DEO and sent to the AD, who fetched it and verified it. After that he approved it 

and forwarded it to the relevant Divisional Director. The DD fetched the complaint and 

approved it on the same date. The system then automatically ran it and sent its status to the 

CMS Department of BISP Headquarters as a result of which her CNIC got updated in a single 

day.  

 

4.B Client’s version 

 

Sumaira told us that her relative Majeed had registered her complaint in November 2012 at 

the BISP Divisional Office Nawabshah. Sumaira had given him a copy of her CNIC and the 

PSC slip. The BISP staff told Majeed that they would send the application to Islamabad, so he 

should come again 15 days later to find out. When he went after 15 days, the BISP staff 

informed him that this complaint had been resolved and Sumaira could now collect her BDC. 

Sumaira had heard about the complaint registration procedure from other people in the village 

and she had told her relative to register it for her. Majeed gave in the application 5 months 

ago at the BISP Divisional Office. Sumaira also told us that the request was filed in that office 

because everyone filed their requests there. The Assistant Complaints (AC) had accepted her 

application, and Majeed had given her CNIC copy and PSC slip. After the request was filed, 

the staff of the Divisional Office gave him no slip. She further said that the Divisional Office 

was 4 km away from the village and it takes 30 minutes to reach there. Majeed had gone on a 

motorcycle and it cost him Rs.100. It took 15 days for the complaint to be resolved. She 

thought that the way the BISP staff dealt with the matter was correct. They talked nicely and 

took no money from them. 

 

5. What We Learnt? 
 

 The beneficiary had a CNIC at the time of the survey, but in spite of that the PSC survey team 

filled her form using her husband’s CNIC which created problems for the beneficiary 

 No eligibility or discrepancy letter was sent to the beneficiary by BISP, which would inform 

the beneficiary about her mistake in the PSC form or that her CNIC was not updated 

 When the beneficiary filed her first request in June 2012, the BISP Divisional Office staff did 

not enter it into the CMS 

 Sumaira’s relative, Majeed, registered her complaint again at the BISP Divisional Office. He 

submitted her CNIC copy and PSC slip. He was not provided an acknowledgment slip. This 
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complaint was registered and resolved in the CMS on 5
th
 November 2012, according to the 

AD at the Divisional Office 

 According to her payment details on BISP website, as checked on 9
th
 April 2013, Sumaira 

withdrew a BDC instalment of Rs.3,000 from an HBL ATM on 18
th
 January 2013. 

 

6. Recommendations 
 

 A discrepancy letter should have been sent to the beneficiary by the BISP so that she would 

know what her mistake was in the PSC form 

 BISP and its partner organisation need to spread awareness to the beneficiaries about the 

complaint registration mechanism 

 BISP Divisional Office Nawabshah should have registered Sumaira’s complaint when she 

visited their office in June 2012. 
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Case study Number G-Q4-Sindh-10 

Nature of Case CNIC update 

Complainant/ Beneficiary Allah Rakhi 

Wife of Dani Bux Khaskheli 

Complainant, if not beneficiary herself Hafiz Lashkar 

Address Goth Haji Sher Muhammed Zehri, UC Bucheri, Taluka 

Dour, District Shaheed Benazirabad 

CNIC Number 4540406661922 

PSC form number 09388983 

Date Study Completed 6
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Allah Rakhi, wife of Dani Bux Khaskheli, is a 45 year old resident of Goth Haji Sher Muhammad 

Zehri, UC Bucheri, Taluka Dour, District Shaheed Benazirabad. She is an illiterate woman and 

generally remains busy with her household work. She has eight children—three daughters and 

five sons. Out of these children, one son and one daughter are married. Her married son lives with 

her, along with his wife and son, and his eating expenses are not separate from hers. She, along 

with her children, lives in a 3-room house on a 200 sq. yard plot. She does not own this land. The 

landowner of the village has given them this house to live in for free because Allah Rakhi’s 

husband is the (paish) Imam in the village’s mosque. The house is built pakka. There is no facility 

of gas or a drainage system there. Three of her children study in school—one son is in grade 6, 

another is in grade 4 and one daughter is in grade 5. Her eldest son, along with his father, is the 

(paish) Imam at the village’s mosque; the father gets paid Rs.3,000 every month by the village’s 

landowner whereas the son gets paid Rs.2,000 per month. When Allah Rakhi gets some time from 

doing the household work, she makes and embroiders pillowcases. It takes her two to three 

months to make one pillowcase and she manages to make a profit of Rs.200-250 from it. The area 

she lives in is rural. There are around 300-400 households in her village. The government primary 

school is at a walking distance from her house. There is no hospital in the village. In case 

someone is sick, they go to the Basic Health Unit (BHU) in Dour, which is at a distance of 8 km. 

The main road is also at a walking distance and the Tehsil Headquarter is 17 km away in 

Nawabshah.  

 

2. Relationship with BISP 
 

Allah Rakhi was not a beneficiary of the BISP Phase I (Parliamentarian Phase). According to her, 

the PSC survey was conducted in her area in January 2011 and the survey team filled her form at 

the village school. Her husband got her form filled and was given a PSC slip as 

acknowledgement. She thinks of herself as deserving of being a BISP beneficiary and was told 

about the program by the village landowner; he told her that she, too, would receive the money. 

She knows, courtesy of the landowner, that this money is given through the “Benazir Scheme” to 

women. Along with the PSC slip, she was also given brochures by the PSC survey team. She does 

not know about the BISP beneficiary eligibility criteria but she said that the money (received via 

the program) is for poor women, which is why she, too, should be a recipient.  According to her, 

she spent the one BISP cash transfer instalment on clothes for her children and on her own 

medical treatment.  

 

3. How did the complaint emerge? 
 

According to Allah Rakhi, when, in January 2011, the PSC survey was conducted in her village, 

she had had a CNIC but since her form was filled by her husband outside the village school, it 
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was his CNIC number which was entered in the PSC form. After the survey, when the women of 

her village started receiving the money and had already gotten two instalments, she began to 

wonder why she was not receiving hers. After her neighbourhood women had received the second 

instalment, she asked her husband to find out why she was not receiving her money. In June-July 

2012, her husband asked the village landowner about the matter; the landowner told him that he 

should submit an application at the BISP Office and that he would start receiving the money after 

that. Then, after that, she and her family went to Goth Bandhi for some months due to some 

dispute (naaraazgi) with her village people. Since the address in the form had been of their 

village, they did not try to get the problem (of not receiving the money) resolved from Goth 

Bandi. Upon their return to their village in November 2012, she submitted her application. 

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

On 6
th
 November 2012, Allah Rakhi took her complaint of not receiving the money to the 

BISP Divisional Office in Shaheed Benazirabad, where the Assistant Complainant (AC) 

received it. She chose to go to this particular office because it was near her area. After 

receiving her complaint, the AC registered it in the CMS. The complainant was not issued any 

form of acknowledgement and her case was given the CMS ID 10790170. According to her 

Details of Complaint, at the time of the PSC Survey, her CNIC number had not been entered 

in her PSC roster which was why her CNIC was in need of being updated. For registering of 

the complaint, a copy of her CNIC and her BISP tracking form was taken and the complaint 

was only registered in the CMS. On the same day (6
th
 November 2012), the DEO entered the 

complaint in the CMS and forwarded it to the Supervisor (AD) with his remarks attached. The 

AD first data-fetched the complaint; after verifying and approving it, he forwarded it to his 

Divisional Director (DD) on the same day. The DD took action on the complaint on the same 

date-- he data-fetched, verified and then accepted the complaint. According to the result of the 

complaint, the CNIC was updated on the CMS and CMS automatically ran it. The result of 

this case was sent to the CMS Department in Islamabad.  

 

4.B Client’s version 

 

According to Allah Rakhi, her husband gave a copy of her CNIC and the PSC slip to his 

friend Hafiz Lashkar, five months ago (November 2012). Hafiz Lashkar – who works in 

Nawabshah – submitted the complaint at the BISP Divisional Office in Nawabshah on the 

same day. For submission of the complaint, he had the BISP tracking form printed out on his 

own. The staff at the BISP Divisional Office registered the complaint on the computer and 

told him that they would send it to Islamabad. They told him that when the complaint got 

resolved in Islamabad, he would receive the BDC. Hafiz had heard about the complaint 

registration mechanism from his neighbour, who had also been to the office to submit her 

complaint. Allah Rakhi did not go to the office herself because she was ill. Hafiz Lashkar 

chose to go this office because he it was near his house and also because he knew of it. The 

complainant was not given any acknowledgement. The BISP Divisional Office is located at a 

distance of 17 km from where he lives. He first collected the copy of Allah Rakhi’s CNIC and 

her PSC slip from her village and then went to submit the complaint on that same day. He did 

not charge her anything. After the complaint had been submitted, her husband phoned Hafiz 

Lashkar 2-3 times to ask about the complaint. He replied that the complaint had been 

submitted and that when the money arrived, they would receive it. According to Allah Rakhi, 

her complaint got resolved and one month later, upon receiving the BDC, they collected their 

instalment. She was happy and satisfied with this (complaint registration) mechanism because 

she got her money and was not charged for making the complaint.  
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Additional Observation: 

Allah Rakhi’s current residential address is: Goth Haji Sher Muhammad Zehri, UC Bucheri, 

Taluka Dour, Zila Shaheed Benazirabad. Whereas the address on her CNIC is of the Goth 

they previously used to live in: Goth Sardar Ahmed Araeen , 163 Nusrat, Post Office Bandhi, 

Taluka Dour, Zila Shaheed Benazirabad. 

 

5. What We Learnt? 
 

 Allah Rakhi did not receive a discrepancy letter from BISP informing her of the CNIC 

discrepancy as a result of which she was not receiving her cash transfer payments  

 According to the Assistant Complainant, there is no option in the CMS for changing the name 

or address of the beneficiary. This is why they are sent to NADRA to get their name or 

address changed (on the CNIC) 

 This complaint was entered in the CMS on 6
th
 November 2012 but the CMS is showing the 

date as 5
th
 November 2012 

 The complainant, Hafiz Lashkar, did not receive an acknowledgment slip (CMS ID) upon 

registration of the complaint 

 According to the CMS website, as checked on 10
th
 April 2013, Allah Rakhi’s CNIC was 

updated and her complaint approved on 5
th
 November 2012 and according to her payment 

details on the BISP website she withdrew a BDC instalment of Rs.3,000 through an HBL 

ATM on 31
st
 December 2012. 

 

6. Recommendations 
 

 There is an option for changing the name and address of beneficiaries in the CMS. The BISP 

staff should use this option so that the beneficiaries face fewer difficulties 

 Whenever a beneficiary is referred to NADRA to get her name changed, NADRA takes 5-10 

months to do this. This is not NADRA’s fault but; the staff at BISP should understand (the 

workings) and use of CMS thoroughly so that beneficiaries do not have go through the long 

process and face difficulties 

 According to our observation, the aforementioned option to change the name and address of 

beneficiaries is not being used in any of the Divisional Offices. Keeping this in mind, the 

BISP Management in Islamabad should provide further training on CMS to the BISP staffs 

 Instead of sending beneficiaries to NADRA, the staff at BISP should try and use the option 

given in CMS themselves 

 The date of update shown on CMS is that of day later than when the entry is actually updated. 

This issue concerning dates on CMS should be resolved 

 The beneficiaries should be informed of their status (the status of their complaint) so that they 

can collect their BDCs at the earliest moment possible for them. 
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Case study Number G-Q4-Sindh-11 

Nature of Case CNIC update 

Complainant/ Beneficiary Gul Pari 

Wife of Misri Jamali 

Complainant, if not beneficiary herself Misri Jamali 

Address Village Muhammad Jamali, Chanbiyar Umarbadleja Taluka 

Sakrand. District: Shaheed Benazirabad 
CNIC Number 4540320085572 

PSC form number 09341441 

Date Study Completed 25
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Gul Pari, wife of Misri Jamali is a 36 year old woman who lives in Village Muhammad Jamali, 

District Shaheed Benazirabad. She has 4 children; three sons and one daughter. Her son is in the 

first grade and one daughter is also in the first grade. Her husband is a vendor, and earns about 

Rs.300-400 per day. Gul Pari is a housewife and does not earn. She lives with her children in the 

house. The house is their own and is made of cement. It consists of one room with electricity. The 

house does not have a kitchen. One corner of the courtyard is used as a kitchen. The bathroom is 

not made either and they obtain water using a hand pump. The village has 15-20 houses. The 

school is not within the village. The school is in the village Jumo Jamali, where the children go to 

study. It is a primary school that is an hour away from their place. In the case of an illness, they 

go to the Nawabshah Hospital that is 10 km away. They go to the BISP Nawabshah Office. The 

main road is 1 km away from the village. 

 

2. Relationship with BISP 
 

Gul Pari was not a beneficiary of BISP Parliamentarian Phase 1. The PSC survey team came to 

her village in January 2011. They had sat in the sitting area where her husband helped them fill 

the form. The PSC survey team had given them a slip. Gul Pari considered herself in need of that 

money. She told us that her husband had found out about her eligibility status from an internet 

cafe. She said she knew that the BISP was “Benazir’s Scheme”. She had heard about it on TV. 

The survey team had not given her any IEC Material. She said that the money by the BISP was 

given to both rich and poor people. She was poor and she should get the money too she believed. 

She said that the money she got from the BISP was used to buy clothes for her children. 

 

3. How did the complaint emerge? 
 

In August 2012, according to Gul Pari, the women in the village started getting their BDCs from 

Sakrand. She went with them to the BDC Centre and when she showed the CNIC to the staff, they 

said that her card had not arrived yet. Then, the staff of the BISP Tehsil Office that was present 

there checked her CNIC on the computer and told her that her CNIC number was not present in 

the PSC form. They also said that she needed to submit a copy of her CNIC and the BISP tracking 

form, which she did. They then told her to come and find out at the end of the month. Two 

months later, her husband went to the BISP Divisional Office Nawabshah to find out about her 

application, and found out that her CNIC number had not yet been registered in the PSC form, 

and he needed to submit an application again. Her husband gave her BISP tracking form and a 

copy of her CNIC the same day. 
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4. Processing of the complaint 
 

4.A Provider’s version 

 

This complaint was registered by the Assistant Director of the BISP Divisional Office 

Nawabshah on 5
th
 November 2012. The beneficiary came with the complaint herself and the 

complaint was entered in the CMS while no acknowledgement slip was given to her. 

According to our observation, the staff of the BISP Divisional Office does not provide the 

CMS ID to beneficiaries upon the registration of their complaints. Gul Pari’s complaint was a 

CNIC update application. To register the complaint, a copy of the beneficiary’s CNIC and the 

BISP tracking form was obtained from the beneficiary. According to the AD they do not have 

any complaint record other than the one available on CMS. When Gul Pari’s complaint was 

sent to the Assistant Director on 5
th
 November 2012 after the DEO had entered it in the CMS, 

the AD fetched the complaint on the same day, verified it and after approving it forwarded it 

to the relevant Divisional Director (DD). The DD subsequently fetched, verified and 

approved the application on the same date. The result was that the CNIC got updated in the 

PSC form and its status went to the CMS department of BISP Islamabad and the complaint 

was resolved in a single day.  

 

4.B Client’s version 

 

Gul Pari’s complaint was submitted by her husband, Misri Jamali, at the BISP Divisional 

Office Nawabshah around 5 months ago, in November 2012. The complaint was an 

application to update her CNIC. Her husband submitted a copy of her CNIC and BISP 

tracking form along with the application. Gul Pari said that the postman had told her to 

register a complaint at the BISP Divisional Office Nawabshah. Her husband had given in her 

application because she herself was busy with the children. Her application was filed by the 

Assistant Complaints (AC) at the BISP Divisional Office and she received no 

acknowledgement slip. The BISP Divisional Office was 10 km away from the village and it 

took them 30 minutes to reach there. Her husband went in a rickshaw that charged him 

Rs.100.  He went to the Divisional Office twice. Consequently, Gul Pari received her BDC. 

She was satisfied with the complaint registration/resolution mechanism at the BISP Divisional 

Office Nawabshah. They talked nicely and charged them no money to file her request. 

 

5. What We Learnt? 
 

 Gul Pari did not receive an eligibility or discrepancy letter from BISP informing her of her 

status in the program and how she could avail her cash transfers 

 According to our observation, the staff of the BISP Divisional office does not provide the 

CMS ID to the beneficiary 

 Gul Pari had registered her complaint first at the BDC Centre Sakrand, but the staff did not 

enter her complaint in the CMS; they only told her to find out about it later 

 In this case the beneficiary knew nothing about the CMS. All she knew was that the day she 

would get her card, her problem would be solved 

 According to her payment details on the BISP website, as checked on 10
th
 April 2013, Gul 

Pari withdrew a BDC instalment worth Rs.3,000 from an HBL ATM on 5
th
 January 2013 and 

her CNIC was updated, as per the CMS, on 5
th
 November 2012. 

 

6. Recommendations 
 

 An eligibility letter should be sent to the beneficiary by the BISP Divisional Office so that she 

knows if there is any discrepancy in her PSC form 
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 The BISP Divisional office staff should provide complainants with an acknowledgment 

receipt or CMS ID upon registration of their complaint so that the beneficiary can track the 

progress of her case 

 The DEOs at the BISP offices need to enter the complaint of the beneficiary in front of them 

when they come, and an accurate time should be told to them as to when their complaint 

would be resolved.  
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Case study Number G-Q4-Sindh-12 

Nature of Case Eligibility Appeal 

Complainant/ Beneficiary Farah Kausar 

Wife of Nazeer Ahmed 

Complainant, if not beneficiary herself Nazeer Ahmed 

Address Goth Afzal Khan Khoso, Tapal Ghar Jacobabad, Tehsil and 

District Jacobabad. 
CNIC Number 4310223868908 

PSC form number 12626093 

Date Study Completed 22
nd

 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Farah Kausar w/o Nazeer Ahmed is a 33 year old woman who is a resident of Goth Afzal Khan 

Khoso, Tapal Ghar Jacobabad, Tehsil and District Jacobabad. Farah Kausar has passed the 2
nd

 

grade of primary school. She is a housewife and has 7 children: 2 sons and 5 daughters. Her 

children go to school; one son is in Matric and the second son is too young for school. Her eldest 

daughter is in 2
nd

 grade and another daughter is in 1
st
 grade in primary school. The rest of the 

children are too young for school. Her husband does embroidery work on clothes. She lives with 

her husband and children in a house which has a total area of 200 sq. yards. There is only one 

room in the house and the house is partially katcha. They have an open kitchen and a katcha 

bathroom in the house. They obtain drinking water using a hand pump installed in the house and 

have access to electricity and gas. According to Farah Kausar, Goth Afzal Khan has 

approximately 400-500 houses and the residents belong to the Magsi, Khosa, Lashari. Unar and 

Syed kinship groups. There is a government primary school at walking distance from her house 

and the hospital is 1km away from this area in District Jacobabad.  

 

2. Relationship with BISP 
 

Farah Kausar was a beneficiary of BISP Phase I (Parliamentarian Phase); she received 11 

instalments of this phase through the post office between August 2010 and April 2011, as per her 

payment details on the BISP website. The PSC survey was conducted in her area in around 

December 2010. The survey team visited her home; a team member had filled out her form and 

also provided an acknowledgement slip to them. She considered herself a beneficiary of BISP and 

she was informed about this by the women in the area. She knew that BISP is a government 

scheme and she heard about this from her neighbours. The PSC Survey team provide her a 

brusher. She did not know about the eligibility criteria but she was aware that the program is for 

the poor and she considered herself as poor. She said that she used the money received from BISP 

during Phase I on her children’s medical treatment.  

 

3. How did the complaint emerge? 
 

In June 2012 after the PSC survey the village women started receiving their first instalment but 

she did not receive this money. So asked the postman about why she did not receive this money 

and he replied to her that she could not obtain this money now because this grant had finished; he 

told her to register a complaint regarding this problem. She said that her husband went to the post 

office and with the help of a friend wrote an application to the BISP director in October 2012 and 

sent it to Islamabad through the Pakistan Post. She also told us that it cost Rs.45 to send the 

application and after 3 months she had not received any reply from BISP. She thought that she 

should submit a new application so in February 2013 she submitted her application with the BISP 

staff at the BDC Centre Jacobabad.  
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4. Processing of the complaint 
 

4.A Provider’s version 

 

On 16
th
 February 2013, Farah’s husband registered her complaint with the Assistant Director 

(AD) at the BDC Centre Jacobabad office. According to the AD, in Farah Kausar’s case her 

PMT score was less than 20 (it was 16.54) and she fulfilled the eligibility criteria so he 

approved her eligibility so that she could obtain her money. The AD said that this complaint 

was registered on the CMS through the DEO’s ID and it was verified from his own (AD’s) 

ID. He then forwarded it to the Divisional Director who eventually fetched all the data, 

verified it and approved the eligibility appeal on the same date i.e. 16
th
 February 2013. 

According to the AD the complaint met the eligibility appeal criteria which are: 

 

Disability in the house hold. 

 

Above 60 years old age  

 

More then 4 persons in the house hold 

 

House hold income less then Rs.6,000 

 

According to the AD, BISP should establish a proper set up for BISP Tehsil Office 

Jacobabad. BISP Tehsil Office Jacobabad does not have any Assistant Complaints (AC) 

officer and the Assistant Director has appointed a computer operator as his assistant to 

register complaints.  

 

4.B Client’s version 

 

Farah Kausar said that her husband, with the help of a friend, wrote an application to the BISP 

Director in October 2012 and sent it to Islamabad through the Pakistan Post but she did not 

receive any reply from BISP. So she decided to submit a new application in February 2013. 

She submitted her application with the BISP staff at the BDC Centre Jacobabad office with 

the hope that she may obtain a BDC. She had heard about this programme from the women in 

her village and her husband submitted her application with the help of his friend, Nazeer, who 

works at the Pakistan Post. She did not submit her application by her own due to her illness. 

She submitted copies of her CNIC and PSC slip along with the application to the BISP staff at 

the BDC centre Jacobabad office but did not receive any response from them about her 

complaint. 

 

5. What We Learnt? 
 

 The BISP Tehsil Office Jacobabad was not properly established and the AD had hired a 

computer operator to register complaints on the CMS. Complaint registration was happening 

based on personal initiative and BISP did not provide them with any computers for this task. 

Farah Kausar’s husband registered her complaint with the BISP staff at the BDC Centre 

Jacobabad in February 2013 and it was registered in the CMS on 16
th
 February 2013. Farah’s 

husband did not receive an acknowledgment slip upon registration of the complaint and she 

was not informed once her complaint had been resolved. According to the CMS website, as 

checked on 15
th
 April 2013, her eligibility appeal was approved on 16

th
 February 2013 and 

she is listed as a potential beneficiary, however no payments have been generated for her, 

according to the payment details section.  
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6. Recommendations 
 

 BISP should provide a proper, official set up for the BISP Tehsil Office in Jacobabad 

 BISP should hire and provide training to the staff of the BISP Tehsil Office Jacobabad 

 BISP Tehsil Office Jacobabad staff should maintain a manual register or file of cases and 

provide acknowledgment slips to complainants upon registration of their complaints 

 BISP should inform beneficiaries once their complaints have been resolved so that they may 

access their payments without further delay. 
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Case study Number G-Q4-Sindh-13 

Nature of Case Duplicate Household 

Complainant/ Beneficiary Imam Khatoon 

Wife of Hazoor Bux 

Complainant, if not beneficiary herself  

Address Mauladad Road, Village Lakhmeer Brohi, Tehsil and 

District Jacobabad. 
CNIC Number 4310262090302 

PSC form number 12571782 

Date Study Completed 25
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Imam Khatoon w/o Hazoor Bux is a 48 year old woman who is a resident of Village Lakhmeer 

Brohi, Tehsil Jacobabad, and District Jacobabad. Imam Khatoon is a widowed housewife. She has 

4 children: 3 sons and 1 daughter. One of her sons is married and works as a rickshaw driver and 

earns Rs.300-400 per day. She lives in her own house with her children and her married son also 

lives with her. Imam Khatoon told us that she is the only beneficiary of BISP in her household 

and her children do not receive money from this program. The structure of the house is cemented 

and   has a total area of 400 sq. yards. There are three rooms in the house and there is also a 

cemented kitchen and bathroom. She told us that they obtain water from the Jamali Wah hand 

pump and to reach there she travels one hour. They have access to electricity, gas and have a 

proper drainage system. Imam Khatoon informed us that village has 200 houses and 2 primary 

schools – one for girls and one for boys – which are 10 minutes away from her house. There is no 

hospital in the village; in case of illness and emergency, the people of the village go to the 

hospital of village Noor Mohamed which is about half an hour away from this area. The main 

road is near the village and the BDC Centre Jacobabad is 4 km away from village. 

 

2. Relationship with BISP 
 

Imam Khatoon was not a beneficiary of BISP Phase I (Parliamentarian Phase). The PSC survey 

was conducted in her area in around January 2011. The survey team visited her home; a village 

person had filled her form and she also received an acknowledgement slip from them. Imam 

Khatoon considered herself a beneficiary of BISP and she was told this by the area’s local 

influential. She knew that BISP is a “Benazir scheme” for poor people and she heard about this 

from the people in her village. The PSC survey team also provide her with a brochure. She did not 

know about the eligibility criteria but she was aware that the program is for the poor and she is 

poor herself. She said that she uses the money received from BISP on her household and buys 

clothes for her children. 

 

3. How did the complaint emerge? 
 

According to Imam Khatoon, the women in her village started receiving BDC cards in November 

2012 so she visited the BDC centre with her neighbouring women to obtain her BDC. She gave 

her CNIC to the BDC representative but the officer replied that they did not have her BDC. Then 

she came back home and discussed this problem with her neighbour Sattar because he helped 

women obtain their money from BISP and he had already done so for many of the women of her 

village. She told him that she was not receiving the money. He asked her for her CNIC, and said 

he would inquire into this matter. After a few days he told Imam that very soon she would receive 

money. Imam told us that after 4 months when the women in their village started receiving their 

second instalment through the BDC card, she visited BDC Centre Jacobabad; the BISP staff 

checked her CNIC and informed her that she had filled two forms so they asked her to submit an 
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application along with her CNIC copy and they would forward her complaint. Imam told us that 

she then submitted her application. 

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

On 5
th
 March 2013 the Assistant Director (AD) of BISP Tehsil Office Jacobabad registered 

the beneficiary’s complaint. The BISP Tehsil Office Jacobabad is established at the BDC 

Centre Jacobabad and BISP has not provided any logistical support to it, including furniture. 

According to the AD, the BISP Tehsil Office is near most beneficiaries’ houses so they 

largely come here for complaint registration. He told us that this complaint was registered on 

the CMS and they do not gave any acknowledgement slip. The AC told us that Imam 

Khatoon’s complaint was regarding a duplicate household and two forms had been filled out 

for her so he registered a duplicate household complaint. One form has the number 1257189 

and the second form number is 12590383. He told us that for complaint registration he asked 

the beneficiary for her CNIC copy. The AD told us that he did not have any record other than 

the CMS record for this complaint. On 5
th
 March 2013 this complaint was entered into the 

CMS using the DEO’s ID and it was forwarded to the AD, who verified this application and 

after the verification process one form of the beneficiary was cancelled and another one was 

approved (PSC form #1257182) and forwarded to the Divisional Director (DD). The DD 

verified and fetched all the data and subsequently approved this complaint after which one 

form was automatically updated and other was cancelled. This problem was resolved with in a 

day. 

 

4.B Client’s version 

 

Imam Khatoon’s complaint was regarding a duplicate household as there were two forms 

filled out to her name. She told us that she submitted her complaint at the BDC Centre where 

the BISP Tehsil Office is located. She said that the village people informed her about the 

complaint registration process and then in March 2013 she registered her complaint at the 

BDC Centre Jacobabad and her application was registered by the AD at the BISP office. She 

submitted her CNIC copy and did not receive any acknowledgment slip from BISP. The BDC 

Centre at Jacobabad is 4 km away from her village and it took her one hour to reach there. 

She used a donkey cart to go to the BDC Centre. She only visited the BDC Centre once and 

spent Rs.150 on a round trip but her problem was not resolved yet as far she was concerned; 

she said that hopefully she would receive money. Imam was satisfied with the complaint 

registration/resolution mechanism. She was also satisfied with the behaviour of the BISP staff 

and they did not charge any money to register her complaint.  

 

5. What We Learnt? 
 

 Imam Khatoon did not receive any discrepancy letter or eligibility letter from BISP to inform 

her of the status in the program and the duplicate household discrepancy 

 BISP Tehsil Office Jacobabad does not have an Assistant Complaints (AC) officer and the 

Assistant Director has appointed a computer operator for complaint registration on the CMS 

 The BISP Tehsil Office Jacobabad is very poorly established at the BDC Centre there and 

they do not have computers or furniture etc.  

 Imam Khatoon went to the BISP Tehsil Office Jacobabad in March 2013 and her complaint 

was registered in the CMS on 5
th
 March 2013; she did not receive an acknowledgment slip 

and she was not informed once her complaint had been resolved 
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 According to the CMS website, as checked on 15
th
 April 2013, there are two PSC forms for 

Imam Khatoon’s household. One form is on her husband’s name (PSC # 12590383) on which 

there is no eligible member of the household, and the other form is on Imam Khatoon’s name 

(PSC # 12571782) in which she is found to be eligible. Despite being eligible, no payments 

have been generated for her thus far.  

 

6. Recommendations 
 

 BISP should provide eligibility and discrepancy letters to beneficiaries, as per standard 

procedure, so that they may know of their status in the program and can remove the 

discrepancies on their forms 

 BISP should establish a proper, official setup for BISP Tehsil Office Jacobabad 

 BISP should provide proper training for the staff of BISP Tehsil Office Jacobabad   and also 

appoint an Assistant Complaints officer as soon as possible 

 BISP should provide acknowledgment slips (CMS IDs) to beneficiaries upon registration of 

their complaints so that they may independently track the progress on their case 

 BISP should inform beneficiaries upon resolving their cases, so that they may immediately 

access their payments.  
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Case study Number G-Q4-Sindh-14 

Nature of Case CNIC Update 

Complainant/ Beneficiary Warsi Bai 

Wife of Uday Lal 

Complainant, if not beneficiary herself  

Address Village Eid Gah, Kandhkot, District Kashmore. 

CNIC Number 4350306210328 

PSC form number 12514595 

Date Study Completed 22
nd

 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Warsi Bai w/o Uday Lal is a 36 year old woman who is a resident of Village Eid Gah, Kandhkot, 

District Kashmore. Warsi Bai is an illiterate housewife who has 5 children: 1 son and 4 daughters. 

Her son goes to school and studies in the primary section while her daughters do not go to school. 

Her husband sales vegetables and she also works as an agricultural labour in the fields. She lives 

with her husband and children in a hut; they do not have a kitchen and they obtain water using a 

village hand pump which is 15 minutes away from her house. They have access to electricity but 

not to gas. The village Eid Gah Kandhkot has approximately 1,000 houses and is considered a 

rural area.  People belonging to different kinship groups reside in this area like the Machi , Piyoo, 

Khati, Madhwai, Phangar groups amongst others. Warsi Bai’s husband, Uday Lal, does not have a 

CNIC. Warsi Bai had her PSC form filled out using her brother in-law, Rahmat Lal’s, CNIC.  

 

2. Relationship with BISP 
 

Warsi Bai was not a beneficiary in the Parliamentarian Phase of BISP. According to her the PSC 

survey was conducted in her area in December 2010. The survey team came to her house and 

filled out her form and gave her a PSC slip in receipt. Warsi Bai believes that she is eligible for 

the BISP scheme and according to her this money is given to poor and rich people alike. She told 

us that she used this money on her children’s medical treatment and also on household 

expenditures. 

 

3. How did the complaint emerge? 
 

According to Warsi Bai, the women in their village started receiving their BDC cards from the 

BDC Centre in September 2012, so she visited the BDC Centre Kandhkot with village women to 

obtain her card. When she gave her CNIC to the NADRA officer he replied that they do not have 

her BDC. So she showed her CNIC to the BISP in-charge at the BDC Centre and after fetching 

her data from the computer he told her that her CNIC number was not entered on the PSC form. 

She was asked by the BISP in-charge to submit a CNIC copy so that they could forward her 

complaint through the computer so she submitted a copy of her CNIC on the same day at BISP. 

 

4. Processing of the complain 
 

4.A Provider’s version 

 

The Assistant Director (AD) at the BISP Tehsil Office confirmed that this complaint was 

registered on 1
st
 September 2012 and the beneficiary registered her complaint by herself. The 

AD told us that he did not know about which DEO’s ID was used at the time of complaint 

registration. Warsi Bai’s complaint was registered on the CMS and she did not receive any 

acknowledgment slip from them. He told us that in Warsi Bai’s case her CNIC number was 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 2 - Grievance Case Studies 

G-Q4-Sindh-14 
 

J40252715 

GHK Consulting Ltd. 471 

not registered on the PSC form so they entered her CNIC number through the CMS. 

According to the AD, when he was received this complaint from the DEO, he took action on 

the same day and after fetching all the data and the verification process he approved the 

application and forwarded it to the relevant Divisional Director (DD) who further approved 

Warsi Bai’s complain after the verification process. After this approval through the CMS, 

Warsi Bai’s CNIC number was automatically registered on the PSC form and it sent her status 

to the CMS department BISP Islamabad. 

 

4.B Client’s version 

 

Warsi Bai told us that in September 2012 she visited the BDC Centre Kandhkot to obtain her 

BDC. She gave her CNIC to the NADRA staff; they told her that her BDC was not here. She 

gave her CNIC to the BISP representative at the BDC Centre who informed her that her 

CNIC number was not entered on the PSC form. The representative asked her to submit her 

CNIC copy, which she did on the same day, and then he forwarded her complaint through the 

CMS. Warsi Bai said that the BDC Centre Kandhkot was 5 km away from her house and it 

cost her Rs.150 for the round trip. She visited with some other women from the village. Warsi 

Bai subsequently received her BDC, after visiting the BDC Centre again, a week later.  

 

5. What We Learnt? 
 

 The beneficiary did not receive any eligibility or discrepancy letter from BISP after the PSC 

survey and she did not know that her CNIC number was  not entered on her PSC form 

 According to the AD, BISP should establish a proper setup for BISP Tehsil Office Kandhkot  

 BISP Tehsil Office Kandhkot has two Assistant Directors; one for Tehsil Tangwani and the 

other for Tehsil Kandhkot. They had a computer operator who entered the cases on the CMS 

 Warsi Bai’s CNIC update request was entered into the CMS on 1
st
 September 2012 and 

according to the AD, it was resolved on the same date 

 According to her payment details on the BISP website, as checked on 15
th
 April 2013, Warsi 

Bai withdrew two instalments of Rs.3,000 using her BDC on 6
th
 September 2012 and 19

th
 

February 2013 from an ATM and Tameer Bank franchise. 

 

6. Recommendations 
 

 BISP Tehsil Office Kandhkot should provide eligibility and discrepancy letters to the 

beneficiaries’ home address, as per standard procedure, so that they may know of their status 

in the program and of any discrepancies on their PSC forms  

 BISP should establish a proper setup for BISP Tehsil Office Kandhkot 

 BISP should provide proper training for the staff of BISP Tehsil Office Kandhkot and also 

appoint an Assistant Complaints (AC) officer there 

 BISP should provide acknowledgment slips (CMS IDs) to beneficiaries upon registration of 

their complaints so that they may independently track the progress on their case 

 BISP should inform beneficiaries upon resolving their cases, so that they may immediately 

access their payments.  
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Case study Number G-Q4-Sindh-15 

Nature of Case CNIC Update 

Complainant/ Beneficiary Bhoori 

Wife of Padmon 

Complainant, if not beneficiary herself Padmon 

Address Goth Amjad Baloch, Deh 227, Tapal Ghar Abdullahabad, 

Taluka and District Mirpurkhas. 
CNIC Number 4410370165968 

PSC form number 0320447 

Date Study Completed 3
rd

 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Bhoori w/o Padmon is a 40 year old woman who is a resident of Goth Amjad Baloch, Deh 227, 

Tapal Ghar Abdullahabad, Taluka and District Mirpurkhas. Bhoori is an illiterate woman and has 

5 children: 2 sons and 3 daughters. Her children do not go to school. One of her daughters is 

married and two of her daughters work as labourers and earns Rs.50-100 per day. Bhoori also 

works with her husband and her husband works as a farmer. When they grow wheat crop they 

usually got 30-30 maund wheat annually. When they grow cotton they usually earn Rs.15,000- 

20,000 annually. She lives with her husband and children in a house which belongs to the village 

landlord and the structure of the house is katcha. They do not have bathroom in the house. They 

obtain water using a hand pump installed outside the house and they have access to electricity but 

do not have access to gas. The village Amjad Baloch has approximately 150 houses and residents 

of the village belong to the Kohli kinship group.  There is no government primary school and 

hospital in the village; in case of illness and emergency, the people of the village go to the Taluka 

hospital which is about 12 km away from the village. This area is considered rural and the Tehsil 

Office is 18 km away from this village. 

 

2. Relationship with BISP 
 

Bhoori was not a beneficiary of BISP Phase I (Parliamentarian Phase). According to her, the PSC 

survey was conducted in her area in 2009. The survey team came to her home and she had filled 

her form.  She also received an acknowledgement slip from the PSC survey team. She said that 

BISP was Benazir’s scheme for poor people and she heard about this from other village people. 

She considers herself a beneficiary of BISP. The PSC survey team did not provide her any printed 

material. Bhoori did not know about the eligibility criteria of the BISP cash transfers but she was 

aware that the program is for the poor and she considered herself poor. She said that if she gets 

cash transfers from BISP she would buy a goat. 

 

3. How did the complaint emerge? 
 

According to Bhoori the women in her village started receiving their money after the PSC survey 

but she did not receive this money. She told us that 6 months ago, the women in the village 

received their BDC cards which is when she thought that she would register a complaint but she 

did not know about the complaint registration process. She heard from people that after the 

complaint registration she would receive money. She said that in December 2012 her husband 

registered her complaint and also submitted copies of her CNIC and PSC slip at the BISP 

Divisional Office Mirpurkhas. The staff at the BISP office told him they would send an 

application to Islamabad and the beneficiary would get the cash transfers. Bhoori said us that she 

got her CNIC made in 2010 to cast her vote in the elections. 
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4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the Assistant Complaint (AC) at the BISP Divisional Office Mirpurkhas, 

Bhoori’s complaint was registered on 13
th
 March 2013 but they did not provide her any 

acknowledgement slip. According to the complaint details when the PSC survey was 

conducted in 2009, the beneficiary’s CNIC number was not registered in the PSC roster so 

her CNIC had to be updated. The BISP office took a copy of the beneficiary’s CNIC and PSC 

tracking form and the Data Entry Operator (DEO) registered this complaint. The DEO 

forward this complaint with his remarks to the Supervisor (AD) and the Supervisor (AD) also 

verified this complaint and after approval he forwarded it to the Divisional Director (DD). 

According to the AC, when the DD received Bhoori’s complaint on 13
th
 March 2013, the 

Director also fetched and verified the data and finally approved Bhoori’s complaint. As a 

result of this whole process Razia’s CNIC was updated in the CMS. CMS processed the 

complaint automatically and sent it to the CMS department in HQ Islamabad.  

 

4.B Client’s version 

 

According to Bhoori she did not receive money even two months after her complaint 

registration, in December 2012, so her husband went again to the BISP Divisional Office 

Mirpurkhas in March 2013. The staff at the BISP office told her husband that they did not 

receive any reply to this complaint. Her husband was also told by the staff at the BISP office 

to submit the beneficiary’s CNIC copy and tracking form again. Bhoori said that her husband 

submitted her copies of her CNIC and tracking form at the BISP office in the first week of 

March 2013. The staff at the BISP office informed her husband that they had registered her 

complaint again and forwarded it to Islamabad. They also told her husband that he should not 

visit again and they would inform them about the complaint status and they would receive her 

cash transfers at home. Bhoori’s husband told us that he only knew about this office of BISP 

so he registered her complaint there but did not receive any acknowledgement slip. Bhoori’s 

husband said the BISP Divisional Office is at a distance of 12 km from this area and he went 

there by rickshaw which cost him Rs.100 for a round trip. They told us that their complaint 

had not been resolved yet because they did not receive their cash transfers yet. 

 

5. What We Learnt? 
 

 Bhoori did not have any information about complaint registration procedure so she registered 

her complaint late 

 Bhoori’s husband registered her complaint twice; first he registered her complaint in 

December 2012 and the second time he registered her complaint in the first week of  March 

2013 

 Bhoori’s husband registered her complaint about CNIC update twice but the BISP office has 

only one record. Bhoori’s complaints has not been resolved yet 

 Bhoori’s husband registered her complaints at the BISP Divisional Office which is 12 km 

away from their village. He went there by rickshaw and it cost him Rs.100 per round trip 

 According to the BISP website, as checked on 17th April 2013, Bhoori’s CNIC had been 

updated in the roster on 13
th
 March 2013, however she has not been informed about this or 

about what to do next so she still considers her complaint unresolved. 
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6. Recommendations 
 

 BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per 

standard procedure, informing them of their status in the program/discrepancy on their form 

so that they may know about the complaint registration mechanism and when to expect their 

payments 

 BISP should inform beneficiaries regarding complaint registration procedure. The BISP 

offices should maintain manual record of complaint registration and also provide beneficiaries 

with an acknowledgement slip or CMS ID.  

 BISP should resolve beneficiaries’ complaints as soon as possible and also inform them about 

the status of their complaints via phone because it could save the cost of beneficiary’s trips to 

BISP offices 

 BISP Assistant Complaints should resolve issues related to CNIC updates and card damages 

on a priority basis so that the beneficiary does not repeatedly visit to inquire about her 

complaint status. 
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Case study Number G-Q4-Sindh-16 

Nature of Case CNIC Update 

Complainant/ Beneficiary Dai 

Wife of Shamji 

Complainant, if not beneficiary herself  

Address Goth Amjad Baloch, Deh 227, Post Office Abdullahabad, 

Taluka and District Mirpurkhas. 
CNIC Number 4410370166918 

PSC form number 0320813 

Date Study Completed 11
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Dai w/o Shamji is a 41 year old woman who is a resident of Goth Amjad Baloch, Deh 227, Post 

Office Abdullahabad, Taluka and District Mirpurkhas. Dai is an illiterate housewife and has 7 

children: 2 sons and 5 daughters. Her children do not go to school and do not do any work. One of 

her daughters is married. Her husband works as a farmer on the landlords’ fields and gets 20 

maund wheat annually and also cuts cane crop earning Rs.200 per day. She lives with her husband 

and children in a hut. They have an open kitchen in the house. They obtain water using a hand 

pump installed inside the house. They have access to electricity but do not have access to gas. 

Goth Amjad Baloch has approximately 150 houses and the residents of the village belong to 

mainly to the Kohli kinship group. There is a government primary school out side the village and 

it takes one hour to reach there .There is no hospital in the village; in case of illness and 

emergency, the people of the village go to the hospital in Mirpurkhas which is about 12 km away 

from this area. The main road is 2 km away and the Tehsil Headquarter is 12 km away from this 

area. 

 

2. Relationship with BISP 
 

Dai was not a beneficiary of BISP Phase I (Parliamentarian Phase). According to her the PSC 

survey was conducted in her area in 2009. The survey team came to her home; her husband had 

filled her form and also received an acknowledgement slip from them. She only knew about the 

BISP that BISP is a Benazir scheme for poor people which she heard from her neighbourhood 

women. Dai considered herself a beneficiary of BISP and she knew this when she get her slip 

checked from an internet cafe. She did not know about the eligibility criteria of BISP but she was 

aware that the program is for the poor and she considered herself poor. She said that if she 

receives cash transfers from BISP she would use it to buy clothes for their children and on other 

household expenditures. 

 

3. How did the complaint emerge? 
 

According to Dai, the women in their village started receiving the money after the PSC survey but 

she did not receive this money. She heard from the people that after the complaint registration she 

would receive money. She said that one year ago, her husband submitted a complaint at the BISP 

Divisional Office Mirpurkhas. The staff at the BISP office told him that they would receive cash 

transfers soon. Dai said that when the PSC survey was conducted in her area they did not have 

CNICs. She said that some months ago when they heard about the BDC scheme from the people 

of the village, her husband went to the BISP office at Mirpurkhas on 13
th
 February 2013 and 

submitted her complaint again. The staff at the BISP office told her husband that they would 

forward this complaint to Islamabad and he should inquire about the status of this complaint after 

20 days. Dai told us that after 20 days her husband went to the BISP Office at Mirpurkhas to 

inquire about the status of her complaint. The staff at the BISP office told him that they had lost 
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their complaint so he had to register a complaint again. According to Dai her husband registered a 

new complaint along with copies of her CNIC and PSC tracking form. 

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

On 13
th
 March 2013 Dai visited the BISP Divisional Office to register her complaint about 

not receiving cash transfers from BISP. The Assistant Complaints (AC) at the BISP 

Divisional Office registered her complaint on the CMS and the CMS ID was 11343101 but he 

did not give them this CMS ID. According to the complaint details at the time of the PSC 

survey Dai’s CNIC number was not registered in the PSC roster so her CNIC had to be 

updated. The Data Entry Operator (DEO) took copies of her and her husband’s CNICs and 

PSC tracking form. The DEO registered this complaint on 13
th
 March 2013 in the CMS, and 

forwarded it to the Supervisor (AD) with remarks. The AD received this complaint on the 

same day and after data fetching and verification process approved this complaint and 

forwarded it to the Divisional Director (DD). The DD fetched and verified the data and finally 

approved Dai’s complaint within a single day. As a result of this whole process Dai’s CNIC 

was updated in the CMS. CMS processed the complaint automatically and sent it to the CMS 

department in HQ Islamabad.  

 

4.B Client’s version 

 

According to Dai, on 13
th
 March 2013 she went to the BISP Divisional Office Mirpurkhas 

with her husband to inquire about the status of her complaint. The staff at the BISP office 

took copies of her and her husband’s CNIC and PSC tracking form. The staff told her that 

today they forwarded her complaint to Islamabad because her first complaint had been lost. 

The staff also told her that she should not visit the BISP office again because she would 

receive money at home. Dai told us that her husband heard about the complaint registration 

procedure form other people when he visited the BISP Divisional Office Mirpurkhas. Dai said 

that this office was near her house so they went there to register her complaint. The BISP 

Divisional Office is at a distance of 20 km from their house and it takes two hours to reach 

there. Dai went to the BISP office with her husband and other women of the village by a 

rickshaw and it cost her Rs.150 for a trip. Dai told us that her complaint had not been resolved 

yet but she was hopeful.  She did not visit the BISP office again as the staff told her that she 

would receive cash transfers at home. She further told us that she was satisfied with the 

complaint registration mechanism and also the staff at BISP office behaved well and did not 

charge money to register her complaint.  

 

5. What We Learnt? 
 

 BISP did not provide Dai with a discrepancy letter and she learnt about the complaint 

registration from other people in her neighbourhood 

 According to Dai they registered their complaint one year ago but did not receive any money 

then again they registered a complaint on 13
th
 February 2013 at the BISP Divisional Office 

Mirpurkhas. Dai and her husband went to the BISP office for the third time on 13
th
 March 

2013 and registered her complaint again because her last complaint was misplaced by the 

BISP staff 

 Dai and her husband went to the BISP Divisional Office thrice which is 20 km away from 

their village and it cost them Rs.150 per trip 

 BISP staff did not provide the beneficiary with an acknowledgement slip and did not inform 

her about the status of complaint 
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 BISP Divisional Office Mirpurkhas did not have any manual record of the beneficiary’s 

complaint registration 

 Beneficiary’s CNIC was updated in CMS on 13
th
 March 2013 but  BISP office did not inform 

her about complaint resolution and did not provide her any guidelines how she could receive 

her BDC 

 According to the CMS website, as checked on 17
th
 April 2013, Dai’s CNIC was updated on 

13
th
 March 2013 however she has not been informed about this yet and still considers her 

complaint unresolved.  

 

6. Recommendations 
 

 BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per 

standard procedure, informing them of their status in the program/discrepancy on their form 

so that they may know about the complaint registration mechanism and when to expect their 

payments 

 BISP should maintain a manual record of complaint registration and also provide 

beneficiaries with acknowledgement slip 

 BISP should provide information to beneficiaries about the complaint registration mechanism 

and the status of their complaints via phone call 

 BISP should set a time frame for complaint resolution and also inform beneficiaries that after 

the CNIC is updated they should collect their BDCs 

 BISP should instruct their offices to register complaints in the CMS on the same day when 

they are received and also provide the beneficiary with a CMS ID as an acknowledgement. 
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Case study Number G-Q4-Sindh-17 

Nature of Case Eligibility Appeal 

Complainant/ Beneficiary Rehmat 

Wife of Muhammad Siddique Parho 

Complainant, if not beneficiary herself  

Address Village Nabi Bux Bhurgri, Post Office Badin, Tehsil and 

District Badin. 
CNIC Number 4110141600332 

PSC form number 03332521 

Date Study Completed 15
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Rehmat, w/o Muhammad Siddique Parho, is a 47 year old woman who is a resident of Village 

Nabi Bux Bhurgri, Post Office Badin, Tehsil and District Badin. Rehmat is an illiterate woman 

who usually stays busy with household chores. She has no children and lives with her husband. 

Her husband also has another wife and has 6 children but they live and cook separately. The 

house where they live in has two katcha rooms and has total area of 120 sq. yards. They have 

access to electricity and gas. They obtain dinking water from the canal which is at a distance of 1 

km from their house. They have an open bathroom and do not have a drainage system. There is a 

pakka road which leads to their house. Her husband works as a share cropper on Raees Nabi Bux 

Burghari’s land. They usually get 7-8 maund wheat and 20-25 maund rice annually as a share. 

Rehmat also works as an agricultural labourer with her husband. She also works as cotton picker 

and earns Rs.150-200 per day during cotton picking season. The area where they live is 

considered rural and has 200 houses; the residents of the area consist of Mallah, Burghari, Parho 

and Noshkani kinship groups. The girls and boys primary schools are at a walking distance from 

their village. There is no hospital in the area: in case of emergency they visit to the civil hospital 

at Badin, which is 7 km away from their village. The main road is at a distance of 7 km from their 

house. 

 

2. Relationship with BISP 
 

Rehmat was a beneficiary of the Parliamentarian Phase of BISP. She received 11 instalments of 

cash transfers from February 2009 to April 2010. She also received flood instalments in August 

2010. Rehmat told us her cash transfers had stopped after the PSC survey had been conducted. 

According to Rehmat, the PSC survey was conducted in her village in January-February 2010. 

The survey team came to their house and filled her form and also received an acknowledgement 

slip from them. Rehmat considered herself a beneficiary of BISP and she knew about this from 

internet cafe from where she got her slip checked. Rehmat does not know about BISP except that 

it is a Benazir’s scheme; which she was informed about by her neighbourhood women. She did 

not know about the eligibility criteria but she was aware that the program is for the poor and she 

is poor herself. She said she received cash transfers from the Parliamentarian Phase of BISP 

which she used for buying household rations and for medical treatment when required. Rehmat 

said that if she received the cash transfers again she would use it to buy rations for the household 

and clothes for herself.  

 

3. How did the complaint emerge? 
 

According to Rehmat, she received cash transfers from Parliamentarian Phase of BISP but it was 

stopped after the PSC survey had been conducted. According to Rehmat, the women in their 

village started receiving money in September 2010, 6-7 months after the PSC survey had been 

conducted but she did not receive this money. She was advised by the other women to get her slip 
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checked then her husband got her slip checked from an internet cafe. He was advised there to visit 

the BISP office to get their cash transfers and the other women of the village also started 

receiving the Benazir Debt Card (BDC). She forced her husband to inquire about her status then 

her husband went to the BISP and registered their complaint. Rehmat told us that before this her 

husband had not taken an interest in BISP cash transfers so she did not register her complaint 

earlier. According to Rehmat her husband registered her complaint at BISP Tehsil Office Badin a 

month ago.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

On 8
th
 February 2013, the beneficiary came to the BISP Tehsil Office in Badin. This office is 

the nearest to their home. The Assistant Director (AD) at the Tehsil Office received her 

complaint and entered it into the CMS but did not provide an acknowledgement slip to the 

complainant. This complaint was assigned with CMS ID 1119936.  According to the AD this 

complaint indicated that her PMT score was between 18 and 20. He himself launched an 

eligibility appeal after checking her PMT score in tracking form so she could be eligible for 

cash transfers. According to the AD they took the beneficiary’s copies of CNIC and PSC slip 

along with complaint. According to the AD  there are 4 prescribed criteria for approval of 

Eligibility Appeal cases: i) if there are more than four children in the household; ii) if any 

member of the household is in old age; iii) if the household has a handicapped member; iv) if 

the household income is less than Rs.6,000. According to the AD, the CMS accepts a 

complaint automatically according to the aforementioned criteria and the eligibility status is 

updated and also forwarded to CMS department Islamabad.  

 

4.B Client’s version 

 

According to Rehmat, her husband got her slip checked a month ago and then went to the 

BISP Tehsil Office in Badin in February 2013. He submitted her copy of CNIC and PSC slip 

in the office and was told by the staff at BISP office that they would send her form to 

Islamabad. He was also advised there to check back after 10 days and in case of acceptance 

they would receive their BDC. Rehmat had learned about the complaint registration 

mechanism from her neighbours. Her husband registered her complaint because she did not 

know the process of registration. Her husband registered her complaint at the BISP Tehsil 

Office Badin because it was nearest to her home. The BISP office is at a distance of 6 km 

from their house and it takes 30 minutes to reach there. Her husband went there by local taxi 

and it cost him Rs.100 for a round trip. Her husband went to the BISP office again to ask 

about the status of her complaint and he was asked there to collect her BDC because their 

complaint had been resolved.  Rehmat had received her BDC within 20 days of registering 

her complaint and she was satisfied with the complaint registration/resolution mechanism. 

Rehmat also said that the staff at BISP office behaved well and did not charge any money to 

register her complaint.  

 

5. What We Learnt? 
 

 In this case, the Rehmat was not found to be eligible for BISP after the PSC survey but she 

launched an eligibility appeal because she was poor. Her husband registered her complaint at 

the BISP Tehsil Office which received her complaint on 8
th
 February 2013. After verification, 

this case was registered into the CMS. The CMS accepted her appeal and updated her status 

automatically because her data matched with the prescribed eligibility appeal criteria. Her 

PMT score was between 18 and 20 
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 Rehmat did not receive any letter from BISP regarding her non-eligibility  

 This complaint was registered by her husband and she had learnt about the complaint 

registration mechanism from their neighbours 

 According to Rehmat her complaint was resolved within 20 days of her complaint registration 

and she was declared eligible for the BISP cash transfers and also got her BDC 

 According to the BISP website , as checked on 17
th
 March 2013, Rehmat’s eligibility appeal 

was accepted on 8
th
 February 2013. She has also received her payment which was deposited 

on 18
th
 March 2013 and withdrawn on 20

th
 March 2013. 

 

6. Recommendations 
 

 BISP should send a letter to beneficiaries regarding their non eligibility so that they do not 

keep hoping and expecting to receive payments like some of the other women around them 

 BISP should provide acknowledgement slips to beneficiaries at the time of receiving their 

complaints and should also inform beneficiaries about the status of their appeal though letter 

or phone call 

 BISP should also instruct field supervisors to guide beneficiaries regarding the eligibility 

criteria and complaint registration mechanism.  
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Case study Number G-Q4-Sindh-18 

Nature of Case CNIC Update 

Complainant/ Beneficiary Rani 

Wife of Devji 

Complainant, if not beneficiary herself  

Address Village Amjad Baloch, Deh 227, Post Office 78 Mori, 

Tehsil and District Mirpurkhas 
CNIC Number 4410310007420 

PSC form number 0320809 

Date Study Completed 12
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Rani, wife of Devji, is a thirty one year old resident of Village Amjad Baloch, Deh 227, Post 

Office 78 Mori, Tehsil and District Mirpurkhas. She is illiterate and generally remains busy with 

household work. She has five children—three sons and two daughters. Her eldest son washes cars 

at the taxi stand of 78 Mori; he manages to earn Rs.80 daily from this work. Another son of hers 

studies in Grade 1 at school. The youngest son and the two daughters are young which is why 

they remain at home. Her husband, Devji, cultivates crops on the landowner Imam Bux Meher’s 

land, from which he manages to earn around Rs.100,000 annually. Rani herself does labour work 

on the fields for 6-12 months from which she manages to earn around Rs.100 daily. The house 

Rani and her family live in is built on an 80 sq. yard plot owned by the landowner. There is a 

small boundary inside of which two shacks (jhonpris) are built. There is an open kitchen but no 

bathroom. Electricity is available whereas gas is not. They get drinking water from the hand-

pump which is at a walking distance of twenty minutes from their house. The village Amjad 

Baloch consists of 400 households and does not have either a school or a hospital. The main road, 

too, is at a distance of 2 km from the village. 

 

2. Relationship with BISP 
 

Rani has never been a beneficiary of the BISP Parliamentarian Phase. According to her, her PSC 

Survey Form was filled at Razzaq Baloch’s autaaq; her husband had gotten the form filled and 

was given a PSC slip by the enumerator as acknowledgement. At the time of the survey, Rani did 

not have a CNIC made. She considers herself to be deserving of the BISP cash transfers. She did 

not know much about the BISP prior to the survey. Following the survey, BISP ran no campaign 

so that they could gain awareness about the program. Courtesy of the village women, she knows 

that through this program, poor women are receiving money through the “Benazir Scheme”. 

According to her, this money is for poor women but rich ones are also receiving benefit from it. 

She said that if she received money through the BISP cash transfers, she would spend it on 

household needs like rice, flour, sugar, etc. 

 

3. How did the complaint emerge? 
 

According to Rani, in August 2011 a NADRA van visited a neighbouring village and that is 

where she got her CNIC made from. After the PSC survey, when the women of her village started 

receiving the BISP money through the post in November 2011, Rani asked the postman why she 

was not receiving hers. He told her to go to BISP Divisional Office in Mirpurkhas and find out. 

After that, her husband went to the BISP Divisional Office in Mirpurkhas; the staff there checked 

his wife’s PSC slip and told him that her CNIC number had not been entered in the PSC survey 

form which was why she was not receiving the money. They asked him to submit a copy of his 

wife’s CNIC so that they could forward the complaint. So he submitted a copy of Rani’s CNIC 

and was told by the BISP staff to return a month later to find out about the status of the complaint. 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 2 - Grievance Case Studies 

G-Q4-Sindh-18 
 

J40252715 

GHK Consulting Ltd. 482 

When he went back to the office in January 2012 to find out about the complaint, he was told that 

his wife’s CNIC number had still not been entered in the form and that he should submit a copy of 

her CNIC once again so that they could forward the complaint to a higher level. After he had 

submitted the copy, he was asked to return to the office a month from then to find out about the 

status of the complaint. In March 2012, when Devji returned to the office for the third time, he 

was informed yet again that his wife’s CNIC number had still not been entered in the form. The 

staff asked him to submit the application again so that they could forward it. On that same day, he 

submitted a copy of his wife’s CNIC and was told to come back to the office two months later to 

find out about the complaint. According to Devji, after that day he gave up hope of receiving the 

money and stopped trying to find out about it.  

 

When, in February 2013, women from Rani’s neighbouring village started receiving BDCs from 

Umerkot, the women of her village suggested to her that she should get her PSC slip checked at 

an internet café in Pathoro. When her husband got her slip checked at the café, he discovered that 

his wife’s CNIC number had still not been entered in the form. He was told by the manager of the 

café that he should go to the BISP Divisional Office in Mirpurkhas and get the CNIC number 

entered. After that, twenty days prior to this interview, Rani and her husband went to the BISP 

office in Mirpurkhas and had the PSC slip checked by the staff there. They (the staff) asked for a 

copy of Rani’s CNIC and told her that he would register her complaint right then. After Rani had 

submitted the copy, she was told that her complaint had been registered and that she need not 

return to the office again because the money would be delivered to her at home when it arrived.   

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the Assistant Complaints (AC) at the BISP Divisional Office in Mirpurkhas, the 

application for Rani’s CNIC update was registered on 13
th
 March 2013—as shown on CMS-- 

along with a copy of her CNIC and BISP tracking form. Her CMS ID is 11343122. According 

to the record in CMS, the DEO registered this complaint on 13
th
 March 2013 and forwarded it 

to his concerned AD. The AD also took action on the same day; after verifying the data, he 

approved the complaint and forwarded it to his concerned Divisional Director. Following that, 

the Divisional Director, too, took action on the complaint on the same day; he verified it 

through his system and then approved it. The, the CMS automatically updated the 

beneficiary’s CNIC number in the form and sent its status to the CMS department in 

Islamabad. 

 

4.B Client’s version 

 

According to Rani and her husband Devji, twenty days prior to this interview they went to the 

BISP Divisional Office in Mirpurkhas—as per the suggestion of the internet café manager in 

Pathoro—for the fourth time to submit their application to get Rani’s CNIC updated in the 

form – in March 2013. Prior to this, they had given up hope of receiving the money. This time 

(too) they submitted a copy of Rani’s CNIC and her BISP tracking form, along with the 

complaint, to the BISP staff. The staff told her that her complaint had now been registered 

and that they should not return again to the office from so far away as they would receive the 

money at their home. Twenty days later, the money had still not arrived. But they are hopeful 

they will receive it as they were told so by the staff at the BISP office. They were satisfied 

with the behaviour of the BISP staff but complained that commuting to and fro has cost them 

Rs.300 so far. 

 

  



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 2 - Grievance Case Studies 

G-Q4-Sindh-18 
 

J40252715 

GHK Consulting Ltd. 483 

5. What We Learnt? 
 

 On CMS, the same date is shown on every step; it is the one on which the complaint was 

registered 

 The beneficiary was not sent any eligibility or discrepancy letter from BISP 

 Prior to March 2013, Rani’s husband, Devji, had already submitted the complaint at the BISP 

Divisional Office thrice but no action was taken and nor is any record of those with the BISP 

Divisional Office 

 BDC cards have not yet started to be issued in Mirpurkhas 

 The beneficiary was not provided with her CMS ID upon registration of her complaint 

 According to the CMS website, as checked on 17
th
 April 2013, Rani’s CNIC update request 

was accepted on 13
th
 March 2013 and she was declared eligible for the BISP cash transfers 

however no payments have been generated for her thus far, as per the payment details on the 

BISP website. Moreover she was not informed that her complaint had been resolved and thus 

she still considered her complaint unresolved.  

 

6. Recommendations 
 

 The staff at the BISP Divisional Office in Mirpurkhas should maintain a record of complaints 

and give beneficiaries their CMS IDs so that they have a record of having their complaint 

registered 

 BISP should ensure that BDC cards start being issued in Mirpurkhas as soon as possible so 

that the beneficiaries whose CNICs have been updated start receiving their instalments 

through the cards 

 BISP should send eligibility or discrepancy letters to beneficiaries on time, as per standard 

procedure, so that they may know their status in the program.  
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Case study Number G-Q4-Sindh-19 

Nature of Case CNIC Update 

Complainant/ Beneficiary Zebou 

Wife of Iqbal 

Complainant, if not beneficiary herself  

Address Village Nabi Bux Bhurgri, Post Office Badin, UC Bhurgri, 

Tehsil and District Badin. 
CNIC Number 4110122666056 

PSC form number 09284376 

Date Study Completed 19
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Zebou w/o Iqbal is a 28 year old woman who is a resident of Village Nabi Bux Bhurgri, Post 

Office Badin, UC Bhurgri, Tehsil and District Badin. Zebou is an illiterate housewife who has 5 

children; 4 sons and a daughter. Her eldest son goes to school while the other children do not go 

to school because they are too young. Her husband works in a hotel and earns Rs.150 per day. She 

also works at a house in the village and earns Rs.500 per month. The house they live in is 

government property. The house has a total area of 200 sq. yards and they live in a hut. They have 

an open kitchen and a wooden bathroom in the house. They obtain drinking water using a hand 

pump which is 10 minutes away from her house and they have access to electricity and gas. 

Zebou informed us that the village Nabi Bux Bhurgri is considered rural and has approximately 

150 houses. The residents of the village consist of people from the Bhurgeri, Parho, Notkani, 

Shah and Mallah kinship groups. There are two primary schools in the village: one for girls and 

one for boys. There is no hospital in the village; in case of illness and emergency, the people of 

the village go to the district hospital which is situated at distance of 6 km from the village.  

 

2. Relationship with BISP 
 

Zebou was not a beneficiary of BISP Phase I (Parliamentarian Phase). According to her the PSC 

survey was conducted in her area in January 2010. The survey team visited her home; her 

husband had filled her form and also received an acknowledgement slip from them. Zebou 

considered herself a beneficiary of BISP. She told us that she was informed by military person 

that she would receive cash transfers from BISP. She knew that BISP is Benazir’s scheme for 

poor people and she heard about this from her neighbourhood women. She said that the PSC 

survey team did not provide her any printed material except an acknowledgement slip.  She was 

aware that the BISP is for the poor but rich people are also getting these cash transfers. 

 

3. How did the complaint emerge? 
 

According to Zebou and her husband, the women in their village started receiving their money 

through the post office, ten months after the PSC survey had been conducted but she did not 

receive this money. She asked the post man why she did not receive money while other women 

received money from BISP. The postman advised her that she should register a complaint 

regarding this problem. Zebou told us that one and half year ago her husband posted a complaint 

at the BISP office Hyderabad but they did not receive any response. So after 3-4 months in June 

2011 her husband sent another complaint to the BISP office Islamabad but they did not respond to 

that either. According to Zebou, some months ago her husband heard about the opening of BISP 

Tehsil Office in Badin so they thought about registering their complaint. 

 

  



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 2 - Grievance Case Studies 

G-Q4-Sindh-19 
 

J40252715 

GHK Consulting Ltd. 485 

4. Processing of the complaint 
 

4.A Provider’s version 

 

On 16
th
 January 2013 Zebou visited the BISP Tehsil Office Badin to register her complaint 

about not receiving cash transfers from BISP. This office is the nearest to her home. The 

Assistant Complaints (AC) at the BISP Tehsil Office registered her complaint on the CMS 

and the CMS ID was 11105394 but he did not give them this CMS ID or any 

acknowledgement slip. According to the complaint details at the time of the PSC survey 

Zebou’s CNIC number was not registered in the PSC roster so her CNIC had to be updated. 

BISP staff took a copy of the beneficiary’s CNIC and PSC slip. The supervisor (AD) 

registered this complaint from the DEO’s ID on 16
th
 January 2013. The supervisor (AD) 

verified this complaint and after approval he forwarded it to the Divisional Director (DD). 

The DD fetched and verified the data and finally approved Zebou’s complaint within a single 

day. As a result of this whole process Zebou’s CNIC was updated in the CMS. The CMS 

processed this complaint automatically and sent it to the CMS department in HQ Islamabad.  

 

4.B Client’s version 

 

According to Zebou, two months ago her husband registered her complaint about not 

receiving cash transfers at the BISP Tehsil Office Badin. Her husband also submitted copies 

of her CNIC and PSC slip along with the application. The staff at the BISP Office entered her 

CNIC into the computer and told her husband that they forwarded this complaint to Islamabad 

and after approval they would receive a BDC. According to Zebou’s husband, the BISP 

Tehsil office is 7 km away from this area so he went there on a rickshaw and it cost him Rs.80 

for a trip. He said that after one month he visited the BISP Tehsil Office Badin again to get 

Zebou’s BDC but the staff at the BISP Office told him that he would receive the BDC from 

the BDC center. He told us that the staff at the BISP Office did not behave well but they are 

still hopeful about the resolution of problem and to receive cash transfers. 

 

5. What We Learnt? 
 

 BISP did not provide Zebou with a discrepancy letter and she learnt about the complaint 

registration from other people in her neighbourhood and postman 

 Zebou’s husband posted a complaint about not receiving cash transfers from BISP to the 

BISP Office Hyderabad one and a half months ago but when they did not respond he mailed 

another application in the post to BISP Islamabad but still not receive any response 

 When BISP set up their Tehsil Office at Badin then she registered her complaint there on 16
th
 

January 2013 

 Zebou did not receive any acknowledgement from BISP Tehsil Office Badin and she did not 

know about the status of her complaint 

 According to the AD at the BISP Tehsil Office Badin, Zebou’s problem had been resolved on 

16
th
 January 2013 and her CNIC was updated in the CMS 

 According to Zebou the BISP Tehsil Office Badin is 7 km away from her village so her 

husband went there twice by rickshaw and it cost him Rs.80 per round trip  

 According to the CMS website, as checked on 18
th
 April 2013, Zebou’s CNIC was updated on 

16
th
 January 2013 however she has not been informed about this yet and still considers her 

complaint unresolved 
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6. Recommendations 
 

 BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per 

standard procedure, informing them of their status in the program/discrepancy on their form 

so that they may know about the complaint registration mechanism and when to expect their 

payments 

 BISP should respond to the beneficiaries when they receive their complaints via courier 

 BISP should maintain a manual record of complaint registration and also provide 

beneficiaries with acknowledgement slips/CMS IDs 

 BISP should provide information to beneficiaries about the complaint registration mechanism 

and the status of their complaints via phone call/ letter 

 BISP should recruit and train enough staff in their Tehsil Offices to handle beneficiary 

complaints.  
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Case study Number G-Q4-Sindh-20 

Nature of Case CNIC Update 

Complainant/ Beneficiary Jamey 

Wife of Amarshey 

Complainant, if not beneficiary herself Amarshey 

Address Village Inayat Bhurgri, Taluka Pothoro, District Umerkot. 
CNIC Number 4410332378614 

PSC form number 08434963 

Date Study Completed 18
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Jamey w/o Amarshey is a 21 year old woman who is a resident of Village Inayat Bhurgri, Taluka 

Pothoro, District Umerkot. Jamey is an illiterate housewife who has only one son. Her husband 

cultivates wheat on 4 acres of land and usually gets 30-40 maund in a season. She told us that she 

also works with her husband on the wheat fields. According to Jamey she also cuts wheat crops 

and earns Rs.100 per day during the 3 month season. She lives with her husband and a child in a 

house which belongs to the village landlord and has a total area of 100 sq. yard. There is only one 

katcha hut in the house and the structure of the boundary wall is also katcha. They have an open 

kitchen in the house and they obtain water from a canal which is 5 minutes away from the house. 

They do not have a bathroom in the house. They have access to electricity but do not have access 

to gas.Village Inayat Bhurgri is considered rural and has approximately 50 houses. The residents 

of the village consist primarily of the Kohli kinship group. There is no government school in the 

village and the nearest hospital is at a distance of 3 km from the village. The district head quarter 

is 65 km away and the main road is 3 km away from the village. 

 

2. Relationship with BISP 
 

Jamey was not a beneficiary of BISP Phase I (Parliamentarian Phase). According to her, the PSC 

survey was conducted in her area in 2010. The survey team came to their home; her husband had 

filled her form and also received an acknowledgement slip from them. Jamey told us that she did 

not have a CNIC when the survey was conducted in her area and that is why her CNIC number 

was not registered on the PSC form. She knew about the BISP only is that it is Benazir’s scheme 

for poor people and she heard about this from her neighbourhood women. Jamey considered 

herself a beneficiary of BISP which she knew from checking her status at a local internet cafe 

where she got her slip checked. She did not know about the eligibility criteria but she was aware 

that the program is for the poor and she is poor herself. She said that if she received cash transfers 

from BISP she would use it to buy rations.  

 

3. How did the complaint emerge? 
 

According to Jamey and her husband, Amarshey, the PSC survey was conducted in her area in 

2010. The survey team visited her home but Jamey was underage so she did not have a CNIC at 

the time. Amarshey said that she applied for a CNIC in May 2012 and received her CNIC from 

NADRA Office Mirpurkhas in August 2012. According to Jamey she made her CNIC to cast her 

vote in the elections. According to Jamey the women in their village started receiving BDCs in 

August 2012 and then she told her husband that he should inquire from people why they were not 

getting cash transfers since they are poor. Her husband told this matter to the Munshi (manager) 

of the village landlord. Munshi Akhtar advised her husband that he should inquire about this 

matter at the BISP Divisional Office Mirpurkhas. According to Jamey when her husband received 

her CNIC from NADRA Office Mirpurkhas he also visited BISP Divisional Office Mirpurkhas to 

inquire about her status in BISP. The staff at the BISP office informed him that his wife had been 
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selected as a beneficiary of BISP but her CNIC had to be upgraded on the PSC roster. The staff at 

BISP Office took copies of Jamey’s CNIC and PSC slip and told her husband that they would 

forward their application to the higher authorities. BISP staff also said that they would receive 

cash transfer from BISP at their door step. 

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

On 27
th
 August 2012 Jamey came to the BISP Divisional Office Mirpurkhas to register her 

complaint because this office is the nearest to their home. The Assistant Complaints (AC) at 

the BISP Divisional Office registered her complaint on the CMS and the CMS ID was 

10422718 but he did not give her acknowledgement slip. According to the complaint details 

at the time of the PSC survey Jamey’s CNIC number was not registered in the PSC roster so 

her CNIC had to be updated. According to the AC he took copies of her CNIC and PSC slip 

and registered this complaint in the CMS on 27
th
 August 2012 and forwarded it to the 

Supervisor (AD) with remarks. The Supervisor (AD) received this complaint and after data 

fetching and verification process approved this complaint and forwarded it to the Divisional 

Director (DD). The DD fetched and verified the data and finally approved Jamey’s complaint 

on the same day. As a result of this whole process Jamey’s CNIC was updated in the CMS. 

CMS processed the complaint automatically and sent it to the CMS department in HQ 

Islamabad. According to AC this complaint was resolved in a single day.  

 

4.B Client’s version 

 

In August 2012 Jamey’s husband submitted an application along with a copy of Jamey’s 

CNIC and PSC slip at the BISP Divisional Office Mirpurkhas. The staff at the BISP office 

told her husband that they would receive money at home.  According to Jamey, her husband 

heard about the complaint registration process from the people of the village. Her husband 

registered her complaint at the BISP Divisional Office in Mirpurkhas about 8 months ago. 

Jamey did not visit the BISP office herself because she did not have money and the BISP 

office was also far from her house. The BISP Divisional Office is at a distance of 15 km from 

their house: her husband went there by local transport and it took one and a half hours to 

reach there and it cost him Rs.200 for a trip. Her husband Amarshey also visited Pathoro to 

get her slip checked from an internet cafe and he was informed there that he would receive 

cash transfers. According to the complainant her complaint had not yet been resolved but she 

was satisfied with the complaint registration mechanism and hope for the resolution of 

problem.  She further told us that she was satisfied with the behaviour of BISP staff and BISP 

did not charge money to register her complaint. 

 

5. What We Learnt? 
 

 BISP did not provide Jamey with a discrepancy letter and she learnt about the complaint 

registration from other people in her neighbourhood 

 According to Jamey they registered their complaint in August 2012 at the BISP Divisional 

Office Mirpurkhas. According to the complaint details at the time of the PSC survey Jamey’s 

CNIC number was not registered in the PSC roster so her CNIC had to be updated 

 According to BISP office they resolved Jamey’s complaint on 27
th
 August 2012 when her 

husband registered her complaint but they did not provide an acknowledgement slip to him 

 BISP did not inform the beneficiary about the status of her complaint 
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 Jamey’s husband went to the BISP Divisional Office at Mirpurkhas which is 15 km away 

from their village and it cost him Rs.200 for a trip and it took one and a half hour to reach 

there. This office is nearest to their home 

 Jamey did not visit the BISP Office herself because it was far from their house and she also 

did not have the money to make this trip when her husband was already going 

 According to the CMS website, as checked on 18
th
 April 2013, Jamey’s CNIC was updated on 

27
th
 August 2012 however she has not been informed about this yet and still considers her 

complaint unresolved 

 

6. Recommendations 
 

 BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per 

standard procedure, informing them of their status in the program/discrepancy on their form 

so that they may know about the complaint registration mechanism and when to expect their 

payments 

 BISP should instruct their offices to register complaints in the CMS on the same day when 

they are received and also provide the beneficiary with a CMS ID as an acknowledgement 

 BISP should provide information to beneficiaries about the complaint registration mechanism 

and the status of their complaints via phone call/ letter so that they do not have to make 

repeated trips to find out about the results of their complaints.  

 

 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 2 - Grievance Case Studies 

G-Q4-Sindh-21 
 

J40252715 

GHK Consulting Ltd. 490 

Case study Number G-Q4-Sindh-21 

Nature of Case CNIC Update 

Complainant/ Beneficiary Zainab 

Wife of Ghullam Hussain 

Complainant, if not beneficiary herself  

Address Village Muhammad Urs Solangi, Post Office 27 Dad, Tehsil 

Nawabshah, District Shaheed Benazirabad. 
CNIC Number 4540298701482 

PSC form number 9329370 

Date Study Completed 25
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Zainab, w/o Ghulam Hussain, is a 52 year old woman who is a resident of Village Muhammad 

Urs Solangi, Post Office 27 Dad, Tehsil Nawabshah, District Shaheed Benazirabad. Zainab is an 

illiterate woman and has 6 children; 4 sons and 2 daughters. Her eldest son works as a 

construction labourer while the remaining children are too young so they stay in home. Zainab’s 

husband is a cancer patient and he has been bed-ridden since the last 5 months. Her eldest son 

earns Rs.300 per day and they depend on this income. Zainab also cuts crops during seasons and 

earns Rs.100 per day and cutting seasons usually lasts for 4 months. The house she lives in with 

her family belongs to her husband and has total area of 100 sq. yards approximately. The structure 

of the house is katcha-pacca and also has an open kitchen. They do not have bathroom in the 

house. They do not have access to electricity and gas. They obtain drinking water from a well in 

the village and it takes 10 minutes to get there. The main road is 5 km away from the village. 

There is no school and hospital in the village either. Nawabshah city is 20 km away from this 

village. 

 

2. Relationship with BISP 
 

Zainab was not a beneficiary of the Parliamentarian Phase of BISP. According to Zainab, the PSC 

survey was conducted in her village in August 2011. The survey team came to their door steps; 

her husband had filled her form and also received an acknowledgement slip from them. Zainab 

considered herself a beneficiary of BISP and she was informed by the PSC survey team about 

this. Zainab does not know about BISP except that it is Benazir’s scheme for the poor; which she 

was informed about by the women of the village.   

 

3. How did the complaint emerge? 
 

According to Zainab, eight months ago the women of the village came to know about that the 

receiving of BDC from BDC Centre Nawabshah. She also went to the BDC Centre Nawabshah 

with other women where she was told by the staff at BDC centre that she should get her PSC slip 

checked from BISP Divisional Office Nawabshah. Then Zainab went to the BISP Divisional 

Office Nawabshah to get her slip checked. She was informed by the staff at BISP office that her 

form had been approved as a beneficiary but her CNIC had to be updated. She told them that she 

did not have her CNIC yet then the staff advised her to get her CNIC made first. Zainab got her 

CNIC made from NADRA office Nawabshah and it took 3 months. In November 2012 she went 

to the BISP Office Nawabshah again and the staff there took copies of her CNIC and PSC slip. 

The staff at the BISP office told her that she should inquire her complaint status after one month. 
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4. Processing of the complaint 
 

4.A Provider’s version 

 

On 6
th
 November 2012, Zainab came to the BISP Divisional Office in Shaheed Benazirabad. 

Zainab registered her complaint and also submitted copies of her CNIC and PSC slip. The 

staff at BISP office registered this complaint in CMS from DEO’s ID and forwarded it to the 

Assistant Director (AD). The AD fetched and verified the data of this complaint and after 

approval forwarded it to the Divisional Director (DD). The DD also fetched and verified the 

data and finally approved Zainab’s complaint on the same date. CMS processed the complaint 

automatically and sent it to the CMS department in HQ Islamabad. The AD said that this 

complaint was resolved within a single day through the CMS.  

 

4.B Client’s version 

 

According to Zainab her complaint was about CNIC update because at the time of PSC 

survey she did not have CNIC so her CNIC had to be updated on PSC roster. She got her 

CNIC made in August 2012 on advice of BISP office Nawabshah. When she got her CNIC 

made in November 2012 from NADRA she went to the BISP office and submitted her copy 

of CNIC there. According to her, she spent Rs.200 to visit the BISP office. She was told by 

the staff at BISP office to inquire about her complaint status after a month. After one and half 

month she went again to the BISP office where she was informed by the staff that her 

complaint had been resolved.  She was also advised by the staff at BISP office that she should 

collect her BDC from the BDC centre. Zainab went to the BDC centre and received her card 

on the same day. After some days she also received her first instalment through the BDC. 

Zainab said she used cash transfers on her husband’s treatment and for household 

expenditures as well.   

 

5. What We Learnt? 
 

 BISP did not provide a discrepancy letter to the Zainab and she was unaware about her status 

in BISP. She learnt about the complaint registration mechanism from the staff at the BDC 

centre Nawabshah 

 According to Zainab at the time of PSC survey she did not have her CNIC so her CNIC had to 

be updated and she learnt about this from the BISP Divisional Office at Shaheed Benazirabad 

when she went there to get her PSC slip checked. She was advised there to get her CNIC 

made first and then to register a complaint 

 Zainab got her CNIC made from NADRA in November 2012 and registered her complaint at 

BISP Divisional Office Shaheed Benazirabad. Her complaint was resolved within one and a 

half month and she also got her BDC from the BDC Centre Nawabshah 

 Zainab went to the BISP Divisional Office by herself and it cost her Rs. 200 for this trip 

 According to the CMS website, as checked on 18
th
 April 2013, Zainab’s CNIC was updated 

on 6
th
 November 2012. According to her payment details her first

 
instalment of Rs.3,000 of 

Benazir Card was deposited on 26
th
 December 2012 and withdrawn on 8

th
 January 2013. 

 

6. Recommendations 
 

 BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per 

standard procedure, informing them of their status in the program/discrepancy on their form 

so that they may know about the complaint registration mechanism and when to expect their 

payments 

 BISP should guide beneficiaries about the complaint registration mechanism 
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 BISP should develop a proper set-up at their Tehsil Office and resolve complaints there as 

well so that beneficiaries do not have to travel long distances to reach the Divisional Offices.  
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Case study Number G-Q4-Sindh-22 

Nature of Case CNIC Update 

Complainant/ Beneficiary Nimaney 

Wife of Javed Ali  

Complainant, if not beneficiary herself Ismail 

Address Village Rasool Bux Gadhey, Deh Warhario, Post Office 

Luari Sharif, Tehsil and District Badin. 
CNIC Number 4110167083132 

PSC form number 9284230 

Date Study Completed 5
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Nimaney w/o Javed Ali   is a 38 year old woman who is a resident of Village Rasool Bux Gadhey, 

Deh Warhario, Post Office Luari Sharif, Tehsil and District Badin. Nimaney is an illiterate 

housewife. She has 3 sons and 2 of them go to primary school; both of them study in 2
nd

 grade. 

Her 3
rd

 son is too young to go to school. She said her husband works as a farmer on the sugarcane 

and rice fields which has a total area of 5 acres. They usually get 40-50 maund of rice annually. 

She lives with husband, children and her father in law and mother in law in the same house. They 

built their own house on the village landlord’s land. The house they live has a total area of 300 sq. 

yards.  There is only one katcha room in the house. There is a katcha kitchen in the house .They 

obtain drinking water using a hand pump installed inside the house. They have access to 

electricity but do not have access to gas. This village is 18 km away from Tehsil and District 

Badin. Village Rasool Bux is considered a rural area and has 25 houses. The main road is 4 km 

away from this area. There is a katcha government primary school in the village but there is no 

hospital in this area. In case of illness and emergency, the people of the village go to the Basic 

Health Unit (BHU), which is 9 km away from this area in Luari Sharif. 

 

2. Relationship with BISP 
 

Nimaney was not a beneficiary of BISP Phase I (Parliamentarian Phase). The PSC survey was 

conducted in her area in 2010. The survey team visited her home; her husband had filled her form 

and also received an acknowledgement slip from them. She knew that BISP is Benazir’s scheme 

for poor people and she heard about this from people in the village. Nimaney considered herself a 

beneficiary of BISP which she was informed about by a local village man named Ismail; he told 

her that she had been selected as a beneficiary of the BISP cash transfer scheme. She did not 

know about the eligibility criteria but she was aware that the program is for the poor but she said 

that poor and rich both take money from this programme. She said that if she received cash 

transfers from BISP, she would use it to buy her own house and cattle. 

 

3. How did the complaint emerge? 
 

According to Nimaney and her husband, in April 2012 the people of the village started receiving 

cash transfers from BISP through the post office but Nimaney did not receive this money. She 

told an influential person in the village, Ismail, about this problem. He advised her to get her 

CNIC made. In May 2012 she applied for a CNIC at the NADRA office in Badin and her husband 

visited the NADRA office Badin to inquire about her CNIC but te staff replied that her card 

would be issued after a few days. According to Nimaney, one and a half months ago she got her 

CNIC from NADRA. Nimaney said she asked Ismail, why she did not receive money even 

though she got her CNIC made. Ismail asked her to give him copies of her CNIC and her 

husband’s CNIC and he would go to Badin to inquire about this problem. Nimaney told us that 10 
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days ago she gave him the required documents and he registered her complaint at BISP Tehsil 

Office Badin.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

BISP Version 

According to the Assistant Complaint (AC) at the BISP Tehsil Office Badin, he received 

Nimaney’s complaint at the BISP office on 26
th
 March 2013. This office is 18 km away from 

her house. The AC registered this complaint in the CMS and generated the CMS ID 

11386690 but did not provide the beneficiary with an acknowledgement slip. According to 

the complaint details, when the PSC survey was conducted the beneficiary’s CNIC number 

was not registered in the PSC form so her CNIC had to be updated.  According to the AC, 

they took copies of the beneficiary’s CNIC and PSC slip. The supervisor (AD) fetched and 

verified the data of this complaint and after approval, forwarded it to the Divisional Director 

(DD). The DD also fetched and verified the data and finally approved Nimaney’s complaint 

on the same date.  CMS processed the complaint automatically and sent it to the CMS 

department in HQ Islamabad. 

 

4.B Client’s version 

 

According to Nimaney and her husband, 10 days ago Ismail submitted her complaint along 

with copies of her CNIC and PSC slip at the BISP Tehsil Office Badin and told her she would 

receive money. She said this BISP office was nearest to her house. The BISP office did not 

provide her any acknowledgement slip. Nimaney said the staff at the BISP office did not 

charge any money to register her complaint. She further told us that her complaint was not 

resolved yet she was satisfied with the complaint registration mechanism.  She was also 

hopeful that she would receive a BDC and also receive cash transfers from this program. 

 

5. What We Learnt? 
 

 BISP did not provide a discrepancy letter to Nimaney and she was unaware about her status in 

BISP. She learnt about the complaint registration mechanism from Ismail who belongs to her 

village 

 According to Nimaney, at the time of PSC survey she did not have her CNIC so her CNIC 

had to be updated and she learnt about this from Ismail. Ismail advised her to get her CNIC 

made first and then he would register her complaint 

 Ismail registered Nimaney’s Complaint at the BISP Tehsil Office Badin on 26
th
 March 2013. 

According to the AC at the BISP office, Nimaney’s complaint had been resolved on the same 

date 

 Nimaney did not know about the status of her complaint yet because she was not informed by 

the BISP office that it had been resolved 

 The BISP Tehsil Office is newly established in Badin  

 According to the BISP website, as checked on 19
th
 April 2013, the status of the beneficiary 

was not found, even though according to the CMS website, her complaint was resolved on 

26
th
 March 2013.  

 

6. Recommendations 
 

 BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per 

standard procedure, informing them of their status in the program/discrepancy on their form 
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so that they may know about the complaint registration mechanism and when to expect their 

payments 

 BISP should appoint and train additional staff at the BISP Tehsil Office to handle beneficiary 

complaints 

 BISP should guide beneficiaries about the complaint registration mechanism 

 BISP should inform beneficiaries about the status of their complaints and should also provide 

CMS IDs as an acknowledgement upon registration of their complaints  

 BISP should update its website to reflect the latest and most accurate information.  
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Case study Number G-Q4-Sindh-23 

Nature of Case Eligibility Appeal 

Complainant/ Beneficiary Pinhani 

Wife of Haji Katiar 

Complainant, if not beneficiary herself  

Address Village Ali Mohammed Katiar, UC Gujo, Tehsil Sakaro, 

District Thatta. 
CNIC Number 4140672047968 

PSC form number 10460042 

Date Study Completed 18
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Pinhani, wife of Haji Katiar, is a 65 year old resident of Village Ali Muhammed Katiar in Zila 

Thatta. She is an illiterate woman and mostly remains busy with her household work. She has four 

children—three sons and a daughter. Two of the sons and the daughter are married. None of 

children study in school. Her husband is now very old and does not work. One of her sons works 

at the petrol pump and gets paid a monthly salary of Rs.3,000. The other two also earn: they 

manage to earn around Rs.150-200 in daily wages whenever there is an opportunity to work. Her 

two married sons live with her and they both have three children each. Their eating expenses are 

not separate from hers. One of her daughter-in-laws receives money through BISP. Her family 

owns the house she lives in; it consists of three katcha rooms. There is no proper kitchen and a 

corner of the courtyard is used as one. The area she lives in is rural and consists of around 1,500 

houses. Only people of the Katiar kinship group live here. The primary government school is 

located a walking distance. In case of emergency or illness, they go to a Basic Health Unit which 

is 4 km away. The main road is ten minutes away while the Tehsil Headquarter is at a distance of 

16 km.  

 

2. Relationship with BISP 
 

Pinhani was not a beneficiary of the BISP Phase I. According to her, the PSC survey was 

conducted in her area in December 2010. The survey team filled the form at her doorstep and her 

son got the form filled. As acknowledgement, she was given a PSC Slip. She considers herself to 

be a beneficiary of BISP, about which she was told by the postman. About BISP, she knows that 

“Benazir’s money” is given to poor women through it; she got to know about it through the 

neighbourhood women. She does not know about the BISP beneficiary eligibility criteria but she 

said that this money is for poor women. The one instalment she received was spent on household 

food expenses.  

 

3. How did the complaint emerge? 
 

After the PSC Survey had been conducted in December 2010, when the women started receiving 

money in July-August 2011, Pinhani did not try and receive the money, nor did she ask anyone 

about it because she thought that perhaps she was not going to get it. Thinking this, she did 

nothing for quite a while. She heard about the distribution of the BDCs a few months later and 

then, the women of her neighbourhood asked her to accompany them in the hope that she might 

get the card. In October 2012, she went with the women of her neighbourhood to the BDC Centre. 

The staff there told her that she should go to the BISP office in Makli and get her PSC slip 

checked. In December 2012, she went to the BISP Office in Makli and got her PSC slip checked; 

they told her that she could receive the money but not on that day, and that she should return on 

the 1
st
 (of the next month) and they would send her application to Islamabad.  
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4. Processing of the complaint 
 

4.A Provider’s version 

 

On 2
nd

 January 2013, the beneficiary, Pinhani, went to the BISP Tehsil Office in Makli 

because she was not receiving money. The Assistant Director (AD) at the BISP Tehsil Office 

received the complaint and entered it in the CMS. This case was given the CMS ID 

11047452. According to her Details of Complaint, the PMT score of her household fell 

between 18 and 20. First the staff verified her PMT score via the BISP website tracking form 

and then they themselves appealed the household’s eligibility so that the beneficiary could 

receive the money through BISP. A copy of the beneficiary’s CNIC and PSC slip were 

collected along with the complaint. On 2
nd

 January 2013, the Supervisor (AD) first entered the 

complaint in the CMS through the CMS ID of the DEO; then, using his own CMS ID, fetched 

the data of the complaint and, verified, approved and forwarded it to his Director. Upon 

receiving the complaint, the Divisional Director also fetched the data of the complaint and 

accepted it after verifying it. According to the result of this complaint, there are four 

Eligibility Criteria saved in CMS: 1) if there are more than 4 children in the household; 2) if 

any member of the household is in old age; 3) if the household has a handicapped member; 4) 

if the household income is less than Rs.6,000. The CMS automatically runs complaints 

according to these criteria. If an Eligibility Appeal matches with any one of these criteria, 

then it will be accepted; if not, it will be rejected. In this manner, the Eligibility Appeal of 

Pinhani’s complaint was accepted and the status of the case was sent to the CMS Department 

in Islamabad.  

 

4.B Client’s version 

 

As instructed by the BDC Centre, Pinhani went to the BISP Tehsil Office in Makli in January 

2013. The staff at the office collected a copy of her CNIC and PSC slip and entered the 

complaint in the computer. She was told that her complaint had been forwarded to Islamabad 

and that she would receive the money when her application got accepted. She was asked to go 

back to her home and return to the office 15 days later to check on the status of the 

application. She was told about the complaint registration by the BDC Centre staff which is 

why, two months ago, she went to get the complaint registered herself. The BISP Tehsil 

Office Makli is at a distance of 18 km from her home and it took her an hour to get there. She 

went in a “local car” and the commuting cost her Rs.150. She returned to the office again 15 

days later as she was told after the submission of the complaint. When she went, she was told 

that her application had been accepted and she should go and collect her BDC card. Her 

problem was solved—she got the card and withdrew an instalment. She was happy with the 

complaint registration mechanism because her problem got solved, and it did not require any 

money and she was spoken to nicely by the staff. 

 

5. What We Learnt? 
 

 After the PSC survey, even though the women had started receiving money in July-August 

2011, the beneficiary did not try and get her CNIC updated due to a lack of awareness. If she 

had any awareness about the BISP Tehsil Office in Makli (which has been established since 

three years), she would have submitted her application and gotten the complaint resolved a 

long time ago 

 In January 2013, the beneficiary appealed her eligibility, which was accepted and she 

received an instalment through the BDC 

 After receiving their BDCs, the beneficiaries gain some awareness and so they take their 

problems to the BISP Tehsil Offices 
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 According to the CMS website Pinhani’s eligibility appeal was approved on 2
nd

 January 2013 

and according to her payment details on the BISP website, as checked on 20
th
 April 2013, she 

withdrew her first BDC instalment on 20
th
 February 2013. 

 

6. Recommendations 
 

 BISP should create awareness amongst beneficiaries about the complaint registration 

mechanism and eligibility appeal criteria 

 BISP Office(s) should put up a list of all updated CNICs 

 Complainants should be given acknowledgment receipts (CMS IDs) upon registration of their 

complaints so that they may track the status of their cases 

 Beneficiaries should be informed of the status of their cases if they have been resolved so that 

they may take the appropriate measures to start receiving their payments.  
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Case study Number G-Q4-Sindh-24 

Nature of Case CNIC Update 

Complainant/ Beneficiary Samina 

Wife of Noor Ahmed 

Complainant, if not beneficiary herself Allah Bachaio 

Address Goth Ismail Pali, New Kipri, Post Office Abdullabad, Tehsil 

Pithoro, District Umerkot 
CNIC Number 4440379484990 

PSC form number 8435099 

Date Study Completed 18
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Samina, wife of Noor Ahmed, is a 24 year old resident of Goth Ismail Pali, New Kipri, Post 

Office Abdullabad, Tehsil Pithoro, District Umerkot. She is an illiterate woman and mostly 

remains busy with her household work. She has two sons, both of whom remain at home as they 

are young. Her husband does “shuttering work” at houses in Umerkot, through which he manages 

to earn around Rs.600 in daily wages. She and her family still live in her father’s house as her 

own house is under construction. Her parents, two sisters and a brother also reside with them.  

The house she lives in (her father’s house) is katcha-pakka and consists of two rooms. It has an 

open kitchen and one bathroom. There is electricity available in the house but no gas. For water, 

there is a hand-pump installed outside the house. The village of Ismail Pali consists of around 50 

households. The main road is at a distance of 4 km from the village. There is no school or hospital 

in the village. To go to a hospital, the residents of the village have to travel 5 km.  

 

2. Relationship with BISP 
 

Samina was not a beneficiary of the BISP Parliamentarian Phase. However, her mother was a 

beneficiary of the BISP Parliamentarian Phase as well as the PSC Phase. Her PSC Survey was 

conducted in 2010. The enumerator had filled her form at her home; her father had gotten the 

form filled and was given a PSC slip as acknowledgement. According to Samina, she considers 

her mother and herself to be deserving of the BISP money. She does not know much about BISP 

except that it is “Benazir’s Scheme” through which poor women receive money. She got to know 

of this through the women of her neighbourhood. She said that the money she received through 

BISP was spent on meeting household needs, for example, buying flour, sugar, milk etc.  

 

3. How did the complaint emerge? 
 

According to Samina and her father, when, seven months ago in September 2012, the women of 

the village started receiving BDCs from the BDC Centre in Pithoro, she, along with her mother 

(Zainab) and father (Allah Bachaio) went to the BDC Centre. The women of the village were 

getting their CNICs checked at an internet café in Pithoro before going to the centre. When 

Samina’s mother got her and her daughter’s CNICs checked, she found out that they both were 

beneficiaries of BISP but her daughter’s CNIC number had not been entered in the form at the 

time of the survey. The person at the internet café told her that she should take her daughter’s 

CNIC to the BISP Office in Mirpurkhas and submit a copy of it there. Then, she collected her 

BDC from the BDC Centre in Pithoro. A few days after that her husband, Allah Bachaio, went to 

the BISP Divisional Office in Mirpurkhas to submit a copy of Samina’s CNIC. The staff at the 

office took the CNIC copy and told him that they would submit it (the application) and that he 

should check if Samina’s card arrived at the BDC Centre in Pithoro a month from then. After that 

they registered Samina’s complaint with a copy of her CNIC attached.  

 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 2 - Grievance Case Studies 

G-Q4-Sindh-24 
 

J40252715 

GHK Consulting Ltd. 500 

4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the Assistant Complaints (AC) at the BISP Divisional Office in Mirpurkhas, the 

complaint regarding Samina’s CNIC update was registered on 10
th
 September 2012. There 

was a copy of Samina’s CNIC attached with the complaint. The CMS ID of the complaint is 

1045169. The DEO forwarded the complaint to the concerned AD after entering it in the 

CMS. The AD took action on the complaint the same day—he fetched the data from his 

system, verified it and then approved it. After approving it, he forwarded it to the concerned 

Divisional Director. When the Divisional Director received the complaint on the same day, he 

too fetched the data from his system, verified it and then approved it. After the complaint was 

approved by the Divisional Director, the CMS automatically entered the beneficiary’s CNIC 

number in the form and forwarded its status to the BISP Headquarter. 

 

4.B Client’s version 

 

According to Samina and her father, they found out about Samina’s status as a beneficiary 

only after they had visited the internet café in Pithoro. Her father then went to the BISP 

Divisional Office in Mipurkhas, around 7 months ago, and submitted a complaint to the staff 

on Samina’s behalf along with a copy of her CNIC. The staff told him to collect her BDC 

from the BDC Centre a month and a half later. According to him, the traveling expenses 

incurred in the process of getting the complaint registered amounted to Rs.200. Two months 

after having the complaint submitted, he returned with his daughter to the BDC Centre in 

Pithoro to collect her card. The staff at the centre told him that the card had not arrived yet 

and they should return a month later to check. They went back to the centre twice again but to 

no avail. Finally, when they returned to the centre a third time in February 2013, Samina got 

her BDC and collected an instalment. She was satisfied with the complaint registration 

mechanism because it ultimately resulted in her acquiring the card. 

 

5. What We Learnt? 
 

 There was no eligibility or discrepancy letter of any kind sent to the beneficiary by BISP 

 There is no BISP Tehsil Office established in Pithoro through which the beneficiaries may 

gain awareness about the complaint registration mechanism and they have to travel to the 

BISP Divisional Office Mirpurkhas to register their complaints 

 Allah Bachaio, Samina’s father, submitted her complaint regarding the CNIC update around 7 

months ago in September 2012; he submitted a copy of Samina’s CNIC along with the 

complaint 

 Allah Bachaio was instructed to check if her card had arrived at the BDC Centre Pithoro a 

month and a half later, but despite repeated trips the card did not arrive till February 2013 

 According to the CMS website, Samina’s CNIC update request was approved on 10
th
 

September 2012, however she withdrew her first BDC instalment on 14
th
 February 2013, as 

per her payment details on the BISP website, as checked on 20
th
 April 2013.  

 

6. Recommendations 
 

 BISP should send eligibility or discrepancy letters to beneficiaries on time, as per standard 

procedure, so that they may know of their status in the program and can take appropriate 

actions to remove the discrepancies on their forms 

 BISP and its POs should spread awareness amongst beneficiaries about the complaint 

registration mechanism 
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 BISP should establish Tehsil Offices in all Tehsils so that beneficiaries do not have to travel 

long distances to register their complaints at Divisional Offices 

 BISP staff should register CNIC update complaints on the CMS immediately when the 

complainant visits the BISP office and they should provide the complainant with 

acknowledgment receipts/CMS IDs so that they may track the progress of their case. 
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Case study Number G-Q4-Sindh-25 

Nature of Case CNIC Update 

Complainant/ Beneficiary Ubaidan Khatoon 

Wife of Hakim Ali  

Complainant, if not beneficiary herself Hakim Ali 

Address Gulsher Mohallah, Kandhkot, Kashmore. 
CNIC Number 4350306118932 

PSC form number 12459325 

Date Study Completed 25
th
 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Ubaidan Khatoon, w/o Hakim Ali, is a 26 year old woman who is a resident of Gulsher Mohalla, 

Kandhkot, Kashmore. Ubaidan is an illiterate woman with 6 children: 2 sons and 4 daughters. 

None of her children go to school yet. Her husband works at a steel shop and his monthly salary is 

Rs.8,000. Ubaidan usually stays busy with household chores. Ubaidan lives with her family along 

with her mother-in-law, father-in-law and 5 brother-in-laws in the same house. Three of her 

brother-in-laws are married and two of them have two children each. They all live together in the 

same house but they cook separately. The house where Ubaidan lives with her family belongs to 

her father-in-law. The house has a total area of 400 sq. yards and the structure of the house is 

katcha. There are four rooms in the house and Ubaidan has one room. There is an open kitchen 

and a bathroom in the house. They obtain drinking water using a hand pump installed inside the 

house. They have access to electricity and gas. Gulsher Mohallah has 800 houses approximately 

and the residents of the Mohalla consist of the Mirani, Malik and Chachar kinship groups. The 

high school and hospital are 1 km away from the Mohalla. 

 

2. Relationship with BISP 
 

Ubaidan was not a beneficiary of the Parliamentarian Phase of BISP. According to her, the PSC 

survey was conducted in her area in December 2010. The survey team came to their door steps; 

her father-in- law had filled her form and also received an acknowledgement slip from them. 

Ubaidan considered herself a beneficiary of BISP. Ubaidan did not know about the BISP cash 

transfers and also did know who provides this money. She only knew that poor women were 

receiving cash transfers which she heard about from her neighbourhood women. She said if she 

received cash transfers from BISP she would buy clothes for her children. 

 

3. How did the complaint emerge? 
 

According to Ubaidan and her husband, the women in their village started receiving the BDC 

from BDC Centre Kandhkot, her husband went (with her CNIC) to this center to check whether 

her card had arrived or not. The BISP staff at the centre informed him that Ubaidan's CNIC 

number had been missing on her form. They asked him to submit a copy of her CNIC so that they 

could forward her request. Ubaidan's husband submitted a copy of Ubaidan’s CNIC and was told 

to recheck in a month and a half's time. He went again to the office after two months and was told 

that there was no progress on their request. He was told there to register a complaint again. He 

submitted the PSC slip and a copy of Ubaidan's CNIC and was told to check again after a month.  
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4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the Assistant Director (AD) at the BISP Tehsil Office Kandhkot, Ubaidan's 

complaint was about a CNIC update and was registered in the CMS on 6
th
 February 2013. Her 

complaint was given the CMS ID #11191199. According to the CMS records, on 6
th
 February 

2013, the Data Entry Operator (DEO) entered the data and forwarded it to the concerned AD; 

who immediately acted on the complaint. He fetched the data related to the complaint from 

the system, approved it and forwarded it to the concerned Divisional Director (DD). The DD 

fetched and verified the data and finally approved Ubaidan’s complaint. As a result of this 

whole process Ubaidan’s CNIC was updated in the CMS. CMS processed the complaint 

automatically and sent it to the CMS department in HQ Islamabad. 

 

4.B Client’s version 

 

According to Ubaidan and her husband, her complaint nature was of a CNIC update. Her 

father-in-law got her form filled, possibly due to which her CNIC number was left out of the 

form. Ubaidan mentioned that her husband registered her complaint about CNIC update twice 

at the BDC Centre Kandhkot. He submitted her PSC slip and a copy of her CNIC along with 

the complaint. However, on both occasions, the BISP staff did not provide him an 

acknowledgement slip. Her husband said that around one week ago, when he went to the 

BDC centre to inquire about his wife's complaint, the BISP staff told him that their request 

had been accepted and that he should now go to the NADRA counter to find out about 

Ubaidan's BDC. When he got his wife's CNIC checked at the NADRA counter, the staff there 

told him that Ubaidan's BDC had not arrived yet. He should check back again in a month by 

which time the card will have come. Thus, in his view, his complaint was still unresolved.  

 

5. What We Learnt? 
 

 BISP did not provide a discrepancy letter to the beneficiary and she was unaware about her 

status in BISP 

 The PSC survey was conducted in December 2010 and Ubaidan’s CNIC number was not 

entered into the PSC form so her CNIC had to be updated. Her husband went to the BDC 

Centre at Kandhkot in December 2012 to register a complaint; he went to the BDC Centre 

twice and submitted copies of Ubaidan’s CNIC and registered her complaint twice but had 

not received her BDC yet. The staff at the BDC centre did not provide him any 

acknowledgement slip 

 According to the Assistant Director (AD) at the BISP Tehsil Office Kandhkot, Ubaidan’s 

complaint was registered in the CMS on 6
th
 February 2013 and it was resolved on the same 

date 

 Ubaidan’s husband went to the BDC centre to inquire about the status of the complaint a 

week ago, he was told there that their complaint had been resolved but he would get 

Ubaidan’s BDC from the NADRA counter at the BDC centre. When her husband went to the 

NADRA counter to get Ubaidan’s BDC he was informed that the BDC has not arrived and he 

should check back after a month 

 There are ADs for two Tehsils operating at the Kandhkot Tehsil Office – one for Tehsil 

Kandhkot and the other one for Tehsil Tingwani. The Tehsil Office for this area was 

established five days ago. Prior to this, the staff of the Tehsil Office used to sit at the BDC 

Centre at Kandhkot. Since there was no Assistant Complaint for both these Tehsils, the AD 

has hired a private DEO to record complaints in the CMS 
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 According to the CMS website, as checked on 22
nd

 April 2013, Ubaidan’s CNIC update 

request was approved on 6
th
 February 2013. However, no payments have been generated for 

her thus far, as per her payment details on the BISP website.  

 

6. Recommendations 
 

 BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per 

standard procedure, informing them of their status in the program/discrepancy on their form 

so that they may know about the complaint registration mechanism and when to expect their 

payments 

 BISP and its partner organizations should create awareness amongst beneficiaries about the 

complaint registration mechanism 

 BISP should provide acknowledgement slips to beneficiaries and should also inform them 

about them about when to expect their case to be resolved 

 BISP should properly establish each of its Tehsil Offices and fill out the staff requirements so 

that the beneficiaries can easily get their complaints processed 

 BISP should inform the beneficiaries about the status of their complaints via phone because it 

could save the cost of the beneficiary’s trips to BISP offices. 
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Case study Number G-Q4-Sindh-26 

Nature of Case Eligibility Appeal 

Complainant/ Beneficiary Aisha 

Wife of Mukhtiar Ali  

Complainant, if not beneficiary herself Zubair (cousin) 

Address Village Ahmed Khan Khosa, Qaimpur p/o Badin Tehsil and 

District Badin. 
CNIC Number 4110197318850 

PSC form number 09284253 

Date Study Completed 4
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Aisha, wife of Mukhtiar Ali, aged 34, is a resident of Village Ahmed Khan Khosa, Qaimpur, Post 

Office Badin, Tehsil and District Badin. She is an illiterate woman who occupies herself with 

household chores. She has a son who is currently studying in 1
st
 grade. Her husband is self-

employed and sells chappli kababs on a stall (rerhhi) in Badin. He earns a daily income of about 

Rs.500-600. Her household comprises of three brother-in-laws (all of whom are married), their 

families and her father-in-law. One of her brother-in laws has three children, the other two and 

one does not have any children yet. Her brother-in-law's wife, Sharifan, receives BISP cash 

transfers. Aisha lives with her son and the families of her three brothers-in-law in a small single-

room house. There do not have access to gas or electricity. They obtain drinking water using a 

hand pump installed inside the house. This is a rural area comprising of 56 houses and there is no 

school here. The residents of the village belong to same kinship group. There is a primary school 

at a distance of 3 km, in an adjoining village. The people have to visit the Basic Health Unit 

(BHU) in case of illness or emergency, which is at a distance of 2.5 km. The main road is at a 

distance of 1.5 km and Tehsil Headquarter is 5 km away.  

 

2. Relationship with BISP 
 

Aisha was not a beneficiary of BISP Phase I. According to her the PSC Survey was conducted in 

her area in October-November 2010. A survey team filled their form at the village autaq, her 

uncle had filled her form on her behalf. The family was given a PSC slip as proof. Aisha 

considers herself a beneficiary of the BISP – according to the information she gathered while 

getting her PSC slip verified from an internet café. Aisha's knowledge about the BISP is that it 

comprises of funds from Benazir Bhutto, given to women. She heard that the money given to 

women comes from Benazir Bhutto from her neighbourhood women. Aisha does not know about 

the eligibility criteria for becoming a BISP beneficiary but she understands that the money is 

given out to poor people and knows that, she too is poor. She said that the first instalment that she 

received from BISP was used to buy rations for the household. 

 

3. How did the complaint emerge? 
 

Six to seven months after the PSC survey, in May-June 2011, the women in her village started 

receiving their first instalments but she did not receive any money. Then around 10 months ago 

her husband mailed a complaint application to the BISP Director at Hyderabad. They waited for 

his reply, however, since they did not get a reply to the application, about 3-4 months ago, Aisha's 

cousin, Zubair, offered to get her BISP status checked, and PSC slip submitted at the BISP office; 

he asked her to give him a copy of her CNIC and the PSC slip for this purpose. Zubair is a social 

worker in the village and submits other women’s CNICs at BISP and helps them receive cash 

transfers. He also told us that an office of BISP had opened up in Badin. He intended to submit 
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the CNIC and PSC slip at this office. Zubair registered her complaint almost 3-4 months ago and 

she was told that if the application got accepted, she would start receiving the money.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

On 18
th
 December 2012, the beneficiary came to the BISP Tehsil Office in Badin with her 

complaint that she had not been receiving money. The Assistant Director (AD) at the BISP 

Tehsil Office received this complaint and registered it in the CMS. The case was assigned 

CMS ID # 10989425. According to the details of the complaint, the PMT score of her 

household was around 20. After verifying her PMT score from the BISP website, they made 

an eligibility appeal on her behalf so that she would start receiving the payment. A copy of 

her CNIC and the PSC slip were submitted with the appeal. This was registered in the CMS. 

On 18
th
 December 2012, the complaint was first registered in the CMS by the Supervisor 

(AD), from the CMS ID of the DEO. Then the case was forwarded to the Divisional Director 

(DD); the DD also fetched and verified the data and finally approved Aisha’s complaint.  

According to the AD  there are 4 prescribed criteria for approval of Eligibility Appeal cases: 

i) if there are more than four children in the household; ii) if any member of the household is 

in old age; iii) if the household has a handicapped member; iv) if the household income is less 

than Rs.6,000. According to the AD, the CMS accepts a complaint automatically according to 

the aforementioned criteria and the eligibility status is updated and also forwarded to CMS 

department Islamabad.  

 

4.B Client’s version 

 

Approximately three months ago, Aisha’s cousin Zubair, took her CNIC and PSC slip from 

her to submit at the BISP Tehsil Office in Badin. He submitted these at the BISP office in 

December 2012. He was told that they would send the request to Islamabad for approval after 

which she would get a card. The office asked him to check up on the status of this application 

in 20 days. Aisha had heard about the possibility of registering a complaint from her cousin 

Zubair Khoso who also submitted her complaint on her behalf, because women in her area do 

not go out very often. Zubair went to get her request submitted, at the office which is 5 km 

away. It took him thirty minutes on a Qingqi and it cost him Rs.50. Twenty days after 

submission of the application, according to Zubair, the appeal was accepted and they received 

the BDC. Thus, the problem was resolved. Furthermore, Aisha said she was satisfied with the 

complaint registration/resolution mechanism because her problem had been resolved and she 

got her BDC. Aisha also said that the staff at BISP office behaved well and did not charge any 

money to register her complaint.  

 

5. What We Learnt? 
 

 In this case, Aisha was not found to be eligible for BISP after the PSC survey but she 

launched an eligibility appeal because she was poor. Her cousin registered her complaint at 

the BISP Tehsil Office Badin which received her complaint on 18
th
 December 2012. After 

verification, this case was registered into the CMS. The CMS accepted her appeal and 

updated her status automatically because her data matched with the prescribed eligibility 

appeal criteria 

 Aisha did not receive any letter from BISP regarding her non-eligibility  

 This complaint was registered by her cousin and she had learnt about the complaint 

registration mechanism from her cousin. She did not receive any acknowledgement from the 

BISP office 
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 According to Aisha, her complaint was resolved within 20 days of her complaint registration 

and she was declared eligible for the BISP cash transfers and also got her BDC 

 Since there is no post of Assistant Complaint (AC) at the BISP Tehsil Office in Badin, the 

Supervisor (AD) has access to the CMS  

 In the AD's absence, and even in his presence, the Naib Qasid at the office registers cases in 

the CMS. He has access to the AC's and AD's CMS IDs 

 According to our observation, one authority person registers cases at three levels in the CMS. 

This person has the CMS ID of the AC, AD and the Director 

 There is a problem with the 'date' settings in the CMS. It cannot be changed 

 According to the BISP website, as checked on 22
nd

 April 2013, Aisha’s eligibility appeal was 

accepted on 18
th
 December 2012. However, no payments have been generated for her thus far, 

as per her payment details on the BISP website.  

 

6. Recommendations 
 

 BISP should send a letter to beneficiaries regarding their non eligibility so that they do not 

keep hoping and expecting to receive payments like some of the other women around them  

 BISP should provide acknowledgement slips/CMS ID to beneficiaries at the time of receiving 

their complaints and should also inform beneficiaries about the status of their appeal though 

letter or phone call 

 BISP should also instruct field supervisors to guide beneficiaries regarding the eligibility 

criteria and complaint registration mechanism 

 The problem in the 'date' setting in the CMS should be resolved 

 BISP Tehsil Office in Badin should put up CNIC updates and a list of accepted eligibility 

appeal at their office. 
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Case study Number G-Q4-Sindh-27 

Nature of Case CNIC Update 

Complainant/ Beneficiary Allah Dini 

Wife of Maroo Shikari 

Complainant, if not beneficiary herself Maroo Shikari ( Her husband) 

Address Village Ismail Khan Laghari, UC Kanger, Post Office 

Sajawal, District Thatta. 
CNIC Number 4140843307312 

PSC form number 10485702 

Date Study Completed 10
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Allah Dini, w/o Maroo Shikari, is a 29 year old woman who is a resident of Village Ismail Khan 

Laghari, UC Kanger, Post Office Sajawal, District Thatta. Allah Dini’s family embraced Islam 4 

years ago. Her husband’s name is Suleman now but according to his CNIC it was Maroo Shikari. 

She is an illiterate woman. She has 4 children: 2 sons and 2 daughters. Her children do not go to 

school yet. Allah Dini’s husband harvests on 20 acres of land of Shafi Muhammad. They earn 

Rs.60,000-70,000 annually. Allah Dini also does agriculture work with her husband. The house 

they live in is constructed on the landlord’s property. The house consists of one hut along with an 

open kitchen. There is no bathroom in the house. They do not have access to electricity and gas. 

They obtain water using a hand pump installed at a small distance from the house. Her house is at 

distance of 0.5 km from the village Ismail Leghari and is situated in the fields. The four houses of 

their relatives are also situated there. The primary school is in Village Ismail Leghari. The 

hospital is 6 km from the village while the main road is at a distance of 1 km. 

 

2. Relationship with BISP 
 

Allah Dini was not a beneficiary of the Parliamentarian Phase of BISP. According to Allah Dini, 

the PSC survey was conducted in her village in November 2010. The survey team came to their 

home; her husband had filled her form and also received an acknowledgement slip from them. At 

the time of the survey she did not have her CNIC made which is why her CNIC needed to be 

updated on her PSC form. Allah Dini considered herself a beneficiary of BISP which her husband 

was informed about by the computer operator at an internet cafe in Sajawal around 5 months ago. 

Allah Dini does not know about BISP except that it is Benazir’s scheme; which she was informed 

about by the women of her village. According to her, poor and rich women alike are getting cash 

transfers from BISP. Allah Dini said if she received cash transfers from BISP she would buy a 

goat with that money.  

 

3. How did the complaint emerge? 
 

According to Allah Dini and her husband, five months ago the women in Sajawal city started 

receiving their BDCs so her husband went to the internet cafe outside the BDC centre and got her 

slip checked. He was told there that his wife’s name had been approved as a beneficiary but her 

CNIC number was not registered in the form. Her husband was also advised by the computer 

operator at the internet cafe that he should get his wife’s CNIC made and then submitted at the 

office. After some days Allah Dini went to NADRA and applied for a CNIC. She got her CNIC 

made in February 2013. Her husband then went to the internet cafe and he was asked there to 

submit a copy of his wife’s CNIC and PSC slip along with Rs.200; he was told that they would 

forward the complaint to the higher authorities and he was asked to check back on the complaint 

status after a month. One month later her husband went to the internet cafe to inquire about the 

status of their complaint. The computer operator at the internet cafe gave him the BISP tracking 
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form and advised him to go to the BDC centre. Her husband went to the BDC centre and he was 

asked by the BISP staff at the BDC centre that his wife’s CNIC was not submitted. The staff at 

the BDC centre took the copy of Allah Dini’s CNIC and told him he would register her complaint. 

He was also told by the staff that he should visit again after month to find out the status of the 

complaint.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

According to the Assistant Director (AD) at the BISP Tehsil Office Thatta, Allah Dini’s 

complaint was registered in the CMS on 26
th
 March 2013 and was given CMS ID # 

11390860. According to the CMS record, the DEO fetched and verified the data of this 

complaint and forwarded it to the Assistant Director (AD) on 26
th
 March 2013. The AD also 

verified this complaint and after approval he forwarded it to the Divisional Director (DD).The 

DD fetched and verified the data and finally approved Allah Dini’s complaint. As a result of 

this whole process Allah Dini’s CNIC was updated in the CMS. CMS processed the 

complaint automatically and sent it to the CMS department in HQ Islamabad.  

 

4.B Client’s version 

 

According to Allah Dini and her husband, at the time of survey she did not have her CNIC so 

her CNIC had to be updated on the PSC form. They were advised by the computer operator at 

the internet cafe to get her CNIC made. Allah Dini got her CNIC made from NADRA office 

Sajawal and it took her 3 months. They submitted their first application at the internet cafe but 

they did not receive a BDC. When her husband went to the BDC centre to inquire about the 

status of their complaint he was told there that his wife’s CNIC copy was not submitted. Then 

her husband registered her complaint at the BDC centre. After 20 days her husband went to 

the BDC centre to inquire about the status of the complaint and he was informed by the staff 

that the complaint had been resolved.  On 6
th
 April 2013, Allah Dini went to the BDC centre 

with her husband and received her BDC. They were satisfied with the complaint 

registration/resolution mechanism because their problem had been resolved. The BDC Centre 

Sajawal is at a distance of 15 km from their house and they went there by Suzuki which cost 

them Rs.120 for a round trip.  

 

5. What We Learnt? 
 

 BISP did not provide a discrepancy letter to Allah Dini and she was unaware about her status 

in BISP. Her husband was informed by the computer operator at an internet cafe situated 

outside the BDC Centre Sajawal when he went there to get her slip checked 

 According to the details of the complaint, Allah Dini did not have her CNIC at the time of the 

PSC survey (conducted in November 2010) so her CNIC had to be updated. After getting her 

CNIC made in February 2013 her husband registered her complaint twice; first at the internet 

cafe where he was charged Rs.200; he was told that their application would be sent to BISP. 

The second time he registered Allah Dini’s complaint at the BDC Centre Sajawal on 26
th
 

March 2013 – he submitted his wife’s CNIC and PSC slip copies and his complaint was 

entered into the CMS 

 Allah Dini’s complaint was subsequently resolved and she received her BDC from BDC 

centre at Sajawal on 6
th
 April 2013 

 The BISP Tehsil Office Sajawal is 15 km away from the beneficiary’s village and it cost her 

Rs.120 per round trip 
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 The PSC survey was conducted in Allah Dini’s village in November 2010 but she received 

her BDC in April 2013 

 Allah Dini’s payment details are still not available on the BISP website, as checked on 22
nd

 

April 2013, even though according to the CMS website her CNIC update request was 

approved on 26
th
 March 2013 and she was declared eligible for the cash transfers.  

 

6. Recommendations 
 

 BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per 

standard procedure, informing them of their status in the program/discrepancy on their form 

so that they may know about the complaint registration mechanism and when to expect their 

payments 

 BISP should provide acknowledgement slips to beneficiaries upon registration of their 

complaints so that they may track the progress of their case 

 BISP should instruct their survey team that they should provide awareness to the beneficiaries 

about the complaint registration mechanism  

 BISP should update its website to reflect the latest and most accurate information.  
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Case study Number G-Q4-Sindh-28 

Nature of Case CNIC Update 

Complainant/ Beneficiary Irshadan 

Wife of Zahid Ali 

Complainant, if not beneficiary herself  

Address Village Haji Ghulam Nabi Katiar, Taluka Nawabshah, 

District Shaheed Benazirabad 
CNIC Number 4540267935906 

PSC form number 9317071 

Date Study Completed 22
nd

 March 2013 

 

1. Profile of the beneficiary/complainant 
 

Irshadan, wife of Zahid Ali, is a resident of Village Haji Ghulam Nabi Katiar, Taluka Nawabshah, 

District Shaheed Benazirabad. She is an illiterate woman of 25 years. Musamat Irshadan has 5 

children, out of which she has 4 sons and 1 daughter. Out of the sons, two go to school while the 

other two are too young for school. According to her, her husband does labour work. He gets 

Rs.300 per day for this. Apart from that she works at home and her father-in-law and mother-in-

law live with them. Her house consists of one room; this room is made of mud. The land on which 

the house is made belongs to the head of the village; Haji Ghulam Nabi. The kitchen in the house 

is adobe, and so is the bathroom. There is no supply of gas or electricity. For drinking water, there 

is a hand pump in the village from where they can obtain water. This is at a distance of 15 

minutes from the house. There is no school in the village or any hospital. In case of an illness they 

go to the Civil Hospital in Nawabshah, which is a kilometre away. There are around 400 houses 

in the village in which the Magsi tribe lives. 

 

2. Relationship with BISP 
 

Irshadan has been a beneficiary of the BISP Parliamentarian Phase. According to her, the PSC 

survey form had been filled in August 2012, and as proof the survey team had given them a PSC 

slip. The form was filled by Irshadan in the street outside, with the help of her husband. She said 

that this money was received through the Benazir Scheme; she had gone to the BDC Centre 

Nawabshah where they told her this. The money, she said, is given to the poor and we too are 

poor. The money they get is used to buy clothes or on other household expenses. 

 

3. How did the complaint emerge? 
 

According to Irshadan, before the PSC survey, she got the Parliamentarian Phase money through 

post office. In August 2011 the money from the PSC phase stopped coming in. When she asked 

the staff at the post office, they told her that this money was no longer coming in. Later when the 

women in the village went to collect their BDC money, she too went to the BDC centre 

Nawabshah to find out about her card. The staff at the BDC Centre told her that her name was not 

present on the list – she needed to go to the BISP Divisional Office Nawabshah to find out about 

this discrepancy. The same day she went to the BISP office and got her PSC slip checked. The 

staff there told her that her form had been rejected. She was told to submit her husband’s CNIC 

copy and they would send her appeal to the higher authorities. Around two days later, she got her 

husband’s CNIC copy and the staff told her to come and check after a month and a half. She went 

again after two months and the BISP staff informed her that her form had been approved, but her 

CNIC number was not present on the form. She now had to submit her CNIC and collect her BDC 

from the BDC centre a month later. 
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4. Processing of the complaint 
 

4.A Provider’s version 

 

BISP Version  

According to the Assistant Complaint at the BISP Divisional Office Nawabshah, Irshadan’s 

complaint was of a CNIC update, which according to their CMS record was filed on 5
th
 

November 2012. Her complaint’s CMS ID was 10402954. This complaint was entered by the 

DEO and was forwarded to his Assistant Director, who on the same day fetched it on his 

system and verified it. After that this was forwarded to his Divisional Director. The same day 

when the DD received this complaint, he fetched it in his system and approved it. After this 

approval, through the automated software, the beneficiary’s CNIC number was entered in the 

form and its status was forwarded to the CMS department at the BISP Headquarters. 

According to the Assistant Complaint, the beneficiary had also lodged an eligibility appeal on 

18
th
 August 2012, and it had now been accepted. 

 

4.B Client’s version 

 

According to Irshadan, around 7 months ago she went to the BISP Divisional Office 

Nawabshah as she was told by the staff at the BDC Centre Nawabshah. There she got her 

PSC slip checked. The same month she sent an eligibility appeal request to the BISP Office. 

Then 5 months ago, she went there again to find out about her appeal status, but the staff told 

her that her form had been approved, however her CNIC number was not present, so on the 

same day she filed a complaint regarding CNIC update and submitted her CNIC copy and a 

copy of the BISP tracking form. The BISP staff told her to collect her card from the BDC 

centre after a month and a half. When she went there a month later they told her that her card 

had still not arrived. In January 2013 she went there again and she got her BDC. She was 

satisfied with the complaint procedure because she had received the card. 

 

5. What We Learnt? 
 

 No letter was sent to the beneficiary by BISP that would tell her about her eligibility status or 

the discrepancy on her PSC form. 

 According to the Assistant Complaint at the BISP Divisional Office Nawabshah, there is no 

way that a beneficiary can change her name or CNIC number herself, therefore she has to 

come to BISP for these complaints 

 According to the tracking form of the beneficiary, given by the Assistant Complaint, 

Irshadan’s CNIC was updated on 6
th
 November 2012, but according to the CMS record it was 

5
th
 November 2012. The impression we get through this is that the CMS does not record the 

date according to Pakistan Standard Time (PST) 

 According to her payment details on the BISP website, as checked on 24
th
 April 2013, she had 

one instalment deposited in her account on 22
nd

 January 2013 but this has not been withdrawn 

yet.  As per the CMS website, her eligibility appeal was approved on 18
th
 August 2012 and 

her CNIC was updated on 5
th
 November 2012. 

 

6. Recommendations 
 

 BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per 

standard procedure, informing them of their status in the program/discrepancy on their form 

so that they may know about the complaint registration mechanism and when to expect their 

payments 
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 BISP should provide acknowledgement slips to beneficiaries upon registration of their 

complaints so that they may track the progress of their case 

 BISP should instruct their survey team that they should provide awareness to the beneficiaries 

about the complaint registration mechanism  

 BISP needs to set the CMS according to Pakistan Standard Time, so that no confusion is 

created while checking the status, and update its website to reflect the latest and most accurate 

information. 
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Case study Number G-Q4-Sindh-29 

Nature of Case Eligibility Appeal  

Complainant/ Beneficiary Siyani 

Wife of Muhammad Khan Khoso 

Complainant, if not beneficiary herself Zubair (relative) 

Address Village Haji Ahmed Khan Khoso, Qaimpur, Post Office 

Badin, Tehsil and District Badin. 
CNIC Number 4110189009610 

PSC form number 09284252 

Date Study Completed 17
th
 April 2013 

 

Note: The beneficiary is mute by birth, she cannot talk. Her interview was conducted with the help of 

her relatives, Ayesha and Muhammad Umar, who helped translate Siyani's sign language into words 

for us.  

 

1. Profile of the beneficiary/complainant 
 

Siyani, wife of Muhammad Khan Koso, aged 78 years is a resident of Village Haji Ahmed Khan 

Khoso in District Badin. She is an illiterate woman who keeps herself busy with housework. She 

has a son and three daughters. All of her children are married. Her only son works as a 

construction worker and earns a daily wage of between Rs.250-300. Her husband does not work 

due to old age and the son's income is primarily used to take care of household expenses. Siyani 

lives with her married son and her daughter-in-law in a two-bedroom mud/adobe brick house. The 

house and the land on which it is constructed are owned by the family. There is no gas or 

electricity. There is no kitchen in the house, and a corner of the courtyard is used as kitchen. 

Drinking water has to be brought from the communal hand pump in the village. There is no 

drainage facility, and they use an 'open system' washroom. This is a rural area with 56 

households. There is only one midwife in the village. The nearest school is in the adjoining 

village, at a distance of 3 km. The establishment of a school in this village has been sanctioned, 

and the process is under way for a government primary school. There is no hospital. In case of 

illness, the villagers go to the BHU. The main road is 2.5 km away and the Tehsil Headquarter is 

5 km away.  

 

2. Relationship with BISP 
 

Siyani was not a beneficiary of the Parliamentarian Phase of BISP. She mentioned that the PSC 

survey was conducted in her area in October-November 2010. The PSC survey team got her form 

filled in the autaq of the village, through her brother-in-law Noor Muhammad. They issued her a 

PSC slip a proof. Siyani considers herself eligible for BISP – something she found out from the 

internet café. When her relative got her PSC slip checked, they gave her this information. Siyani's 

knowledge about BISP comes from the neighborhood women – she believes that this is Benazir's 

money and is given out since she is dead. Siyani does not know about the eligibility criteria of 

becoming a BISP beneficiary, but only knows that this money is given out to poor women. She 

also told us that she used the BISP cash transfers that she received to buy household 

supplies/rations.  

 

3. How did the complaint emerge? 
 

Six to seven months after the PSC survey was conducted, in May-June 2011, the village women 

got their first instalment but Siyani did not. Therefore, her husband sent an application addressed 

to the BISP Director in Hyderabad, on her behalf, along with that of her relative Ayesha, about 

ten months ago. After this, she started waiting for the money. When a few more months passed 
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and she did not get the money, her relative Zubair told her that a BISP office had opened up in 

Badin and asked her to give him her CNIC and PSC slip so that he could get the status checked at 

this office. Zubair took her CNIC and PSC slip about three to four months ago with the intention 

to submit them at the BISP office.  

 

4. Processing of the complaint 
 

4.A Provider’s version 

 

On 19
th
 December 2012, the beneficiary came to the BISP Tehsil Office Badin with the 

complaint that she had not been receiving her money. The Assistant Director (AD) at the 

BISP Tehsil Office in Badin received the complaint and registered it in the CMS. The case 

was assigned a CMS ID of 10989438. According to the details of her complaint, the PMT 

score of her household, as appearing in the household information, was between 18 and 20. 

The staff first verified her PMT with the BISP website tracking and then, on their own, 

submitted an eligibility appeal on her behalf so that she would get the BISP cash transfers. A 

copy of her CNIC and PSC slip were also submitted along with the complaint. The complaint 

was only registered in the CMS. On 19
th
 December 2012, the supervisor (AD) used the DEO's 

CMS ID to register the case in CMS. Then he used his own CMS ID to fetch the data of the 

case, approve it and forward it to the Divisional Director. The DD received this complaint on 

the same date upon which he fetched and verified the data and accepted this appeal. This 

complaint was an ‘eligibility appeal'. There are four criteria saved in the CMS according to 

which eligibility appeals are dealt with automatically by the software. An appeal is accepted if 

its details match the criteria, and rejected if it does not by the CMS. This case was also 

automatically run in the system by the CMS and the status was forwarded to the CMS 

department Islamabad. The eligibility appeal was accepted in the CMS. 

 

4.B Client’s version 

 

Siyani had heard about the appeal registration process from her relative, Zubair. Three months 

ago, he lodged an application on her behalf around 3 months ago. She did not go herself due 

to her disability. This office is close to her house, at a distance of 5 km; the travelling time is 

30 minutes. Zubair went to lodge the complaint in a chingchi and incurred a cost of Rs.80 for 

the round trip. Twenty days after lodging the complaint, Zubair visited the office again, to 

check if the request had been accepted. The office staff told him that the request had been 

accepted and that the complainant could now go and pick her BDC. Thus, twenty days after 

lodging the complaint, her issue was resolved; she got her BDC card and also withdrew one 

instalment through it. The method of lodging a complaint is efficient due to which her request 

was accepted and she got her card. The office staff dealt with them with courtesy and guided 

her that she would get the money if her request was accepted. No money had to be paid for 

lodging a complaint 

 

5. What We Learnt? 
 

 According to out observation, one person registers cases in the CMS at all three levels. This 

person has the CMS password and logins of all the relevant officials  

 Due to the absence of an AC, the AD used the DEO's CMS ID to register cases in the CMS  

 In the absence, and also presence of the AD, the private Naib Qasid at the office also registers 

cases in the CMS. The AD has allowed and taught him to do so 

 Siyani’s complaint was registered by her relative, Zubair, at the BISP Tehsil Office Badin 

around 3 months ago and the complaint was approved within a month of its registration; 

Siyanin even received her BDC and withdrew one instalment through it 
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 According to the CMS website, as checked on 24
th
 April 2013, Siyani’s eligibility appeal was 

approved on 19
th
 December 2012, however her payment details are empty and do not show 

any instalments generated or withdrawn from her account.  

 

6. Recommendations 
 

 BISP should send a letter to beneficiaries regarding their non eligibility so that they do not 

keep hoping and expecting to receive payments like some of the other women around them  

 BISP should provide acknowledgement slips/CMS ID to beneficiaries at the time of receiving 

their complaints and should also inform beneficiaries about the status of their appeal though 

letter or phone call 

 BISP should also instruct field supervisors to guide beneficiaries regarding the eligibility 

criteria and complaint registration mechanism 

 The problem in the 'date' setting in the CMS should be resolved 

 BISP Tehsil Office Badin should hire and train technical staff to handle beneficiary 

complaints and register them in the CMS on the spot when the beneficiary visits their office 

 BISP Tehsil Office in Badin should put up CNIC updates and a list of accepted eligibility 

appeal at their office.  
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Case study Number G-Q4-Sindh-30 

Nature of Case CNIC Update 

Complainant/ Beneficiary Sughra 

Wife of Muhammad Ramzan Katiar 

Complainant, if not beneficiary herself  

Address Goth Ali Muhammad Katiar, Gujo, Tehsil Mirpur Sakaro, 

District Thatta. 
CNIC Number 4140602333920 

PSC form number 10460046 

Date Study Completed 18
th
 April 2013 

 

1. Profile of the beneficiary/complainant 
 

Sughra, wife of Muhammad Ramzan Katiar, is a 31 year old woman who lives in Goth Ali 

Muhammad Katiar of District Thatta. She is an illiterate woman who keeps herself busy with 

housework. She has five sons. Three of her sons go to school and all of them study in 1
st
 grade. 

Her husband is a daily wage worker at a chicken shop and earns a wage of Rs.200 per day. Her 

house comprises of a room, a cemented veranda and a spacious courtyard. They own the house as 

well as the land on which it is built. The house is partially pakka and is built on a plot of about 

300-400 sq. yards; the rest of it is courtyard. Drinking water is available from a canal which is 

about 10 minutes away from here. There is no drainage facility available and there is an open 

washroom. This is a rural area with about 1,500 households and only consists of people from one 

kinship group (Katiars) living here. A government primary school is at walking distance. There is 

no hospital and in case of emergencies people either go to a BHU which is 4 km away or to 

Thatta, at a distance of 16 km. The main road is at walking distance and the Tehsil headquarter is 

16 km away.  

 

2. Relationship with BISP 
 

Sughra has not been a beneficiary of the Parliamentarian Phase of BISP. She mentioned that the 

PSC survey was conducted in her area in December 2010. Her survey form was filled at her 

house, through her husband. They were given a PSC slip as proof. Sughra considers herself 

eligible for BISP – something she was told about by the postman. Sughra had reasonable 

information about BISP – she thinks that this is Benazir's money that is given out to poor families. 

She found out about the program from the TV, radio and the postman. Sughra also knows 

somewhat about the eligibility criteria of becoming a BISP beneficiary. She understands that this 

money is given out to poor and rich people, but mostly to the poor. Sughra said that she got one 

instalment from BISP, which she used to buy food items and clothes for her children.  

 

3. How did the complaint emerge? 
 

After the PSC survey, when the village women started getting the money in July 2011 but she did 

not, Sughra inquired about her money from the postman. He told her that her CNIC had expired 

and that she needed to get a new one made before she could start receiving the money. Thus, for 

the sake of 'Benazir's' money, she got a new CNIC made in July 2012. It took her 2-3 months in 

the process of getting the CNIC. When she got the CNIC in July 2012, she went to the BDC 

Centre at Makli in September 2012. The staff there told her that she first needed to submit a 

request at the BISP office, gave her the address, and also told her that the office where she should 

lodge the complaint would be open. She was told that her CNIC number was not recorded and this 

had to be done before she could receive payments.  

 



Targeting Process Evaluation for 

Cluster: B (Southern Punjab, Sindh & Balochistan) 

Section 2 - Grievance Case Studies 

G-Q4-Sindh-30 
 

J40252715 

GHK Consulting Ltd. 518 

4. Processing of the complaint 
 

4.A Provider’s version 

 

Sughra went to BISP Tehsil Office Makli with the complaint that she had not been receiving 

money. The Assistant Director (AD) at this office received her complaint. The AD lodged this 

complaint in the CMS but did not give the complainant any reference number or document of 

acknowledgement. The case was issued a CMS ID of 10637204 in the CMS. According to the 

details of the complaint, at the time of PSC survey, the complainant's CNIC number was not 

noted in the PSC roster due to which it became necessary to get her CNIC updated. A copy of 

her CNIC and PSC slip were submitted along with the complaint. This complaint was first 

registered by the AD via the CMS ID of the DEO in the CMS then, the Supervisor (AD), 

using his own CMS ID fetched the data on this complaint, verified and approved it. On 6
th
 

October 2012, the Divisional Director (DD) received this complaint, upon which he fetched 

the data, verified and then accepted it. As a result of this complaint, Sughra's CNIC (number) 

was updated in the CMS. The case was automatically run by the CMS and its status was 

forwarded to the CMS department in Islamabad.  

 

4.B Client’s version 

 

One month after visiting the BDC Centre Makli, in October 2012, Sughra visited the BISP 

Tehsil Office Makli. The staff at the BISP office took copies of her CNIC and PSC slip and 

told her that they would send a request on her behalf, on the same day, to Islamabad. Once the 

request was accepted, she would get the BDC. They asked her to find out about the status of 

her request in 15 days' time. The staff at the BDC Centre guided her about the method of 

lodging a complaint. The BISP Tehsil Office is 18 km from her residence, and is the nearest 

BISP office. It took her an hour to reach the office. She used local transport to commute and 

incurred a cost of Rs.150 for the round trip. Approximately 15 days after lodging the 

complaint, she went to inquire about its status and was told that her request had been accepted 

and that she could get the BDC. Thus her problem was resolved; she got the BDC as well as 

an instalment through it. She was satisfied with the method of lodging complaints. She got the 

card 15 days after lodging her complaint. The staff dealt with her with courtesy and did not 

demand any money to lodge the complaint.  

 

5. What We Learnt? 
 

 Sughra did not receive any eligibility or discrepancy letter from BISP informing her about the 

discrepancy on her form; she learnt about this first from the postman and then from the BDC 

Centre Makli staff – she visited the BDC Centre in September 2012 after she applied for a 

new CNIC in July 2012 

 At the BDC Centre she was instructed to register her complaint at the BISP Tehsil Office 

Makli in order to resolve her discrepancy. Sughra visited the Tehsil Office in October 2012 

and lodged her complaint, submitting copies of her CNIC and PSC slip; she did not receive 

any acknowledgment slip or CMS ID as receipt 

 Fifteen days after her CNIC was updated, Sughra got the BDC and even withdrew an 

instalment through it 

 Due to the date issue in the CMS it appears that one person has the three login passwords who 

is updating cases in the CMS at all three levels. The AD has the CMS ID of the DEO and 

registers cases from this ID 

 According to the CMS website, as checked on 24
th
 April 2013, Sughra’s CNIC update request 

was approved on 6
th
 October 2012 and according to her payment details she subsequently 

withdrew her first BDC instalment on 4
th
 December 2012. 
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6. Recommendations 
 

 BISP should provide eligibility and discrepancy letters to beneficiaries promptly, as per 

standard procedure, informing them of their status in the program/discrepancy on their form 

so that they may know about the complaint registration mechanism and when to expect their 

payments 

 BISP should provide acknowledgement slips to beneficiaries upon registration of their 

complaints so that they may track the progress of their case 

 BISP should instruct their survey team that they should provide awareness to the beneficiaries 

about the complaint registration mechanism  

 BISP should update its website to reflect the latest and most accurate information.  
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